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ARC  Administrative Reforms Commission

BPL  Bellow Poverty Line

CSC  Common Service Centre

G2B  Government to Business

G2C  Government to Citizen

G2E  Government to Employee

G2G  Government to Government

ICT  Informational and Communication Technology
MMPs Mission Mode Projects

NeGP National e-Governance Plan

NGOs Non-Governmental Organisation

PAN Permanent Account Number

PPP  Public-Private Partnership

RTI  Right to Information

SMART Simple, Moral, Accountable, Responsive and Transparent
STMK Sahaj Tathya Mitra Kendra

SWAN State Wide Area Network

UNDP United Nations Development Programme

VLE Village Level Entrepreneur

WB  World Bank

WSIS World Summit for Information Systems
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EER

BIAICE FICBA [CS, “So act as to treat humanity, whether in their own person
or in that of any other, in every case as an end withal, never as means only”.! 151
93 & AECFF Wi 473 AME 199, - “The citizens are ends in themselves, rather
than as means to other ends’| S#fCAHF YR (AP TSI F& @A € *F F<1
208, FOAC New Paradigm of Governance -4 ool AIRICII IS Te ST HACF FANTY
A @ AR Wi F211 93 QR [ 96 Good Governance-Aad T4 M @32 IO
U @3 el g O aYfE [l B-TSHEE AR ARRY I | €98 New Paradigm of
Governance -43 & ¥ W3 ~AfeifFe 27, asmee ddioe afsfHiagye Saetas g e e
MR TotEd IRl [T W6, WHMcE ©2 YT G FCE Governance A
ST G 2 €W | A TS R e e effsfs oot @2 Soaely e vt I
12 &feft e Tz el B-reteere fazfs Yot fremea et I

e G OIS AN AIF T TAmA ©ye (@ fed, @I Tgu o
e T TG YT TS e T Wivz | ©IF 47 A0S IR T @ (@I @
THACE T QR e Iredl e | IR ATOtET GIEcRIel (AT GO AMEAOF AR
B AAFIACS WA AT P (0TS T | IR AR Vg O AYSCF FIPICAL PG wol
Jaa “MA™ Good Governance-&s T 7S I Pl W1 O@ €2 ST IR
Governance-43 CF(q 2T 2 QACFICET (T AT T« (@ A€, (O F I]RQF Al
R W Digital Divide (O ¢ 1 O Governance-49 (F(d ©F 2(&d G4 1 2-
TOHE & SNSJ (A Capability Approach -4 F21 J& TR 1 93 Yol Sl TS
T O AY& JRRIEA & AN FCH (OT RHIIR | AR AR ANL S ©25 eiyfes
IR AT TS THfOTS FRRS! IR | TFUE 2-71SCH0IF (FC@ SMART 2 Simple, Moral,
Accountable, Responsive '@ Transparent -4% RaRafel == A<l e |

e-Governance €2 *Mod QFHES 07 (L IR | *6F UNDP-UF f&feq &G ‘E-
Governance’, ‘E-governance’ &3l ‘e-governance” 9ZI@ @14 T | AR SRCSA F@R
CoIBTTeT ‘e-Governance’ RO @141 27 1 U2 EIFAR CFC@ oS OISR (@R (AR @21fs
(16T TR 1 IR 97 W [ ©isd T@R 1 e-Governance-9¥ (@ ‘e’ AR oY 29
electronic 4™ SF Governance ¥ Good Governance-gd HIFell (AT &CH | OB ‘e’ GF

1 Second Administrative Reforms Commission, 11th Report, Promoting e-Governance the SMART Way
Forward, December, 2008, pp- i.
2 UNDP, ‘E-governance and Citizen Participation in West Africa: Challenges and Opportunities’, 2011.
3 UNDP, ‘ICT and e-governance’. National Human Development Report. Chapter 5, 2018, 95.
4 https://digitalindia.gov.in/content/recent-e-governance-initiatives

2



(A Governance-I¥ ¥FG AT (@1 ©IF ‘¢’ (F (FB AT 8 Governance-4d ‘G’ (F ¢
THE @R (BB T4 =, O ‘e’ AT (A Governance AEAF (@M @FG I | APIE “e-
Governance is not about ‘e’ but about Governance” | Governance-99 FIe(F A8 AEroq
8 WS A A & ‘e’ [l electronic NG AT F4 2| O3 GTHEG *WMoF [0
Sl FRE |

29[S IO AIPIEA FARE &g G I, 9 74l TR AT BFR 70
AN T F41 WS | @9 04 Government to Government (G2G), Government to Business
(G2B), Government to Citizens (G2C), Government to Employee (G2E) % TF T T4
1 ©I2 “e-Governance is the public sector’s use of information and communication
technologies with the aim of improving information and service delivery, encouraging
citizen participation in the decision- making process and making government more
accountable, transparency and effective.” ©12 2" Administrative Reforms Commission -
@3 11" Report (2008) -4 2-TSIA 66 ewgsd e w2 7@l 27, i) Tt FJoifcat
guiq 41, ii) AIPIES TRO! 8 Azl &N 4, iii) STHANF ©F AN WL FNoRA
91, iv) IR WGP wFel i F1, v) IS € NGOs TS 0 AL I 1 1
G “ABG Meea IR P R-TS0o Tieey freq T |

3.5 RIS AT ﬁ{% (Statement of Research Problem) :

w2 efere THe Y we ARerE T SHaas oieRie Gifs g e
QARG TP FICA TG 02 (G AIFOIE IR TANGOR & Digital Divide T
71 58 TmerAe vfae SR Y e ReTd v agfen sfseoimie Sawee «@t 73
T GFMCE SYYGT TolR, O M B-Towe Il T @iefed SHaeas A a4
i 3B FC 1 G Y SRCSS (Al AW 1 FHHOHE! (] RO e f[egw 22w ne Wy
TIEA FACTS, TR AATF 2AE B-5SCH@E W& (TF UNDP Report 205 SRR 359
B MCF TG e-Government-9Q SACST T Y (C 1° TN (el (AF @bz iR
TRCR OIS |

I2 AT 9T KA 1 Sy 2+, TSR Jo1 TPt '@ FALICTH ol
(& ([F A1 OIS 2000 ATE NeGP A 205¢ A Digital India-a3 gl e
G, O W A AW (A= A, A RIS LT wRCT A4 B 1 ©IR e
gF® AN BfFe Fea o Fiae w11 58 [fon Awen Faenas % (e fFeqn f[fen aeazen
@ T TP [ SCAFATS 6 TN e L& (T T NS TP LFS AN Grers

5> https://publicadministration.un.org/egovkb/en-us/Reports/UN-E-Government-Survey-2018.
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TEIA W1 @FFee (FE Rl T ARSI S ey (el W @9 G TES
aeN @t 1T efovmefEe 2@ A, IR [fey afas @ ¢ sfwdiee e @
@G (T |

e o2 e @i e (i @A g, IR TSR WY
Governance 759 413 Z& & Soarely | 2 2 Ao [REm A SAfar eweE wes
W T (O GF G0 W BCS, I JRAIA GG AR TS Ao eifeqr wexiarzd
FA 8 Information Society 7197 F41 1 ©3 Gread fote e RKeaitas (2ifwrs 3-sreoe
F21ef *RTAIG A1 LTS | % New Paradigm of Governance-43 WK 3-SR 7RI (TR
AR ST R AW ACACR, AN G NGesy Mo wexiazd ¢ FfvoTel I T4
WY | {8 ©Iared -SSPl &Ze ¢ IBARCTT (GG A QTS 8 AT A
@2 9, @ TEnel [ T T [@ @™ e s T 9 s [fen saeme
ATRCIAT T A8 IR @30 @ MR AR, WHRATE AR (AT | ©I B-SHCTR
fafSe ST @22 Information Society 3l e-Citizens T TPHF AW QI A LA
8 TG TOI3 AR, AT 7A FrF oFrad [t @ (qeed Same e

3.% NIFNT ¥FQ (Significant of the Study) :

B SR TR AIRFIAR T TG O (A T Ags Tofo FLCTR TSRl
AR | ST TSR MK FIFR 8 Goied Wy [fen saifar F(oral s1eeast Alge Fcs! |
58 TSN AT AR @ THNCANT AL T (N 7, (S AT S99 door steps
R (Tt TR TV IR 1 AN G2B TR -1t W I efs e
g7l | T O G N0 WA I 9 € [ o (e =Y AN 570D
WiRNg ¢ FOq [T ICA (SENCS FRRAS! B | ©IF Z- S0 T A TS LS |
qg @il @39 e-Citizens, e-Service, e-Participation, e-Society, e-Democracy <& [ERIEY
AR Good Governance 719 T4 & |

G2 IRIAR @Y T G [ 3o ey g s e s 89 R (78
Al ORCe (F@ o T FA IR ©f ARAENGAIS 7K | 2 sAFpcr el e s
TR B TCed [foq B AW IS (@FF I WG| QA S, AIFE, NGOs, Civil
Society, CSC/STMK RIA i< (At G 7=t 51 '@ ©iF i« fefy <11 789, 3t Aifs
AT S JIBIAIAC HIR FACR | AN SAPEHAH (LTS TRAWCR QAT DA =l
Ao ey FEFal RaRe o 11 831 9o @MW Citizen-Centric Governance 8
WG Information Society MR KA &8 M wAroe JF8I94T 201 |



3.9 AIFAT O*F (Research Objectives) :
A2 IFRNE & Sraefe 7o -

>. Governance, Good Governance 8 e-Governance (& FF ©ifge LIFell #© F41 |
AN e-Government @ e-Governance -9 TGP AL FAF TS G |

3. 3o fRfeg e @ «ifafy o digan =tre <t

o, (T AET TR ¢ HPITT wwel e (F@ Z-TOEHEE AW T
wfoeee] e 4 |

8. B-71e(((317 W1 1% fREIGA Information Society 3 Knowledge Society ¥R Political
Inclusiveness (& LRell #© F1 |

¢. THITAE (HefTTe 3-TSreTg Ty 8 el FTE el 7S ¢ Wi e ored
3 NSE Aife @ Sumeefe s[icvT T4 |

b, ARSI -t Afeel w8 JLS! DT Tl AL AFAHT A
QIS SICEHA 1 |

q, (GC¥F AT THACTT S0 2-TSCHER T AN @ o qae e ot w4t

ot e Ramefe o qdid qIRdl #tes @ @FMed @9 Secondary
resource-4¥ AR (G AR, (O~ RISH Primary Resource (F¢ & A R |
qTHCE (@1 TPy AfRTa ARG Al Literature Review a1 20CR IO el 7o4F 9s
B Qe *Tre T I |

5.8 AfXey A (Literature Review) :

TG RGN (@R >R IEIAETS T30 €@ QIell #1108 & Literature Review
A ARG 2, T A RN [T 740 @ie 18 el #he F1 I 1 93 JIqel=
CF(@ Literature Review @ - AN oifge ¢ Jqafds Ms 8 wiF [Kfoq e
TATE Il 2T W1 @3 Literature Review I & fIfeq I3, Articles, Newspaper,
Journal, Internet Website @9 Secondary Resource-&¥ HI (TS AR | *CIFAT 2THT
TH7 fefe 0 -7 G3R Information society I=°ItF afefl Mtss ©74 Literature Review
T AR | 9 Tafer =9 -

i) Concepts of e-Governance-
ii) e-Governance and Information Society-
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iii)  e-Governance and Human Development-

iv) Impact assessment of e-Governance in Developing Countries-
V) e-Governance initiatives in India-

vi) e-Governance initiatives in West Bengal-

vii)  e-Governance in Andhra Pradesh-

viii)  Future prospects for e-Governance implementation-
93 SIINT T & ANGF (77 & 77o0F T4 2R |
i) Concepts of e-Governance -

B9[S W@ LFAF (FC@ UNDP I WB-9d ffeq f4eoiith =iceiisal 2ieees, Dipankar
Sinha®¥ ‘Development Communication : Contexts for the 21st Century’ &3 ‘New
Technologies and Inclusive Society’ WS 2[CH SRS ™18 =l (A | €2 S Fof @Fmc
@4 Good Governance-93 €Ff5 FFA! ARG RGN 2-STHER S I | FARAMCE Tga
w9 2Yfe el Siexiagem iRel e M (1 RIS SEIb FE | U8 ST (AT 3-
ot Yo e 2t uft f33 #iedl 17 i) Information Society, ii) Inclusive Society,
B0 W1 o7 | QT ol @5 BT e 6 gl sz Sfbe, ¢ R wieetoat
AR | FNMCEF S0 (AMFFCS Network Governance-Ad IFol € 2O} Gzl €18 SAC=HAT
PR | - VIR (@ (¥ {fon == ©ifigs 0w 00, ©f W8 b (TP
G T | ©IZ B ARIANF (@ AF(6 Y3 @Fg=d Qe awiq I3 |

99McE R. Heeks'-@¥ ‘Understanding e-Governance for Development’ (2001) %<
ATHDS T-ASHER (A (T 1 QAT g O &YfE T8 TR 0w 3-STH S A
A 2R | @9 WY W SR ¢Fea [ Efficiency and Effectiveness Gains-ad S 9@
2R | fof oo 2-sforeesra fonfl Sowly e SeeIbel FCA=- e-Administration, e-Services
& e-Citizens, e-Society | a3 foq M Tmew fFeie 97 ©f [f$T Case study @l fofq
ST FCACRA | e fofF e-Governance for Development-@¥ %@ SR Strategic @
Tactical Challenges-49 fRFG1 ST FCACRT G2 AR FW AN “ie ol (e |
@ ©OF O3 ANAF @7 fof @{%@s QR wFg W @A Information-99 @y o
@Al | O QRS fFg AT APCAS THACTR C(FCE S (ISl 2SR ae
RTINS ST ¢ AT e 7 [T G (=T FoR 4iell =Mz A7 |

ii) e-Governance and Information Society -

6 Dipankar Shina, ‘Development Communication: Context for Twenty First Century’, Orient Black Swan Pri. Ltd,
2013.
7 Richard Heeks, ‘Understanding e-Governance for Development’, i-Governmnet Working Paper Series No.11,
http://www.man.ac.uk/idpm/idpm_dp.htm#ig.
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W A 7(F 479 (F@ Dipankar Sinha® ‘Information Game in Democracy’
33 4[2 @W"i‘f | Information @< Democracy TORE MYFF TF 8 Tioarod Wi
@ @A «rEbs 2R Aeb aGid | @3 el ¢ goii W e-Governance and
Information Society M¢@H® AT @< ST ACACZ | Information Society-F TE&F (AF O
afed W M RasEe 91 /i FoiE Jaeace aeifs 30 Gt ©f b F41 27 |
e SR w0 AQSH Information €32 Governance Il 3-7SCHCR W&y W 381 |
o8 Teu ffon Z-eriem ARPR Fa @3 q=e T AT (Al IR A 1 Network
Society (® IS fFeld ICT fAea Adog =pjRa YA 20R, ©f @ A=A T4 221
SN Mass Media '@ YA A0 BifEA T N4 @ ATo0@da W (@ giero! 2
AR O @S At F4 371 AT 3 I3Bre @ Sitd ATe@d A0t Information
society-9 TE N ACEDT A R, ©F 4[2 @W"jﬁf T Z-SEHEIF F@ Information
Society-F @FFg II(F TS AL PCA IR 2-SCHER W& (@ AT AL AR o &
(A9 P

iii)  e-Governance and Human Development -

Shirin Madon’-9% ‘e-Governance for Development : A Focus on Rural India’ &3 <azfs
AHCE AR ARl Aen A e 926 feaf en wefe zwmz, W @ e
Conceptualizing e-Governance for Development 7Gx SICsoA1 <41 2 1 Q2T AT THAR
4I9ell, S99 Governance '8 SHAW FE €I (T T-TS01 ¢ THI 07 WO a1 = |
BT FECS QAT AHAZATAF THINCE @FG SA 2| Governance € GHIAEE QTG
T Sry RO SReers Afeoeferd 0% IRIRCTR T WErelfEs @ AANS CFeq 2aF©
Governance ToGTd A T& T | O TS 3-9TSCHF T G5 ‘Development Discourse’ | fof
QN Z-ISCHTH @Il SFACGIA (7@ Capability Approach (& @7g Meaced, Qs SRz
orIeleTa T TR REe Sl Sece | TS v oAt e ek wuai fef
Theoretical Perspective’s T SCEABA F@ 1 AT 96 MR OHCe (fFTe 3-TSHEE
AeqA Case Study 8 Implications I SCeADAl FCa 1 ANfed I2Bre ST &
Governance-<3 AR AW &P (@ (& (e 2, TS ANET Siard Jia = 1 [
Y32 wwerd s 38

iv) Impact assessment of e-Governance in Developing Countries -

g fEAfB = 8 W1 *IeA AW R, Heeks'’-a3 ‘Information systems and

Developing Countries : Failure, Success and Local Improvisions’ W& @30 Article-«,

8 Dipankar Sinha, ‘The Information Game in Democracy’, Routledge, 2018.
9 Shirin Madon, ‘e-Governance for Development: A Focus on Rural India’, Palgrave Macmillan, 2009.
10 Richard Heeks, ‘Information Systems in Developing Countries: Failure, Success, and Local Improvisations’,
The Information Society Vol. 18, 2002.
7



@A fof @D Staced ki a4 @Eer SRR e 3o I 2EE ) 93
Ao ooy fofN feaft »fia e @ ItF o9 FC@9- Successful, Partial Failure, Total
Failure | ffq Afeq ¢t LS &7 Design @32 Actuality Gap (& WIS FC | ©IF NCS Hard
and Soft Gap, Private-Public Gap '8 Country Context Gap -43 &= f&fox @mw 3-ToC{>
A T (7l TR ff e @eR Case Study @1 AN SeEeEE (peeled A T
Qe F | I WS, Process, People, Structure € Technology @3 S5 ey g T
N SATAE | @7 ToF 97 T RIS ALFO | ST R, Heeks-9F AMEE SICEADA]
Technical Issues fT®a, @ ffF Information 3 Inclusive-93 TAHF T wFg @l |
O S (relefer ffeR T ¢ ffeR (e B-sTeteeTE Suaiel TS Qe (AT Giell
A1SAT IR |

Subhajit Basu'' ®1¥ ‘e-Government and Developing Countries : An Overview’ %S
ACH ST (XGRS @I ANEF SATADA IR0 | ' e-Government, e-
Governance '8 e-Administration-93 TSI GG 71T T-TNSHER FCE FoR ARl (A | ©IF
TS 2-91S 3 26 Good Governance (& fFbifere a9 &y Tfes W™, b 38Xq T%1 2fsfd
OO AT STTE | 8 SR (reiefeics ot stedl A 11 ©iR fofy S oreefice
Legal Issues €32 Infrastructure Issues G SCemo=l S 1| fof i1 &1 w19l f2eoiea @@=
Legislative approach (¥ &% (M, (SN[ SHMCS Privacy € Security (F€ FH &g (W |
o8 O W STl WIS @ Technology Infrastructure e TG, @RI Arefo®
TN 9T @ | ©8 AFIR BT (eefe 2-oISt s U el AL (TS
AT AR |

V) e-Governance initiatives in India -

TS 2SR A e @ AT EiE IENY ©F Governance for Growth in
India’ &C3 @G e | fofd ‘e-Governance for Transparent Societies’ TNE &<CH
‘Connectivity Empowerment’-93 I ¢ | fof 2-ot (@ 4@ Amii=iif* eiacs f fFeim
AT TR IR, G RIS WA IR | SIF TS, OACSH T© q© J2R TR G0 (Aee
Eq AN FTBAED AR AW FIC2 IC TN FES, O F(E AIFNAT TS € Good
Governance-43 Practices 389 | [/ 3-5e=5 @ RTI-9F RAW (&@F W@ SACEABA FCE AT
Information Society 107 341 8% 23 | ol ffewq Twomw e @@= g «eam “Ari=iifel erares
& Vision 26T TH® I8 AEFS FCE, A 373 wFgo |

11 Subhaijit Basu, ‘E-Government and Developing Countries: An Overview’, International Review of Law
Computers & Technology, 2004, Vol. 18, No. 1, pp. 109-132.
12 A.P.J. Abdul Kalam, ‘Governance for Growth in India’. New Delhi. Rupa Publication, 2014.
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M.P. Thapliyal®

YICH OIS TGP (PP B-5TSCAET (TG ] AP [ WA Feaeee | fofy A2t
e ifge eele f wieese s@w ¢ 7t [fes sTome ew 9@ @@=, 19 T
Technology =T, S Bifw ST “fHCIAIF 0, Integrated Service Delivery <911,
Privacy 3TICP fSf4 Citizen-Centric Governance NOTTA 2T LI 4T I T TR | O
I WCETHARI (9 AT TEHiafe @ A4y e |

©I9 ‘Challenges in Developing Citizen-Centric E-Governance in India’

Shivani Sinha (ed)* @¥ ‘Governance : Issues and challenges’ €T3 Sangita Dhal- <<
‘E-governance : An Enabling Tool for Good Governance’ @%b RT*¥ wegeidl | G2t @«
New Governance Model RPTE 3-Terz qrdiere e @ RIS D q0aCx, (N
Networking Governance '€ Human Development (F€ 3% (€3 2CACZ | G2 fofq @vmcs
Common Service Centres G Stabal et | ol ffon witenr &1 2-srowea Aferfrafe
SIS FCE @32 [CT-9F IABIRCES g F11 bfews weam, A sy fofq sifazrorcnsre s,
WA M JIREE TPY 8 el rHed TomE I QE K@ | T OlAced (efFFrs 3-
T3 Al Digital India-9¥ 0 RAW SACALA FCAT A YR8 @Gy |

vi) e-Governance initiatives in West Bengal -

qUF(E @Y BYIBIAT" ‘e-Governance in Rural West Bengal (India) : Impact and
Implications’ 23%(5 R @i | @2t fof Digital Age T »IFoXCeH aIecer Wa &
LRACTA AT YA 20, (1 A 936 Case Study ¢ 1 fofq I8 (wreiiee Fex @icssa
(E MU @ ‘executive authorities responsible for implementing a governance at the
rural level’ | {7 wo &« BPL SIffiIg® AR AR FICR Case study FCH ML (@, T-2¢
BT &) TS Aqad LA T7ae | o=rel f$ Good Governance and e-
Governance in developing countries RIS BTG FCI | ©CI ©IF WCADIA o1 0] 2,
fsfq @ @3 FFa g NPEa afvseer fefers ©iF I IS@R Stronger Validation feafiel
RISEN

@3 SICIFNE (F(Q Dipankar Sinha'’q ‘New Technique of Governance : e-Governance
and India’s Democratic Experience’ 3% Y98 @wg~d 1 G fof @ wfas Sreres
B qIFaioTe @ IRATE FANE [T HEDN Fes, (oN AFSTIEa CSC A NS

13 M.P. Thapliyal, ““Challenges in Developing Citizen-Centric E-Governance in India’.
14 shivani Singh (ed), ‘Governance Issues and Challenge’. New Delhi. Sage, 2016.
15 Rabindranath Bhattacharyya, ‘E-governance in rural West Bengal (India): Impact and Implications’. Electronic
Government, an International Journal, Vol. 5, No. 4, 2008.
16 Ranabir Samaddar, Suhit k Sen, (ed). ‘New Subject and New Governance in India’. New Delhi. Routledge,
2012.
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UG F@ @ A IR, T 2- ISP ABIACTT AF0 o MG | 93 776 O
fia @@ Qe T fof ey @@ woft v @ @@ Case Study F@ @32 O
fofars T TR [REE AEs SR | O Woe A2 92 g gl @ue 7w aafe
27, (O 3-SR VAT AT TG | 12 O AT €3 @I CFe@ [erm
AR FCI |

vii)  e-Governance in Andhra Pradesh -

THAWNE 3-SR SICeAb &0 Dipankar Sinha'’-d ‘e’ Anyway?: Critical
Reflections on the e-Governance Roadmap in Andhra Pradesh’ 2<%f5 ¥ wsmgeid | @It
o @ 2- e ofes e [ Qe S, (oufF TFHAme Sk ABANCTF T 7
I QST FE | TF AW 5EAG ABGS & @4 1T Policy (S SHIA M IR, (SN O
G A TS TR | GFMCE SMART Gov, TRPI Tl e-Seva @F T© Al R-oToC=3 #{ferty
0 @ AT FA 2@CE, (S AefFT [e@ieaed oF@ @F T TR [ fifes
T4 | OIR THATACNE Z-TOC5 TS TS (I +TCS G Wi f[Kera Ry wee

viii)  Future prospects for e-Governance implementation -

G2 SABAR (@ 2nd ARC-GF dyo¥ fATAG™® - ‘Promoting e-Governance the SMART
Way Forward’ Y32 &@9sd | QI @NF B-OCoR % fd «I9ell ~ed [, cowf
STed 3-o e “ifeief e F6 20 | RIS National e-Governance Plan @3 Raafs
T2 @Fg M AEDA FA1 2 | NeGP-GF FIql T 8 ©IF ABIARCHI Se 141 AWCHFA (1 SA
FA T2, ACS OIACOT TS WS (| FETO! AR 1 R A Z-TSHIE (0
Knowledge management-a% ¥ Recommendation &1 ¥ | AN Capacity building,
Creating awareness, Technological solution, Business process re-engineering &gfe e
Recommendation (AST 2T, TS SRACS 2-TSHEF AT IBIAT I AW | TCA ORI
frsfameea s (ACF Report 6 498 wwesd <ol amiq 3¢ |

AYEF - 3 AMGF Literature Review (AF GFME @V OO 3-SR KR
Major Approach, Issues, Initiatives, Methodology, Arguments, Debates 29 fataa «iell
e ¥, (SN WP Research Gap-43 RA@e K7ell sfez A Al 3= ~Hfafaes fago
TR | 9T B-FSH o7 AW Literature Review FCR 2-2TSTH3 TS ©ifgs <IRell “Atea
AW GIR TRCS Z-OEGIR Ao 2T ¢ IBIRCIT T @ RATS 1< IR0 ©he @RI
IR T | Z-TOND 8 B-TSCHOR N (A QRIS /1<y ACACR @ SRS (Fq ©f Fofey

17 Dipankar Sinha, ‘e’ Anyway?: Critical Reflections on the e-Governance Roadmap in Andhra Pradesh’,
Working Paper Series #6, 2005.
18 Second Administrative Reforms Commission, 11th Report, ‘Promoting e-Governance the SMART Way
Forward’, December, 2008.
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A1y T 2T, G7 @S Qi9ell Aeq A 1 WHMcE Information Society, Knowledge Society
8 Network Society- T Z-IS((31F FoA(Re RAQ WACS 2 T | AEeAod @eHaze 3
AR T TSI 2-TSHOI BN A A WS oS A1 QLA G @
TaEeiE (1efEtS Digital Divide T™2iF dRell #1ed AR, AHHCE SIS Tl [ 8 ©F
AT FHCE QD (7 A1 APNA o535 @ Sy e Z- TS T Toiel @
TP RS Qe ATl I 1| AVIRCTR AFCEHE M (AP AHATACN SACED (@ A1l
T, (oAl SRR T AN e o=l Yo7 SACEAbIe G2t (Ll AR, [ KA CFq
faee sy e

58 92 fas AT Tefts AFoNeR (@RS 3-TSETI 2o TRATE (SN SARZE
T S1eA AR 1 Information Society I Political inclusiveness-@¥ REaafer osce
T RIS 27 7 [aeas (U (FIT ACETD AT T 11 ARNT AL AT )
RO TFATCE AT ~FETRER QoS SICEBAR (@1 @8 #Ieq I- 11 92 AN
Research Gap ®f Literature review S99 34 Mcx fofee a1 I 4 YFWME @I @7 ==
MRS enefas Afseeona fsfid Far o™, (ouf @2 oIta9ed (Fa ST B @ ofrqFelt
AGS FTPATE QAN SIS AW | ©IF 93 IENT CF(@ Literature Review-dd FG IS @
ql @F8 FF Research Gap, Problems, Questions, Methodology, Design 29fs 3™t iR
grr e

3.¢ FRIAETS 2Mi]el (Research Questions) :

e gy »RCebaT Al Literature Review (F @ IR Srarafer fofers
(@ fog IR YT 2 T FA AR -

3. e-Government ‘€ e-Governance-d3 W& (e diFdiTe “idw q@z 7 oRCed
CFCa32 9 O3 ANy Folf T T T2

Q. e-Governance-9d (@ w9 ©2 Y& GARE W M@ FOE Information
Society 8 Political inclusiveness 2% (S 7¥?

o, ifey Sgziier (miefite e-Governance-9d el @ el 2D Tl G2 ©IF
(2f5FC® SITST e-Governance-U3 SEHA T4 |

8. Mo e-Governance-93 Stwpiel wfeT ey @ LT AAEDA I G2 ©FF
Tl STHATATHR N QeETD A B |

QT AN o erefer W 9w ¢ AR @5 WeTe Explanatory Research

Question TR IF AF TG AR 3-TSHEE Y9 ¢ ©ifgs e Alds JIg a1 o
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faeR atid g @™ Predictive Question ¥F & F& A1 goR 8 bgd &AXGH Policy
Oriented Question! @I (IS Descriptive, (FAM€ Explanation I Policy Oriented
Question-93 W& A AN RS SHRENCE AT FCRCR |

3. ARV 9 (Research Hypothesis) :

Q% ICIRAF CFC@ W& Hypothesis 2e -

H1 e-Government @ e-Governance-A3 J(4J KIS e AFES, SATS 3- TSCH R
e AT € VAR (FC@ @12 ALFE YT @M o @A 27 911

H2 ©IRTS 3-7OH(o1d Aife eFe 8 WA (@ Information Society 8 Political
inclusiveness-9d (ACF 7T aWE @M wFg 21|

5.9 AREAT 7941 8 “&f® (Research Design & Methodology) :

@ @9 NS [t AFI4E CF@ Research Design 49 @W"i‘fl IRV AINT IS
A @ G2 SRl fFeied «favifere ¢ fafae 2@ ¢f =it @l Mg g T 7™
IR L RACRA WY e T A1 W ACIFAR (G ARIANLETS @¥efe1 8 Hypothesis-
O3 A9FRE T @0 AT SAfFTE 9 ;W O 24, -

Primary Source - Interview

G2 IRAR (FC@ NS e=eford Tex (s &) Data Collection-4d & Reea
Interview (3 (IR (G = | MM &g Focus Groups Discussion 8 4l ¥, WS A
T foriea REafs it afosee! 3w #A11 ©i2 qrwc@ &S SR A 24 Interview |

Questionnaire - AIRMFT O T RO (@ IEIH ©T ANEF  AKIALETD
RIS A 2R | AIIAETS 2fead afofeam sihezim aep [fey e e e =7,
@9 Q4T Demand Side RETR TR M (A0 @ 7y e el F1 zwc 1 A
Supply Side TR TFAFIN™MS WS (ACF WS 2PREl TS 2@ CR WRAE Implementation
Side A1 VAT T (AF CSC o™ Twe b MR euede ofe T @ g
NGOs-93 &€ ©f T4l 21 2O (N6 SRD O eH_ae S T4 27, TS A[IN
TG F(F 1O (el Are T4 A |

G et [fey e damae ¢ wemded e o ey st
IR (@R (ST B, FRE A TATSIS! ©Ierd 1 A0l A &) ergefer Freie
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Y| ANUCE 2-TSHER ABIARFRIA 76 BRI CSCs A Kiosks (& @2 (€7 27, I AFME
2o AT @ e MYFe EE T RO @ ACE 1 At [Jfey NGos Tt
STACS T ©L YA G AT HoOd I (OICE, ©OIMd T8 = efe Feal 271 qeid
AT - 7T T Y& S TONOCF ¥Fg MG 27 |

Areas - M8 axREly e fofere [foq «A0Ta M@ AFFRIR @6 =1 €3
AFFIPE (AT G ~AFoRReere Koy e fHdwd a1 =3 @i jRyR fefere | v
ARFSIR W 24 TN TR 8 ARFAOH FTFA IR0 A 2IITS AENF (@ g
MR T SR TREETSTSIR &) | FIFRICE TS AN wikes 2ot F [easaw @
IR S LECH (AR (S 7, @A FFE 8 qftafes Tozereid M (AF o
@ TFS | FRIT ACFFIF© FN TH© e RO IR AZFA0@ ANABIETS GLHAF (A0 (6T
T AR TS e R ARFafon e aisieres WERd $11 231 @7 =77 e
QT DO LR REed A1 A7 AMAT e wApieaRd AffE Jaa @
PO [N TRET AT (ST T | (@NF- T R &, Ve ANFCAE 8 2NGre,
YMRITME 22T 8 I, (@FHRRET @SAFRG ¢ THFE, AT (ogere, FePrel
APfo | AR AT TSRS (FIANS FAE G PN NG AFIFE (7eq 271 7
THters, CsC el sTaaifa wifspifcaa o=t i ceeia e Mdifre = e s
Focus Group Discussion 41 2| G2 SCAGAIN AN FiFl O A @iees =t 217, A
AR IIN AR FE | A3 SIF AT ArFFRIE G T4 =7 |

Respondent - U2 3Fe AN AR GaAIF G LG NG 7CF AFFRIA (TSN
27, T ST 3- TSt {31a BTSS! | GTHe 04 (T AT TR [d FCACE, (SN2 W,
P9-REl, SIFEaA, fMfFe ¢ fawa Aea «qee WeE T @7 Amieif &fey seefa
s A TR 21w A FF TE SR ArFIRFRE (A T AoRME 3-
TS ABIACT A7 (AF wPesd il el f[fen csc a1 e ofie @@ @3t
Internet Kiosks-4% FIMA A A F6 27| QAT (NG AFFRIE eMFF TET Yo
ol &l AR Y FECRA, 0 Ol FIFIE FHGIG! T @ 0 *16le¥ CSC A Kiosks
IR | 93 TAITS AFFRIE a2 T T | AFIRIF AZ0eR [e@ [foq et qeq= T
T B-SHER IR A AW e sifeefre 27, 1 @R CFeg AW FCF |

Secondary Source - &1fNF SIF TR A Kfewe secondary data resource
NIRAR IS AR IR | qrwea [ 33, TSI qR, Qieffe, o7, AREeiEme Fe [ee
AR FC 1 2NN ST Internet Website GTF(E ©LPHAR FIRIT 41 T |

Methodology - d®Itq AP *IIFAF & data source 8 data collection-9% ffes
NI G2 I 2 | B IR (@ &T© Qualitative Methods (F2 @ IJA2F F1 =7 |
SE B RO Interview (TF #Ateq efefgmiefs a1 fifon w@aat afd @ Website-93
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et 92 method 2 €A1 (S Case Study Methods (F FIC& =GN 27, WK *1¥
SR Comparative Analysis Methods (F & A APGIICHT ACH AHAWC QeTIIETP
ICID T 2

3.b GG 3Bt (Chapter Scheme)

THAIS AEINETS 4N 8 *qqel “fmfod N ey Afes Aenes ot @i
IO 41 A7,

s, ST wgm - 3Tt qHel ¢ T (HefEe GF gfe SRS |
R, QORI WY - OISR 2GR 2SR 2R |

0, 5RE TG - AT Z-TSCHCT AT AR ST

8. 2R TG - T-ISCHET O 2 APHNIT AN THATICAR QAT ST |

>. e Wiy - el iR SICEbAR (@ B-TereR [y Reiste eee <A@
AT T4 2RCZ | 92T Good Governance-9d KA AT AEDA F41 T G2 OF (Ao
TS ICT 797 2-9IS(o1a A F4 T 1| FIAY Good Governance-9F A6 qrew Aferx
G 25 -1 | QT - B @ - SHONA A0 #A1<fF FCa 2-2ISTHHA Citizen-centric
Governance TG (S SITE DT T 2T | OIFAT 3-TSH 96 S}y, Information
Society %199 8 Political inclusiveness-93 R WG T 201 Z-TSHEE AT TS
AT T T4 T8 (7 [ @ WG FA 2F, (SN S (eefere o
e R I 7 | EICHE TS MO 0t TaAe (elefeTd Digital Divide Racx
QN GG (1S3 =W, (SNF8 UNDP-&H Report 05y WAl fodfl (A=t SICenbaa ey fadize
T 71 AW v (i, ey v wifee ¢ e Qe e S w9 =
GBI 2N IR AN SACEADA T [ &N ¢ @R RIS A0 T\ AWICTa
G2 T4 [

R, TR TYR - TOR WL JoT© RCSH d550 -7 TP (AT 050 Y (77 2-
ToreerR iy S M St S q@eR | A 2T (w@ RTI € Citizen's
Charter T SIEAGAI T4 2RCR 1 W OHCOA 2-TOCEIR AWM TP AT T
T EICRE qIFATS T RO 3-ert 8 F-aee W el A qz e
Information Society 19T 3-7TSC51 TSI A= I ¢ A SACAGA T4 T2 1 =APNAifey 2-
1 BR[Ol RS 208 TS 2WiteTs (581 T4l T U8 WG |
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©, TR TYIA - U2 TG 7o AFSIIER -t Apiefe wieemv w41 =3 Koy
website 8 JAFFIRFICA N *NSA S fofare | @2 T AT AMGTAER T (F@T 8
ACHRER (S B-5TSCHCoE Soplel T SAICEADA TR 7 1 G547 G o1 opiefe] Setna w41
I CICFE GMEE @S qEeiTe A5 e St e [ ST w6 27, coxfd
IR T TR A A = @ fFg At A [ FeARER T @iEnare @
I T T @32 (<178 ST FAFRPIER T (AF ANSAN S AL QCAGA 71 AT
TR TS I 2 |

8. AT TP - [To W3 YR bd ARG 24B7 Ted anicTa (b8 T =
TFATE (e 3-9eEHeE Aifs ¢ Swtiels @ ST 6 7, (N S depe
(AF G T-TOEGIR APENT [RARS AL I 21 G397 AP A QLT
AT RIAT A*G @ (PN 0 SICebel Sl 23 1 IR0 @ Aeend (A HAPSTed @
& Frwar 98 JcR A ~F6ReE TANEE T AL AR FAE, G [ s F
271

5.5 ACIRAT MA@l (Limitations of the Study) :

% IR CFC@ (@ g ANae! TR T TN 8 O WM T7{F 1 78I 23 |
G2 Aaeief 2 -

i) APGAGT 2SR AOR B CF@ AR APGNIHT AFRFE A Survey
7l A e 26ql FBI+F 2 1 W@ FEH0 (@@ 77 AFFRIE ab @3
i el gzl Fh T[S |

ii) ARSI AT QAT To eFg e AR, *FAWAE o eFg 3l
YT T |

i)y PPN A THAWNE GEANEE WD CF@ ARSI i o
fefare St SIS THATHT Secondary S fSfere SC=v T4l 23 |

iv) SRS (AfFFTS AEBR (@<E AT 3-SR AEs 41 T, @A
T AEpRfE AW AT AR | QUEE S Aepefed TS AICEale . eftEie |

v) @ faft SmrmEe o e S 9 2@ 99, 8 Awias [RegR Digital
Divide (& JATS I ROT MT*IF SACEBANS LTS |

G2 IR CFCE THCAS Tl RSl qeAcR A ~RE AN Wi HeAeE 2A 1 6%
ofEre ¥ AP AW R e e O Emels T $9 ques | g bR
GIF T R 1S R 2t 6 (dfed (681 @ Hypothesis-«@3 mafb =&t Fa
1 AN TR @ T TR R0 S T 7 1 QR T 77 (AT Al
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fafen faan T eeae 91 2 932 AW AN [T s 2wie F41 27, qce ANfes
AN AT SHAC R FACO ¢ G AT AT AAE Hqp FACo AT |

kkskskk
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RS R B

2.5 ofsel
2.8 AR QKo A GOOD GOVERNANCE
2.0 Tgq 2 2Yf& 799 GOOD GOVERNANCE

3.8 @S ARCIAT 2WH (Manual Services) 8 3-SR New “ifacEar
O RIDGEACIGIPD

2.¢ Z-TOD 8 BT N 1<

2.8 g ©f oY, ANEGd @HiaRe @ Information Society
2.9 B G2 MAPTM T

2b TaEE oiefire 3-sreteT e

O YIRS AL




R Qg

ER CCicEER)]
2.5 ot

Y550-OF WA A (AT T (ieferrs Tga o eyfe fAoq Tmaw afe
O3 aftafes sfaagaa PGl (e 20 MIFSEITR | T8N O3 (M3l I, Good Governance-
@ (G Information and Communication Technology (ICT)-4¥ I Jfa Mtz €32 2-
FSCHE (IFNT 2F ToCR | ICT (F S SRERE CFig 929 1 g (@I 99 93,
58 47 My Tg9 0 27 P azd 8 v THRER T4, A T-ASEHER @ KW ICT &
ST WO ¢ TR T (N AT, A SeoIeld AR Tys AN
YTRISH, AA T4 TR AP @ TN Il oIt8 BT M | 3-SR W4 ey I8
Afsfs (7 T TR ~AREHA &2 @ IRAAF FCF | ICT TAR T G2 FFe FIG TFo,
TREETerel, ¢ JTellEd MRAme! dgfe I AR 1 World Bank-43 WS, “e-Governance can
serve a variety of purposes including better delivery of government services to citizens,
improved interactions with business and industry, citizen empowerment through access
to information, and more efficient government management.”' SFj"(® UNDP-G¥ NTS,
“e-Governance is to empower particularly the poor, women and youth, to actively

o e . 2
participate in governance processes and thus enhance democracy.”

g - T4y ea IR T T AFCENS, OF Tl AT TS MR 2yf,
IWF 8 WAIW Governance 3R ATAGAIN =W, Tl SCAF (MCIF N (92 | R. Heeks-9F TS,
©¢% e-Governance Projects 23 IS 2 WA T BQCR, €0% Projects SIAH FCH
AfFOd (fere =, @ I ARSI Projects NLF 2R | GPTA GHFWE @F 3-
NS FOCAING 8 VAR TN ACECE, TVHE QNS T 8 JZaee (7l A 13-
51 B Improving systems of Governance is a social not technical activities | %@
IO “E’ A Electronic Infrastructure (& @M @9 (STF TG Governance-Ad M ¢ttt
T ATGLR | TS €T G2 FAN (71 A 1 12 Aol e draetiers fown ¢ wiw g

1 Shirin Madon. ‘e-Governance for Development; A Focus on Rural India’. Palgrave Macmillan. 2009, Page-1.
2 UNDP. (2004) Essentials, The UNDP Evaluation Office, 15, April 2004.
3 R. Heeks, Information Systems in Developing Countries: Failure, Success, and Local Improvisations”. The
Information Society Vol. 18, 2002, Page- 106.
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AT (IR S B-2TSC] F{CF T LA 571 1 ATASH | o FRPB KNS ATIR
Al G2 fT0 A I AR | G2 AT ehgefe] 2e-

(5) @AMS Governance-9F TN (AF I-TSEHEGE «FAF W & A1 IR T Good
Governance (& IS X A AP F(F Q0O THN?

() TG © Y& Al ICTs-q9 THACTA T¢I ATS AT AWIHR (Manual System) (T
B oforee N o SfRedr eve Foif e 2we?

(©) T-TSTHT 8 3-ASCEF N (F qIFehore ¢ JF 14wy qeaez 2

(8) 3-etiza Wy e F9A ‘Social Inclusiveness’ € ‘Information Society’ 5o Al

2
(¢) Z-Toriea Wy e Fo i Twa F=om SEwe w2
(V) THFTAE (RIS 3-SR A [ 4Aek?

TATAIS AT efnafe] f[fes Secondary Resource-d3 fofere U2 St St=b® 2R |

3.2 FHAPTR 4Rel IF GOOD GOVERNANCE :

@ @ ATofEF *IFT I Seotet A qieifaFor v o7 2SN sifznief gare o
79 @F 1 AR &ifell FRFIET FIe 7 Ao ok 8 IABIRCTA @ (12 vifewiefens e

I 799 T 1 ACF@ David Easton-dd SR I AR Authoritative allocation of values 1*
©I2 IS AN AP AGANSF FIZ GOVERNMENT-AF BT GOVERNANCE F2if6q qge
A6eM M4l AF 1 GOVERNANCE F2fbd wifeqfs o¢ ‘emipeag Se a0 ‘to the act of
governing’® 28, GOVERNANCE €32 GOVERNMENT JFILE *% 7% | 731K Ie1ce aifedifas
(R4 ! I FYE @RI | FAME GOVERNANCE A0S FACS & J[FCEH ST et
FAE @RI OTFE AIFE2 @ GG (74 AfSPE, ©F T FA =W 1 Governance-4F
AT LA —ICIS Civil society ¥ Market-a% ©fsi&l At ° Plurality of actors- €%

4 Andrew Heywood. ‘Politics’, Palgrave Macmillan, 4t edition, 2013, Page-4.
5 Bidyut Chakrabarty & Mohit Bhattacharya(ed). ‘The Governance Discourse- A Reader’, Oxford University
Press, 2008, Page-5.
6 James N. Rosenau(ed). ‘Governance Without Government: Order and Change in World Politics, Cambridge,
Cambridge University Press, 1992.
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IREGCE Governance FPrs SR | AN WRAT 8 W] SRR & Governance FIFIH, e
AN (Civil Society) '@ AR AZ (73 | ©I2 WS T TP A ¥ J<ZR G
MBITRAT T T T *CF 1 SIS Governance A QI A S FCRACR |

Governance-43 Sv*l &bl 2cere =wiba €3 Ree =g a7 2 Sobrd A World
Bank @9 &fSCaMe | W< TR AR LT AL ANLAF GLATONS (NS
@TIFFIE Bad Governance (& AR 21 27 1/ G (FFT@ AGFICFD o2 bies w1 23
N, St fF St 9 wF JATF AT B9 &7 9@ Good Governance-ad 4ell (&7l
221 Good Governance 3™t World Bank &We 7l (2% :-“Good governance is epitomized
by predictable, open and enlightened policy making a bureaucracy imbued with a
professional ethos acting in furtherance of the public good, the rule of law, transparent

processes and a strong civil society participating in public affairs.”®

THATAIS AL (A0 BIRMG KW e AR- (i) Public sectors management, (ii) Accountability,

(iii) Legal framework for development, €<% (iv) Information and transparency.

- 93 e Y ofe 2e 936 TP A0 I T WS | G-I ARSI
World Bank documents-43 Governance and Development (555)-4 Governance AT
Tl *F- “Governance as the manner in which power exercised in the management of a
country’s economic and social resources for development.”® ®18 Governance -4 % &
AR IR0 WS @N *7 GIZE dFM Al Political regime, FIOIF IR &Fh© A the
process in which the power is exercised, €32 TfS&oF ¢ IBIRNCR AW | Governance-

a7 SFe J2& o 4Rl (M9 Keohane & Nye | SItA NCe- “By governance, we mean the
processes and institutions, both formal and informal, that guide and restrain the
collective activities of a group. Government is the subset that acts with authority and
creates formal obligations. Governance need not necessarily be conducted exclusively by

governments. Private firms, associations of firms, nongovernmental organizations (NGOs),

7 Bidyut Chakrabarty & Mohit Bhattacharya(ed). ‘The Governance Discourse- A Reader’, Oxford University
Press, 2008, Page-5.
8 World Bank, World Bank Development Report, New York, Oxford University Press, 1992, p.29.
% lbid, Page-7.
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and associations of NGOs all engage in it, often in association with the governmental

. 10
bodies, to create governance.”

Governance @S SITHAGAR (3@ Garry Stoker TR WP SAICAITATS FCACRA, T
Il ST A @R e fef +iibfe faee eom e me-

(5) Governance I2/9Y &f oD @ FIAFA(actors) FL TG I, WWW?@[@
o 53 FFIF A2P; (Governance refers to a set of institutions and actors that are

drawn from but also beyond government)

() AT 8 qLATSF T AT Governance FICHH AR € wifgd orwmee

T BCd; (Governance identifies the blurring of boundaries and responsibilities for

tackling social and economic issues)

(©) @ FE Tes fIfey AfedITg FWels FBE  Governance HfFe EIGH

(Governance identities the power dependence involved in the relationships between

institutions involved in collective actions)

(8) Ty TG * I BISE] & Governance STAGH F; (Governance is about

autonomous self-governing network of actors)

(@) FITNE T e ¢ T ¢o4F fofs F@2 9 F& Fifore T4 T893 3-
Governance 92 EafG7 @%9s (&9 (F; (Governance recognizes the capacity to get things
done which does not rest on the power of government to command of use its authority.

It sees government as able to use new tools and techniques to steer and guide)

Garry Stoker €% SITENHAIR W< M Governance FH® SIfgs STEHAT ANSAT (AiTaTe
Good Governance A¢@E@ ACABAE (F(@ &M (United Nations) W8S United Nations
Economic and Social Commission for Asia and the Pacific o6 SGH SAMITTR F2A ICCE,
Tl Y32 TG 1

10 Keohane, R.0., Nye, J.S., Introduction, In Nye & Donahue (ed.), Governance in a Globalizing World, Brookings
Institution Press, Washington D.D.,2000. Pp. 12.
11 Garry Stoker. ‘Governance as Theory: Five Propositions’, International Social science Journal, No 155 March,
1998.
12 Bidyut Chakrabarty & Mohit Bhattacharya(ed). ‘The Governance Discourse- A Reader’, Oxford University
Press, 2008, Page-8.

21



GeeaRe (Participation)- ¥ &4 T 2 TR qeHlaRet | @2 TeHlaRe Aeolfe zew
TioR @32 G2 0 IS SR A Wi A TSI T GeHIAZONE TSI (A AN
@ GO | AT AT 8 A2aAG T FIAT! AT AFE @ TG AR Feafs
AT (Civil Society) AP TEPI |

TR I (Rule of Law)- MRCIFeIT Tiel T4 I @T92 GG Aaf 98 Good
Governance-43 TG | @3 IGE & AS G306 FIF (67 I3 @32 [F=ers o
vAfeye AfemRifed | q2el AFIAEFE @ FeLieTy @F SLPE % Good Governance-AF
G LTS |

¥®RS! (Transparency)- @ “&ore P&l (€ T IR ©F TR 603 ©f 2
SPTRC ICH 29T VEFI | TROF T A0S 0= ATS =S~ R Gines qfE (rea w7 |

TeamiEFS! (Responsiveness)- I8 AEWAE @ [ T Ty Ace 2fede ¢
afeaefs wom fre 7t G Good Governance ¥ AT | €7 71 FAdI efodief qad
(RHS! 21, A O A% FCR (Ol | @3 FI& Civil Society LT FAE SACANS (@A A/Fery
AT

QI (Consensus)- (T (FIF JNCEE N M Actors 8 W VoA AR | ©I2
e fifeq «@ede L e FhE @AT FA WA (@0 AT GFeey (Heere i Gies
ufE A AESIE I GF AP v AT sfeeiEe S, A Sustainable Human

Development-& R (S |

ISt 8 wFS! (Effectiveness & Efficiency)- Good Governance-ad ¢ =& @
AR AT IAREE T ANGS 2l ¢ elf v ATER @S (HITs Ahe AT |
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FWifer @ 2AfJrg8s (Equitable & Inclusiveness)- STNICER AP THACTH S+ SreoiCels
W G GF0! YT T T TEIE 0O (FO2 e NS FAHI00F (0P o= [
RIRI&GHE

WRIE®! (Accountability)- Good Governance-99 oY T& TAWE T ARFES! |
VRIS A | O WG ARSI S W3 M 8 TSl TG |

Good Governance REIfbcE ae IARY St ALERIT® FCAC2Y Graham and Amos
(2003)", @A O 16 FIFTET FA AT -

(3) Legitimacy and Voice - ¥ T TRCR AR 3 QFICoT @G |

() Direction as Strategic vision - Tl T* FERECE WF FCA COICE € Teolceld o2,
Heghe, ANIGS KT (o SeaRIE Wy (M3 |

(©) Performance - JF W& IR RPN 8 T {77 |
(8) Accountability - ¥ W< FROF KT LT ARCR |
(@) Fairness - I Fw*fe! 8 SIBCTF * few aifw |

- q@fei® Good Governance -9 ¥ W |

AT 9 T Good Governance €FB Tw BB 8 YRTIE @R, €T W GFH
tfes S (ethical concern)™ FCACR, FC F[HOIF A VI (P ACET  ATFE TG 77 |
@ WA TV SHACTE &) 93 WS AN (@ 2fsfb mosie s 41 2rie |

2.9 g7 © o3& f¥7 GOOD GOVERNANCE :

TS O AYEH TSR SHIA A T @ GIRF I Good Governance-ad
@ o1 v ©f SRR (68 9 71 O8I (AF2 Good Governance U IS GG
e R0 BT 31-@9 $2 T =3 1 B-TSC{3 &9 Governance 4 (A AP (@M AfGT
8 IR Information and Communication Technology (ICT)-9F SR T ©F 2eF

13 Graham, John, Bruce Amos and Tim Plumptre. Principles for Good Governance in 21° Century, Policy Brief
No-15,2003, pp-1-6.
14 Bidyut Chakrabarty & Mohit Bhattacharya(ed). ‘The Governance Discourse- A Reader’, Oxford University
Press, 2008, Page-44.
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@ (e IJIAE 8 AET® ATIE ATTR ©F T, @ ASRF TN AREA 2Ae @ AT
SRR T VTSI (7 T | A QLTS FFI, Tl @< AR TR BT
TR ICTs e T 20l avie @ 0 =0 =l Cofe 2002 1| AT © ¢ dFfed
G292 W3 AU TWNE TR IR AIEle TEered 6 Mok | [ReEE @fFce 1CTs
(Internet, Webpage, Mobile phone) 29 JRRCHA WG TS @X* Information &

Services A7 TR T oo 8 P A |

3O WY E b3’ Governance b [99% IR | ©GF Q4 E-9F (AT Governance
Qe @ @Wﬁj | Governance (& ¥ TN FF GACS ICT A Electronic(E)-43 32K
4 7R | AATS Governance-Ud A 7% U2 New digital connection TR (e (%
g #fdae TG | R. Heeks «rw@ Aol e S e -

1) Connection with Government- permitting joined-up thinking

2) Connection between Government and NGOs/Citizens- strengthening accountability

(
(
(3) Connection within and between NGOs- supporting learning and concerned action
(4) Connection between Government and Business- transforming service delivery

(

5) Connection within and between communities- building social and economic
development

HEFCICI ICTs-9F SHACGTR T @ e-Government, e-Citizens, e-Democracy, e-Society @R
B-oISTATER TCS! A ¥ HAT ¢ 3767 ol @b (ARl A |

2oforie ewl fite A A.PJ Abdul Kalam JW- “E-Governance as this- A
transparent smart system of governance with seamless access and secure and authentic
flow of information that crosses inter departmental barriers and provides fair and

. . vy 16
unbiased service to the citizens.”

52 8 2SR IR AGNOH CFC@ WHRM FHA | A 27100 (12 JRaw I
ABIAT FCT TN FILTH F@ | ©O@ @7 T s AR, AFME ICTs-9F IANY IR2T
@A e Y T e afiw T e, cowe @3 el @ SR W61 el
ToIfRCFa SHAH & Connectivity Empowerment’” ESI9 |

15 Richard Heeks, ‘Understanding e-Governance for Development, i-Government Paper No. 11,
http://www.man.ac.uk/idpm/idpm_dp.htm#ig
16 A.P.J. Abdul Kalam, ‘Governance for Growth in India’, Rupa Pub, 2018, Page-56.
7 |bid, Page-54.
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SHAMCE UNESCO B-ToHeoe sl es 9t el - “E-Governance is the public
sector’s use of information and communication technologies with the aims of improving
information and service delivery, encouraging citizen participation in the decision

making process and making government more accountable transparent and effective.”

B3-S G T @I [CTs G99 N AAS Governance-ad QIFANTE W Mosz

Jfes M (AGF @ operational, methodological, functional style, ideological orientation
ggfe e (AP |

3.8 S “HfTAIT AW (Manual Services) 8 2-SHER NG AT
YU QAP ST

o2 ¢ Y& Reid g TFfed Oitel ATl FIEFs € THoleld AR ani F41 T
Manual System @3 S | AT S 8 2 A AIFICIF W FAE HhETS T9F 3
V-2 e | TS VA A 2HAE FAK O3 IS IS AR TN A FISA1
AfSHIA ol SIie ISR ©25 '@ #IfRITaRIT AW FACS 7O | QAT FIFE 8 TR Ny
P AT IR Y QIR A I @A BIod ¢Fed | T a5 e @ 0w
AT, -G € TG (ATITSIF TP TE(S | AT =0 W@Rf Good Governance &fedt
T MBI T | (I QL AN TGIG A A Tl T AP Ao aqerel (74l @
AIH, (oN2 Redtapism AR TSI A @ | TR ACH@ AREA! #A1SABIR &1 o5
TR G0, (P SR A FAFIA FRIFAA SeHlarzerd Afet (i 2@ a3

TATAIS I IR T T ICT (F IS IR FA (ACS A | Online system
a3 IR AR QWiF 8 2 AR A (@ FRF! | B-5SC A FCE AIPICIR SIS
A ARRES! 8 TR I& A 7T 1 A1 1 (ACF Manual system G J0F Online system
G 21 I A | GFMCE B-NSCHETR N (P AGIG B 1 A G HAH FAPICHR
TAF AAIE T | (T 8XQ AT ST T8I @32 FH 4G, I AN, (Sfers FTomt
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JIMBE AR Aed T ©iF @fS wwe @@ RS AR (T | JTe foAqt W @
Manual system @ (AT Z-orS031 @l "® Tl 2@l

1) Automation- JEATCT Human executed process (< TR WHe weed SAIR AfFS
TPY TR O AIIAR T TR | T FA0F (clerical) Feef afgs wigw e
e 7 FIEAFIO! T (@ st I ACACE |

2) Information- TSN AAFIE € (@RI CFq T LT FIS T AfGF © AT
T 1 @ (T Prae 42 ¢ WA A (F@ manual system (ATF online
system SCAR (XA FIEPA! QI AT ¢ |

3) Transformation- IS T ICTs fTSF ©2 7afeq 2bew 2SN, T e-Governance
policy &feT Tt epfifes 2oz, A AT AT BEF WAE AR A @iy
QTS ¢ AT FACS TH |

RS ™HFOIF AN NN AT g o-2(& oq Txe af 7«14 Fae @2 I,
@ Y @ A Efficiency @ Effectiveness #T® RECR 1'(I-

Efficiency Gains-

1) Governance that is cheaper- S€ie ST ! AN output SHF I AHCH 0% |

2) Governance that does more- SR ST TTSI AT AACE S @ output Mce
R

3) Governance that is quicker- gfie Sqeed et A output AETF FI AN T=F

I AVS |

Effectiveness Gains-

1) Governance that works better- SIta¥ TS IV output e 8 GTweE o9 eqw
NICEE @ @ﬂ_\o 8 AYGNoT |

Q) Governance that is innovative- Tgq 4RCF output tofd FACS € FWFY ooz HifEw

W@ |

18 Richard Heeks, ‘Understanding e-Governance for Development, i-Government Paper No. 11,
http://www.man.ac.uk/idpm/idpm_dp.htm#ig
% |bid, page-3.
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AR G Jiad 0t A% ©2-Y(Gd THOF T ARG (T LB AL
RS A @A BioF F1, S SRR Qiee’ @ ae7 Mo TEEE Wi | 9@ h
ETewtE @3 ICT o -1t o ‘iﬂ%NT a1 9MEP Local Representation (AN
Y TR, (SN2 Foreign Investment (F'8 TS FACZ | U7 F(e WLIAMEGS @ Ao
A (TR THAT |

2.¢ 24D 8 R-ASHEE NP I :

Z-ISCH(TR WCEIBAI @ JBICTR N IFLACIR ©ifgs f[qes 2l 771 [feq wicetwam
2-TS0(D § T-TSCHHR N (I AL Tl 27 11 1 T 2-oT0A0oH (T RS Sray o 411
2| O3« b FAR W0 AL T ATACH | 2-ISEHER S B-7SD @F (AF AT
@M1 @ NS Government 8 Governance 9F WK BT “NdF @A AW, (o2 AR
TORR e AL 9ft M 7w w41 qs-

(5) Constitution Part-

(X) Manifestation of Information Society-

NGTAS S A Constitution Part- T-7TSTH51 251 T-7TSHCHA IS Fi 1 3-7ISTIB LTS
ICTs (F FESFIE ¢ P P& GIAT FCA, ACS WS T© TGP 8 HPICAT FIes vl
8 TEANCE AREA &AW 4 W1 O T TRHHI FEA qiwe AGw, wifreRe 8 w2 2@
G0 | OIRT ICT ST a1 28XQ a2 Sl T <45, I AN (e 78I AR | (58 e-
Governance rests on accountable, openness, trasparency and awarness and participation
of ordinary people | ATH@ AW &g T 2 Inclusiveness | O3 QLI FFel TAE
TP Prae @2 efem areds AwsRl (Al AR 1 Citizens, civil society, state, market
THRE @Y GATT (7 AR 1 B-9SCH ©I8 ST @ political orientation I Fre F¢a
@A B-TSCB PTO service orientation ©7F (FF A1 3-SR W& popular
participation 93 &g SIS (@ | TSE2 ICT (F 92 I TH7F F400 5, 58 Traipore
ML A Frmfod @ Ay wifgeitwe 271
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3o

Z-ore05-9¥ el e oI World Bank Report @ @ ¥3- “e-Government refers
to the use of government agencies of information technologies ... that have the ability
to transform relations with citizens, businesses and other arms of government... can
serve a variety of different ends: better delivery of government service to citizens,
improved interactions with business and industry, citizens empowerment through access

. . . . 120
to information or more efficient government management,

FISIPICE UNDP Report(AOEMA) (® Il B3~ “E-Government is defined as utilizing
the internet and the world wide web for delivering government information and services
to citizens.” A =AY W FCACRA K. Layne and J. Lee I°' ©I1 BRI BG4 711 © ST
PCAA-

1. Online representation of information- Cataloguing
2. Limited forms and service avalible online- Transcation
3. Top-down links of different systems- Vertical integration

4. Links across different functional units- Horizental integration

e-Government is not about ‘E’ but about government | ®18 @It ICT (F TIXT FCH
PO TR WER@e!, TR QI AT IS T (7 <RI 7% 14 =W Jane E Fountain
T O 3-TSD (FIENG AIFIAS Wol (W &¥ (Ot I, O 2i=ifa Faeicas slove

AfRTSR =IA FISACE Governance YA FCR (1T | European commission € NCS, 3-7S06
T [CTCE O I SR g weel (ol F41, & ANl 8 foeil@s *ahee odifye
41 T 9IRS public policy & *feIel FaCe ARRG T4 17

B ooGT 8 B-OHM AILF &N Thomas B. Riley ICW- Government '€
Governance (A (9 *IPq W[IFR A% FAMIE IS A, 8 Governance U & I& 8
TUmiefel Government ¥ 7R IIVAIRTS 2 1 (S¥ “E-Government can be more productive

version of government in general, if it is well implemented and managed. E-Governance

20 http://go.worldbank.org/M1JHE0Z280
21 K. Layne and J. Lee, ‘Developing Fully Functional E-Government: A Four Stage Model’, Government
Information Quarterly, 18(2), 2001, pp-122.
22 European Commission. 030926, COM (2003) 567, The role of e-Governance for Europe future.
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can evolve into participatory governance if it is well supported with the appropriate

. . . . . 23
principles, objectives, programs and architectures.”

B OCHCITE CFC@ AR SR P 291 Inclusiveness | 21O W& GF1Y ¢
EF (IS ARG T AR ARl TRl AHCS AT AofCea weslarzel, I @il
AT T T ©IR Tt Wil T Prareazd dfewn weenes wedad A Citizen-
centric decision-making | 3-S5 @4IH @9 MV Managerial technical issues &, 3-
T (AT @ (MF Systematic Structural trust €32 Grass roots level mobilization
orientation (F! QA2 3-NS=o IB[F AL I-TSHD A (AF AEWS @A @W‘ﬁi}f IS,
Vincent-98 WS B-5SH(3E W& Governance 2@ AT ¥y w9 oK 71 =7 ‘E-@9
QICABA 1 ST WACS, IoAF e M I THTTAE (el B-TSHR VI CHG
gz afeam T iR FMr gR AREA avieT o] AU, A G
Governance-93 R NS F@ QR |

O ICT (F I I I (Fea @ [foq Sopisl (7931 =7, ©F CF Citizens,
Business, with in Government @32 Employees e F | O 27006 @3 bR W (72l
- (3) Government to Government (G2G) () Government to Business (G2B) ()

Government to Citizens (G2C) (8) Government to Employees (G2E) 1 @efel fqes %

People, Process, Technologies 8 Resource €3 T | 3-TSB U2 AIFH NP S o1
A, 5@ T-2IS0T T (@ - G2C 99 B9 A Government to citizens GF $2 |

Government to Citizens- €3 RIA SR il AT ACH FIPICE IR FIPICIA A
FofCTa AL ACIAR P &0 B | GPMCS G5l N AAFIER (0 AR AT (02
TEPICAR A S AR Geoidl ¢ Fa® §ice 21t 9 Feedback e it 1 @3 Teames
FFA! I Good Governance & STl | U2 YA TF FIFIT 8 LT 0T FBZ 8 W
93 AT AT TE | O3 A (@G AT eme 97, T Iaens Fagds w4
qMCT | O3 3-ASHF A4 5759 T Citizen Centric Governance 7% (ST | ©i3 JAEeifa =1t

23 Thomas B Riley, The Riley Report, May 2003. www.rileyis.com/report/may03.htm.
245, Vincent and A. Mahesh, ‘E isn’t Everything’, 16 April 2005.
www.indiatogether.org/2005/apr/edt_egovern.htm.
5 Dipankar Sinha, ‘New Technique of Governance: E-Governance and India’s Democratic Experience’. In
Ranabir Samaddar and Suhit Sen eds. New Subjects and New Governance in India. New Delhi: SAGE. 2012, pp-
85.
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TR -7SCD 27 General T @3 T-o8C31 =& particular R, @ATT THACR WAL
@A @G ST 2T |

el «fG 1<t = 25- Manifestation of the information society | 2-"ISt{T
ToT SO Be QA0S ST A (O | RS O AR I TSI Pz THye
I (SN AT Knowledge society 599 F411 I8 Digitalization € Jeol F&l IR
Knowledge society 1@ (STl B-2ISTHoa & STl |

BISTCoTE W L8y R <o It

(i) Improving Information Delivery, (ii) Citizens Participation in Descion making, (iii)

Accountable and (iv) Transparent Governments.

Toitale R ofel @il ANfEPOCd BT o1 Srreiafe @RI 789 1 5T Good
Governance 93 ( o1 ifoufe ©f IO AR 2-TSCER JA 279 FAF (68 T4 =1 ©fL
TN fortera Taaw afa ¢ Wwfas [t 3-9/et{7a A TF | Digital Democracy VT A
3978017 @ Knowledge based society 700 &t

b T O &S, ANIfere S=a2d 8 Information Society :

Jean Baudrillard €< TS, “Information can fell us everything. It has all answers.
But they are answer the questions we have not asked, and which doubtless don’t even

arise "%

Information 3 Y AEFE Ta QN @F CF@ GIB Aoy @W"ﬁ IERR
FEAH &Afefl TR o1 o756 G919t Information 9% e =i ¢ ¢Sfetl | Agricultural
Society (& @9 Industrial Revolution 9F WG FACGH ST AT TRCE, (OI72
TS o oF & AW Information Revolution | WY FF 7¥F 4T SI2 Information
Society YOTIR &T53! 5¥1C | Land, Labour, Capital €3 TSR 0% WaFE ©12 Information
I JRed ANfed 9f© OIS W1 Francis Bacon-dd W® Information is Power I°°

26 www.cis-india.org, Janaagraha (March 2014).
27 Dipankar Sinha, ‘The Information Game in Democracy’, Routledge, 2018.
28 |bid, page-93.
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http://www.cis-india.org/

Information 261 YA FNof, ALK AF TNl &[S 8 (S T 78I | (T (FICA GHEAF SHAC
Ty IRfSNF O 2eH Free Flow of Information | ©IF @3 76 SIS w2 fToq

29f& Al ICT IS (@ g ¢F |

3ASHIR Srrhele Wy AAfF B2 29 Information Society TOTHR KGR
Citizens Centric Governance T% (el | ©12 Information 333 @W“’jﬁ B-ASH AEBIR
C%0@ | Information Society SR ST WETFA TR 77, S5¢Y A WERFICS @ Sl
@ IR | HFISIFICA Right-centric Daniel Bell @ 141 Al Left-Centric Alain Touraine €3
(FTYR Information Society f¥CI 2L WA “A1G3 I | GFHWCF Information I Knowledge
Society ¢ “Knowledge Worker” @3 «Relf@ R w6 e sl Fritz Machlup
(1962) 1 ffq Information & GLNfe RPN AETN F@EF 1 ©@ TG @R (AfFrs
Information 9% @¥9CE Daniel Bell 5 (I ©fF The Coming of Post-Industrial Society:
A Venture in Social Forecasting(1973) &g | ®©fF WS Post Industrial Society (& TN New
Technology f$4 Knowledge @3 @%g ©I7& (@I, A SRR Policymakers (47 E=Ite 2R
@A A 1>

o Alain Touraine ©fF Post Industrial Society : Tomorrow’s Social History,
Classes, Conflict and Culture in Programmed Society(1971) &C3 WITHH FCI9 (T New
Technology &% T & 4271 “Ifee *CBR, (@A fof Talk in New Ways @ 1 961 |

» 30

S W0, “Seeking information as an expression of active social politics” I*° o0 T WL

ICT 4F 7P THAGIE FC Manual Castells ‘Network Society’ & SI=b FeacR | ol ©F

foqf6 Volume &tz @3 A s @emal e fof  Information Technology,
Globalization '@ Social Development €< GFHC3 HETH (L | ©OF (TS Information Age as
a whole are multidimensional and complex | AT WIS, A&, FeFhe AFa1 [T o
TR | fofd @M AC=A- Information technologies profoundly transformed the way we

live, work, produce, consume, communicate, travel, think, enjoy, make war and peace,

give birth and die!’' ©I2 @ewFa M information Y32 @G | AT TS 93

2 Dipankar Sinha, ‘New Technique of Governance: E-Governance and India’s Democratic Experience’. In
Ranabir Samaddar and Suhit Sen eds. New Subjects and New Governance in India. New Delhi: SAGE. 2012. pp-
72.
30 |bid, page-73.
31 M. Castells, The Rise of the Network Society, Series on The Information Age: Economy, Society and Culture,
Vol. 1, Oxford: Basil Blackwell, 1996.
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qIAeNefe Bl 2-71SC{01a (%@ information € ¥FQCE (RN FEI 731 Information society
and Social Inclusiveness &% 000 AT World Summit on Information Society (WSIS)
@3 Report Y32 SR | (IR JeT =A- the common desire and commitment to build a
people-centric, inclusive and development-oriented information society, where everyone
can create, access, utilize and share information and knowledge... 2 93 S
Declaration of Principle and Plan of Action (7€ ?I 1| T I- Our common vision of
information society, (4G4 Cultural diversity, identity, linguistic diversity and local
content 32 FVFOI @G 7 | ©12 00¢ A& UNDP Report € From Information Society
to Knowledge Society &35 <=l 2 Third Industrial Revolution @< A New Technology

«F W5 M, K T Sustainable Development and Improving Quality of Life &< |

New Millennium @9 W& @07 ©IR Information {F g &GN (ICT BLICR, AT 2-
TSNS &FY (VT | TSR o GG 7% 2o GAoINE A0S = F A &Wla 4 |
g7 g PO ANGS Sexiare dfeal ¢ AT T 79 T 1 ORICS U8 ST 200¢ A
Right to Information Act BI5] < 27|

2.9 BN @R NPTV ORI :

TEA TG ECFA (7, (1 TS 1 TFAIel HAIKR o o7 Saieerd i g
IS B-NSHEIEE A2 A1 3-TSDT ©I2 I8 A elf e oo Fwwal e
Afgafere 201 T TFa (7 THACT ACH (@ 3-S5 (F e FA07, AT (O3
B oot SHeTe Afes e 0T gelR | ©i2 Ton iR a3 Nw (Al 1 -t
TS People-orientation S AT I | THAT AN @ AEIZ! TTTS T2 I | GG
Information Society T8 2T I | [CT-IF A T Tolel FIFRIFICE K2 FACS
HACF, &N GEICS I1TH (TR TOMT8 2 FACS 21T Y32 7S | AR C*R AfSF I
aF QGO i T, W FAoF NS T 8 AVAAT T 1 QG TN B, TLAS, AN
1 1eFHS (SICAIGIR 141 3B FACS 1T 1 1 ©IR T 7= SFACT G Bfe 0 ©ita wzrgie! |
3 27 “Knowledge is Power””’-@lIF G2 "FSIAC ARG ICH B-TS | AFACF O A& FC

32 Document WSIS-03/GENEVA/4-E, 12 December 2003.
33 Dipankar Sinha, ‘The Information Game in Democracy’, Routledge, 2018.
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(SR 9T A4 IS, TG FCA NARCE O ALFIG T9CE Ao 2(J € P IIZR To2e!

AL |

R. Heeks-9% WC®, B-5/St{t79 Wy foafG 31 e qezicg, Al Sy ey e 1>

(3) Improving Government Processes: e-Administration

(R) Connecting Citizens: e-Citizens & e-Services

() Building Interaction with and within Civil society: e-Society

e-Administration

e-Citizens and e-Service

Improvrd Government

Processes Connected Citizens

e-Society:

External Interactions

qdie 2dem (wE 3-
TOE R T TIPS N
TE Fiof YR R =W, A
IE R[S G 20©
AW FE RIIET [feq
QR T N B

AGH, T - 7 2 ATE | @ FIFRA I 626 TF THE CF@ e-
Administration &S, AF @ @ g 7L 221 @F- 3) Cutting Process Costs- QI
LR IS T ¢ Y TSAR T &3 1 [CT TIA T TAM (AT AT A R
eace | wvcs wifesTaee “Aleal ©2 41 Information 9 WFOIF (AT B8 &=ed A =1
P | R) Managing Process Performance- (TP KR ARPEAI, “Ifbleral I SRR
CHCE 93 STlel TR BCA | O3 WA IANLY HRY 9T 7 FC& MR IR | ) Making

Strategic Connections in Government- QR FEFR! CFead &feq e a1 B@a A
NI LT T @A GACT ANoelTT @ IBIA I TH AFe2 47 THOF AH
40 AW 1 New Digital Connection T T TIFIER TGFIE TSl 8 &Y A 7SI =7 | 8)

Creating Empowerment- FFe[d I+, 97 8 WM JATLY B9 ARG T 1887 (A0

THBT TR @ ¢ [rewiedd A8 o7 |

34 Richard Heeks, ‘Understanding e-Governance for Development, i-Government Paper No. 11,

http://www.man.ac.uk/idpm/idpm_dp.htm#ig.
33



f@SIT®, Government to Citizens 7% @ T T-ISEHER o IIB Fres &
T | AAPIE AT 2AfeS Meifarra A Sifacad ¢ Prare azwem e o A @ FA @
T Good Governance €| GTF@ 3-S5 FI9EF A Customers (F e-Citizens T GECS
AZ FCE G2 99 TR e-Society TS T T(A |

TRE THACTF ) FIFIE @ TR ey Foio SACH HLCAN ALl 78S, T3-S
I 71 3) Talking to citizens- SR At aifefazre A 56 FACO AP TP
Tfex T B ANREE &dWF FE@ AR | OF B LD A ARET 200 A | THIed
SO e P agd ¢ FRFEAAT AT 0 TR FIR AFE, FIFE T0! WEdg 2T,
oo4if FRG 2O AT | Tgdl 27 (e Ioot GBIR TACTA I 3@ |

%) Listening to citizens- (TP FIFRI CHq @ &2 @ IVIAAEH CHA G input
oA YRR ATAE, A GANCR SRHAROTT TS SFolfae A@fore A I (i1 ©iF
Citizens to Government ™% € O AVE 2-TSEF N4 WA AW COFET e, A
TP (TN A TOFE e AT FACT |

©) Improving Public Services- (TFICAI AEATeST AJIZR Feedback loop Y32 @G, IR
o o9l e azd dfe 99 363, 99 -S| @4l Citizens to Government
Feedback Channel S9e A& T, FCE G9IoF ToINTed 07 fofe T 9! »fcaal emees
A8 AGH B O AR 1 ICT-4F [ ISR A @RS [ @ Swgiesl qoees Torve
FAFIR O (T2 (TSR LG | A T SHAGTA A0 707 Gawids T1 2@ 1 93 e-Citizens

Jl e-Society °I% @&C® Public-Private Partnership 3 NGOs @ @Il 2-7¢3 policy @fel
7Y IR LTS |

TORTS, B-CHE WAF @36 T = e-Society o7, Wik ffew Public Agencies,
Private Sectors, NGOs, Community Organisation <R Civil Society Institution JFCTE
FREI (R FIFIACP BT F(F, 7 T AGS SFA F¥I7 7R | Digitalization @ 3¢ I
(A (T B0 Policy IREIRA ICAS T, OIRCA ANCEH A 75 (ABIA FCH Fo71F A1

) Working better with business- R¥FCTR (AFFCS PN TSI A& G2B <l
Government to Business ™% IS (SITa | @F FCa NI AT qae &, I AN,
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PN YA, THOACTH REAN FTI | [CT-(F FIC& w907 O #AfHCIA1 @ I8 Digital form-9q
e AF TR AIfHCFa bifewl Cel | 12 FOTC Public Private Partnerships @3 & W
AT 2 AT AT ABIAC AL TCACR | T FAPICAT N (TN 7 AA> &
AMGCE, (ST ST Ol el @ Aol Jia 7S |

R) Developing Communities- 2-7TSTR Ty MR @127 ©F ARl 251 AR Geenfod Qe
8 HIfers BHIF 78K | Information A ST T© FIAAZ AT, WA T© RifFFe @ Fooe 2(F,
SO community @3 THAN WL A | FEHAIN ACE NI GRFLEN N A€ 20
RISEACHECIU R M E R

v) Building Partnerships- (TFIT FIFIER &S Civil society 0 € Ty &fSDITT 73t
LA T T ICT AF TSI T @3 AT A€ ([@0C T | ¥ ANE 10w Faco
932 G AT 95 FACS Civil society Tz ARG A AEF OCF ST ePfEe

AN

ICT (F (Y @ @9 Governance &N A& 3-TSHA T ST 3R, (ONF3 3-
TSR W< T e-Citizens, e-Services 8 AR e-Society N A EI | TP A
THACR & ©12 3-S5 policy el AfSF @ WL WA ARG | TSI @ Sustainable
Development ©¥ 2 I& T ©f &4F© o 7R 2O #I1TF, AW B SEHEIR AfoF IBIRA T8
Y U9 7€ G WG T R Q@R I @CO AT 1 ICTEF &AIed FCeT
ATy NTCHCT T AR ATOHP B-2TSCH(oT AR SHACTA & I Pl (ATS
AT | ©I3 ST T AIFIE OPAWE, (@A A Interaction @ Transaction FEI (S
N3-S AT

b TR oriefete R-AereT AT

OB ST SICEDAIR & Sl 2e SRR (MHRIe 2o M Sl uferm
SO B ©IF ATeH ¢ [ ACETDA F1 1 TH© (HIGFIS SHOWTR ©-24Y(E @
gdftafes e (AT AR AP ST TGP 2-ASEH e @R e | T SaeAE
el OME ¥3 3-TOrE ER Aol S AW (T T OIMd IR @3 Policy
OOl AU (FCACR ©f (M ATE | S GF6 SHITAA (A% RS SHCSH ACHATF Sl
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TR (ISR B- TSR ST QeAEe SICEbel B4l OIATes a5 SR 8 Wl
FCE GRS RGN AR | TR AN (A¥iefire & q7caa Smyel ¢ qifs e 341 20w,
S SRCS (G FOG! JIYAWN OIS (@M I | 3-TSE( FGFT qife ol afss ¢z
T el PNl (W, 7 T (AfE (@1T A TAEE (el (2 | 68 o e elfsfB o
A T F G2 (efeTd Teap AFT A T W e e Good Governance TG 14T FHA |

TR G FRAfGT «Rel, A7 LA, AfeT ¢ Afeste e qrz SRR
G2 (RN ARETS et I 7 AR Rl epTe, aie worfy, S [g At
Ten AT G I fofRe T @ AT 1 92 TARTAE AGSFCS QA A WS
el o efefoe =@ o frrm Kol qe6f | iRl w1 wnd->Tfess Tome ey
TS, (@A Information society 3 &I A4l 20N egfears s (A PH4few@ 2ot Digital
Divide | ©12 UNDP(355) @9 TG 3a1 =W, “The Global gap between haves and have-

notes, between know and know-notes is widening.”

TR (TASfETCS 3-91STH(o ST 2970 R Heeks JCCRA- “As is true all over
the World, government is the developing nations coins too much, delivers too little, and
is not sufficiently responsive or accountable.”’ TSN ©I2 TS MTF A CHITAE W
WY @A T Information Gap, ©IF FC Lo ¥ ‘Information Elite’ @ ‘Information
ignorant’ | A& T e-Democracy e o (MT=4 W& Good Governance (& 2-7STHR
B AW Y72 TRl F R 71y, TN, 9N A Areiafed -l 14@s 1CT fed
T TS | W TR (A T (G (piefet Gow fAAfRea “iece e A e |
UNDP =11 FTCH (I~ S5, 2005 World Bank- 555, 2003, 200v- 4 & TG i1 fesiit’
& IR | 205 (S World Bank-« ¥T Digital Divide Report 2™ FCH, (R Sxaaiiel
AT I TP (A IR @ @ UNDP-UF Woiwe Rex¥ @8- “Providing information

developing countries suffer many of the world's most virulent and infectionus diseases,

yet often have the least access to information for combating them.”

ARF SHITAE (A=@fITS Poverty Reduction-9F & ICT-OF AR F F&l
| OW (@G G TR A ARSI SHAFSAIL (5T AN AN 4 T | 4T T
ARG TG AP B ICT WIRICH AT FANL ¢ Ol 1 (3 1 (AT TF© (Areid @l

35 R. Heeks, Information Systems in Developing Countries: Failure, Success, and Local Improvisations”. The
Information Society Vol. 18, 2002, pp. 101-112.
36



TE (rlefe oiae PR | e TS (MR WY T© W2 AMGCs AT Information
access- G I A, O ST MCHF ATH 78I 7 | SIRC SxF#1a1 (=1 ey Basic
Needs @fel QTN *Fe 2 A B-TSHIA (FC@ 4 T2 | @ @A S, Basu I- “What is

. 36
more important, ICT or clean water?”

TRAe (el (8 2SI ge SfANiel T4 wor wie @ (FiAe o
2T MR = S-IE (SIS I $Fe fRETE | @W- Lyytinen & Hirschhcim, Dinesh Dada,
Surojit Basu @Yol i< 2T DAl FCA0RA | G AL O Case study @A AL
IS FCACRA | ©CF UNDP Il Report-d 2-TeC0o17 IGifelF P € Digital Divide-9% A
ST T RACR | WA GF(6 W B Information System-@¥ O (FIAF (F, ©F
e R T AT O TR T

Dipankar Sinha @3 (o, CFFTAE (reflres 3-vers JdeR P T@R
Government '8 Governance-d3 4Rel7® 1% @ wfeFel, IR T dF© 2-TE policy
AR IQIAIE = | GH[MCE R. Heeks WD FCAC=A Policy 8 Implementation-a¥ Ny
Gap-99 Qi€ | QTS IARY g4ifs, e-Literacy, Social context-a< <l ER Il E RS V{@
R | oo fos T (A

1) Hard-Soft Gap (Technology-Social Context)
2) Public-Private Sectors Gap (Citizens- Customers)

3) Country Context Gap

QI B-TSHTA ABIRCR (@ FERS0 [ F wFgy, T4 T2 7 ey @ il
199 I, @9 Information, Technology, Processes, Objectives and Values, Staffing and
Skills, Management Systems and Structure, Resources 3w | Qeferg IR [t B3-S
Policy 14F IARBIAR TOICS 7 | 78 TSI M¥IGTATS Design Proposal 8 Reality Gap
@ AR *® Hard-Soft Gap J°1C® Hard Rational Design ‘€ Soft Political authority (& IIRICAT
2, IF MGFE 1< 2SR AR | Geaiel, Aewelits, FeFhs, Civil Society fe =g
Soft f4¥% | WHWCE IT Sector 2 Hard &AM | AT TCGFIF N2 THITAE MR ATH
AR | ORI Public Sector-dd ATH Private Sector FCINANZ 3-S5 Policy 891«

365, Basu. “E-Government and Developing Countries: An Overview”, International Review of Law Computers &
Technology, 2004, Vol. 18, No. 1, pp. 109-132.
37 R. Heeks, Information Systems in Developing Countries: Failure, Success, and Local Improvisations”. The
Information Society Vol. 18, 2002, pp. 106.
38 |bid, pp. 107.

37



TREeR T TS (T AT | WoF G0 gl R 2t Samerie (el SeareE
i3S ¢ AN AT WA WA REAR, (1R (MO (AfFCS efraer Iwel Policy (e
AT, T ST (e @2l T

qRITte SRR o el e el v f[{feN @1dl (i Aredt I3- )i
TETel, 2) WAT FE OR, ©) GRAfT 19, 8) B ~fEHTs AU, ¢) dyfEre
T, b) AIFIEE AMRIT WO &P | @ S, Basu-9d N SHITAE \*I&feTCs [CTs et
Y33 T 26T FRIH - ER Fdel Ml IR |

@ @ B Policy IWINCGIA & &S IT Infrastructure, Network
Infrastructure, Security, Application Server Environment, Data and Content management

Tools, Application Development Tools, Landware and Operating System &gf® @ Feiifa
AR NG T STl 8 e-Literacy, I ST (eiefacs s arsaifre =7f |

TR (0eR &A1AfNF T901 26 Educated elite '@ Uneducated poor-a& 911 | T
ICTs @ea fRifiFs e e oIe 6w, @A 2R Wi o M @3 e (00F IW o0
IR | FIQE Rural-Urban Gap 2 99 O3B IC A FIFY Urban areas-9 CHAEH (& 3-
TSI N TO6! AR ?{&W CF, Rural areas (O ACE 11 S. Basu ¢ ANCH O,
JIeEICr, I, A2, Hfe1oiiEe, TR aefe MR 2-1S0{5-93 Qe Qb FCE |

@Ml TRl @Iefeits Transports, School-4d Te efiE R g il
IR | FIRI S V@I NTAE ©12 line (FE Online-9F NGO AT Y72 I3 | @A
A G 4RCR 2 @7 @ O, 14 Satellite Dish 3 Cyber cafe F# Tl | I
e g @ i 432 abfere, W ST THe Fare = OREE YRl [NTE TFe 4
Yrae A 7l oA T MW R | ©IE THATA (A0 G Z-TSCHAE ARSI FAIF
Y2 VA | (PG [CTs-A9 CHI 93, AW Governance-d€ TN | (TOIT T¥l 2-
TR W Digital Divide (M2 FMCR G- O FC Elite 8 Ordinary people-a3 Nt&§ IR
JTCR, (T2 T AL LTS |

@TS A 1Y) ALF FAFIFR 7, ) Partial Failure, ©) Total Failure-

5) LT FoAREIAr (- Wi i

TR (Eefer 0K HICACE Mol E-oTSte{e] ABIRCTA (A JeeTl wiEeel (ifi |
2050 G UNDP-@F ol Sl sl Regs sy 22w foet @3 I8 205b [eails st
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GO BH F@CR | SRR e-Participation-a (X6 2q8 AW FF WLE IW@ AQAR 1 TS
Sobo-gF THF (AT U3 (I 2-9SC(5 HeG® SIel €F I National Basic Information
system TR T4 TTA | S550-9F WHITF FTOITHITS BT THI G 2000 AT TSR T A
2SS (TS T 1 AR 000 (AF 003-GF T 35 B @32 2059-97 g 0y B
major projects &2 T 2, AR & Sl RO &0 2 AAFIF € A¥IAAE TR QIR AR
IR =3 A e ez el seies wieeazes I w4 731 9 93 v3 e e
I3 @Y (ST T2 B-SC31 Policy (O q© ATl (AR |

FfFF ©Itd A AW QAT Online Services, IT Infrastructure, Human Capital @ e-
Participation 3% M8 G AT ACACR | O 0 @ FR AT fefafiw, Sraysicelq et ALl
TH A, TEANCE AT AINS F9F oo I, Information Resource I SIfcae
aAgfe e (AT South Korea S [@f* el (ATACR | BB #CA QRIFSIF Online service
47 T T -

3) Emerging Information Services
) Enhanced Information Services
) Transitional Services

8) Connected Services

QRIS Government to Government 3% fRGIA Electronic Procurement Service
IR | Government to Business % fREIR Comprehensive Tax Service TACE,
Government to Citizens 3™°/& %14 (¥(@ Electronic Customers Clearance Service (R
Q32 JE#IfF Government to NGO 2GR Internet Civil service M2l TT | ORTIS Tole SITAA
YOS AN FIC© “AF Online Portal 8 Discussion Portal-@€ SKGCN | National Computing
and Information Agency(NCIA) ATF@ (MRICHE FCd, ©IRG!I Greater Openness of Local
Government-43 Wy OPEN System(Online Procedures Enhancement for Civil
Applications) @3 Anti-Corruption Web Portal Bie] HIl 2= | IO Digital Divide 7
FACS G (T4 (F AR A ARG |

39 https://publicadministration.un.org/egovkb/en-us/Reports/UN-E-Government-Survey-2018.
40 http://unpanl.un.org/intradoc/groups/public/documents/UNGC/UNPAN043625.
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& TS Cyber Threat-ad Oy I A Sexiazeed g o0 QI I@CR, 71
*OIe* WY QLT 2-7OC (F IARYSIE IR H | ©i8 g TPy Q2T AFETe @
I (RCPIC SHITAE (ACHT IR CWIRATHA |

R) Wi FAep- Wi ATt

B9 S TSIl WfEsla (el o ey wfwd wifpsice a9 s
Tstel (TEA 7 1 05k A GF UNDP-UF Rank SRR E-71SC5-9F (F0q 50 6 TR ey
LY BITT QR IR E-Participation-93 CF@ 05© B IRCR 1*1 QRICT il 4R ~Afefy 4t
fe @9 W, @9 Presidential National Commission on Information society and
development(DNC or ISAD) 7f5® 27 2003 A, @RS Digital Inclusion and Information
Society W9TE BT The Common Wealth Telecommunication Organization 7% F41 2T
2008 AGHA | Freedom of Information Policy(FOI), ICT Policy, Universal Access Policy, E-
Government Vision(Batho Pele) 29I T STl (ST T 2-TOCHCA IBAACTH ST |
FOI R4l &2 HIRIR F19 S @1 2, ICT Policy-7 T &% fREII Government to Society-
T K FROF TP 9% (Sfed FA 1 2 | Universal Access Policy @l Public Awareness
ME (OIFE I I 21 Y7o foq W (AF Fifs eod FA1 =-G2G, G2B, G25(Public

Service) |

‘Batho Pele Gateway’ TNF FIIEA I Web Portal IRCR, A THANIE ARG
©2 8 AT 2wl 1 5S> B S AFER @RIF &) ©f T 2R | RTS8 GHEl TS
SR TN R GCIS Policy tofq 41 22 | e-Card Projects, Inter Government relation
Forum (IGRF) &gf® &wCs?l € (el 27|

o3 ffen e (e @ Tl ofd WS (R e SiHRTS 2eR | I A
FRE @ I 8 T T G, @A ¢ qfFs wbered AU, I9FIATND
fRfeeTsl, 736 ¢ Wb G TG YETF FACE AL NGRS ATF 93 AHe 3-NSHER
AR ¢ieal A4 3B =1 ANC led Government-&¥ Poor Design, Poor Investment €< &=
3 aerae Aifewls ¢ 27 1*? ©RTl 2000 AE Health Information System Program '8 <
2 e YETA FACT | ARISIFIE Golagangan I Come Together Policy (2002) 3¢ =&
GAIACHOTOIF FOICF, 059 A 2T AT A1 (@A A Technical Difficulties-4K &, (T
Rural Community Sie*iazd 3 | fifeq Kot @<l I W@ So.b- *eie™ T @A Internet

41 https://publicadministration.un.org/egovkb/en-us/Reports/UN-E-Government-Survey-2018.
42 Shawren Sing and Surendra Thakur, Study of Some E-Governance Activities in South Africa, IEEE, June 2013,
Vol. 6, no. 2.
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JRCI FFA, T ARS e QAT @2 AW 1 1 I o o @ S IBIRCAR TNy
28 A1 AR FLO! ML TR | S QRIFHE o A 29 wifzms] FEFR @, e
WO, FIFICT WO ¢ AN (TTIE Z-TeC5 Policy-T (g T4l T

IR WAE JLOF AFe G FR HEH A@CR @9 Independent  Electoral
commission(IEC) MLFSIT FAlfoTe F&57 FAICS T ORIl “AfMTA 2MItTa (F@ ‘Batho
Pele’ Al People Frist Afsfbs B ww@gd | @6 T B-9/e Policy @IFl FAifes 7oy,
wifswy Read R @ FCZE T YT AR (63 FCA, T W TR T-9E Policy
& ARfee L T AW A ANFR T Z-TSCHET AR @2 A =f6 918 27-Ghana,
Mauritius, Morocco, Seychelles, South Africa, Tunisia 2@%, qGd g wiwe IfFF T
I BT AFETE T AZLTET T ARG 2F(E ¢ qexjaze Y93 F “Af=ee 2l T 1 UN
Report-& (Ml I W@ 3 *oi* WfFSFF A Internet FICKH 7, @I TS bo
HOINCS I | ToTS P (PISTEICS (KIS 291 Internet FIACEE T T4 | A=
AR o Bae @M AMET oy wiwe AT AR SN B AP @7 AEF AENDAE 2t
e AR TR TR reieler 2ot e Bfee war T 99e @ Aw 2-
T SHITAE eiefEre HLoR 2fHere 20w |

©) IO (- =TT

TR (eleferd oy af R TRITATR JIEITACER T SIS A1 AR @A il E-
TS Policy-d TSI AACR | UNDP Report SRR IEAACHHT BT 2-7SCNB-GF (LA 53¢
% AR e-Participation-9d CFC@ ¢ OF 1 G do50 T A (ATF 3-SR TAF ([
T Seapteice fedft oRiie ofe <4 a-

3) Infrastructure Building- (1990-2005)
) Isolated E-Service- (2006-2010)

©) Integrated Transitional Service and Connected Governance(2011-2018)

AL AT, (T TR @SR BB, e-birth Registration e A *AE FS AHE
1 Y000 AT ICT Task Force 910, 003 A First National ICT Policy, 009 It

Reinforced Support to the ICT Task Force(SICT), 2008 ts1 Comprehensive Action Plan
2gfe Toiel (e W |

43 https://publicadministration.un.org/egovkb/en-us/Reports/UN-E-Government-Survey-2018.
4 https://a2i.gov.bd/e-governance/
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7O #(d, 0V AT A2] Program, 00b AT Vision for Digital Bangladesh, 2005
T Revised National ICT Policy €3 Right to Information-4a3 Syl (7S 27 |

9O #Itd, Rules for Digital Signature, 2059 HIC Evaluation of the First Phase of
A21 Program (e ¥, qRGle i, Frgy, JA T, @I, J0Ee Fea, fFiva
AfGAR T Digital Policy (€3 2 8 O AWIAACTA & Public Private Partnership M=l
REa

@ Q2 @ T SL-ANEE TR TS AR W &l e ofe el
g, AT, g, 41, F1g Tofne 1 23¢ 2@ ToMme 3-TSHCH VI FBF 73 | ASATSD
TfFgel, greas @l s A& (@NCACF SO, Lake of awareness of Government

officials and Citizens, Lake of Coordination, Low Level of IT Literacy, Low Level IT

Training, Conflict and Culture, Lake of Information &gre AL« AT HIE |

QI B-21&C31 Policy IRBARCIR &) BIG KRR 0y IR 371 [ figel eearen |
@3 SIAf6 97 =@~ i) Process, ii) People, iii) Technology, iv) Resource; W NI
AT T BoOEeE NLFe! e 767 | 58 ST (THSTETS a8 T A4
YR © FLOR AFAMT® 2@CR 1 WHMCE Shirin Madon-95 FTS, “Most analyses of e-
governance projects in developing countries, for example, have been instrumentally
focused and tied to project management concerns.”* SIF FCe18 Z-TSHCR W2 Sraly Y
71

D YIS A

SR SR AT WA 7| FoT© Secondary Resource-a3 fefere @ IEHH
AT AT TS MG (531 el FACR | LT (TN Governance-4F AT S8 (TP
W I Good Governance YRR (@ € iR &7 (M8 X SACAGA T4 REACR, (SN2 Good
Governance (T2 Tgq O 2Y&H Jool B-TSHER SAEHA I 2 | GI°F 3-8
2SN @ GRS A1 TR O Q& & W @R B-oeEeR 19w e
Government to Citizens (G2C) ™ faifi < 783 1 [I@we @Fg (em T AN
GG B-rereer f{fen vieee ¢ (A3 qel O ME AR AW (531 Tl AR | IO

4> Shirin Madon. ‘e-Governance for Development; A Focus on Rural India’. Palgrave Macmillan. 2009, Page-3.
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A =7 SHAC 10T (T -1 (F JIRA el 7 O Pl Ieary o7 fams @ =
B SC AR 0 N GFMCE @ AT o1 @i e qBR AN S=U7Le TS
O SRl (ACTCR | O3 AT ALATS Manual Services A Offline “IfFtEa1 (ACF ToAT
Online fTe3 “fataqr T Afey ©f AEDT @ T TACE, AVWF SAIRH ANG A
Information Society R RTITOIE (Sl MSA 2T | TR TS TN S &G AP
Q¥ | SR FAAEH TG 5T #0w AfSls (et WaTe 2z | B2 SIRRE T o 2-
TSI TFF! ¢ OF AR SR IABACR R DA T4 2R | S e Ty
YRG0 SR YieRd @dE AR W 28 Technology a1 eyfeers =ide i @
Tre (elefel At Digital Divide CofF F9CR | T Saaalal (¥afel @8 Network SocietyCs
G AR et @ T TN AT 202 | O3 SHATAE (Hefite 2-Ser gerR Hw
SCEATDT Fe RCACR | AR -7 &®IF S UNDP Ranking-99 fefare Jere for g
(IE @TR (T3 2R | CICFE NS FARadia o Rome wiwe @i @sa 3w,
i A ¢ FLolR ol et e TRt wiEe SifFeies (e '@ | weEns
Lo (A RRETE AFNAACE ([ AR | GOIF AL GFfG 3-S5 AL STl T2
R G O [T Ty (eiefere ger e Fa F [ ewy (el e, 9
I TS GRS SIS ¢ APGIICHT Z-TSCHE 2Pho TS qAL Ao a1 SCT®
AREreT (O AT |

skkkokok
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OO TG

SIS - FHE T € O A

0.5 B

9O, GOOD GOVERNANCE «9q ﬂf‘[ ﬁ?ﬁ |3€ﬂ@ SMART GOVERNANCE
0.9 SIS 3-S5 ALGFE A Sragtal

©.8 eifos Tewylel fRETR - Digital India (Power to Empower)

©.¢ ST WA (Right to Information) € ERloE
©.b Citizen’s Charter @ 2-2&=5
©.q SRS ART TR 2-TSCE M0T T0

S) qIFNTS P

R) IRBIRCTH AT

0. YIRS ATALTFA




<8 W

ST -G FIHS S @ ©iF el
0.5 B

JEAE =7 @Sl @R T Good Governance-« AR &R 3 ¢ ©f BT
G i i aRd T 7R, AR YA TH GANAE FAOR (F@EYCS @ @ SF ICT-9%
Qg a2 AwE TG S e Frar T WA Z-TSCHH AT B TR | [5G Bevzere
(riefeTs ST (MR AR TP A A Te (rEelETs AR Digital Divide COfF B0 1 TSI
ZTSHGR & AT 2y 8 AR Tqaae @meefirs a9t AP TIREE [\ I@
ReTE @ B-oTeter 2l <1 27, ©f @ q T ¢ JFer ALkfTe 2R oS qw
TN (7 2R o SIS, AeAfes ¢ AFfes gl rerd AT e o
YTATET oI SR @ AP TRTS! G2 W AT 1 9% Srorely A0 &) ©Iced
@@ ¢ oy e T 2-TS0 1 A NS 2o 41 2 | (58 @epiey Teyareret creefera
® ©ECSE Policy making, Implementation 8 Conceptualization-43 ¢Fta 741 o<, <ol
@ 7% AR 1 Sod0o-aF W A7 g 8 TN 0 Paradigm Shift (1 ¥ SRS |
eSS (Fq @* Representative mode (¥CF Particitary mode-<9¥ s «fsica fea Arezs
(b8 A T 1 U2 WA ISR & GFMCP Inclusionary Development € SIS People-
centric Governance-9d S &1l B | G (3% CHIAFHCAIY F™ Transparency, Accountability,
Responsiveness-98 T© I GLe e 27 | (58 7 7Y IWAREE M2 A 41 o @
ST | UNDP Report ST 20596CS e-Government-« $»f6 (A0 ) ORITSH =B HUCS,
A Index-0.¢LYd €2 e-Participation-4 3¢ IF Index-0.5¢e¢d I* OFS TFATA (Tl
A AN AT 20 OO T GOBI3 A |

Q3 e GfA e SiE FEN @9 A @ AR, “E-Governance has to be citizens
friendly. Delivery of services to citizens is considered a primary function of the
government. In a democratic nation of over one billion people like India, e-Governance
should enable seamless access to information and seamless flow of information across

the state and central government is the federal setup. No country has so far implemented

1 Dipankar Sinha. ‘New Technique of Governance: E-Governance and India’s Democratic Experience’. In Ranabir
Samaddar and Suhit Sen eds. New Subjects and New Governance in India. New Delhi: SAGE,2012, pp-70.
2 https://publicadministration.un.org/egovkb/en-us/Reports/UN-E-Government-Survey-2018.
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an e-Governance system for one billion people. It is big challenge before us.” * ©12 ©I%iC®

3_SET &O] 2D T4 AT |
O3 A (¥ FEFB AN T AA-

Y) SRS 3-TSrH R F T A (e 2rE ¢ O IWINER T F 4
T (ST TRCR?

%) ©FCS Right to Information (RTI) @ Citizen's Charter FS6! 3-SR S}y
ST A2 FCH?

©) OIACS el AT & 6 qaeem Ten AR 8 G Ten yRied 6 e
SCFA (G T QR (12 MCFANT T A A0 FACZ |

8) SIATS e-Government '@ 3-TSCHCIR WK (FIT IS 21 qea02 672 TS ANLF
f2eTE @l =

@) SITS 2-97ST(51 FO6! Information A Knowledge Society 7T 2Ry 2

Y) ©RCS Rural '€ Urban ST N (P19 Digital Divide-ad 70! qCaCR 67 ©rce
Rural S126C5 (@ 5 (M2l A S Urban WS (Al T, T Tg (ST T FCICR72

q) ST 2-TSA FO0! PN (FEF AF Fo0] AF (Fas?

AT ANefeTs Ted (e (53 e FACR U2 YT ANAT S0 74l | IoTo
Secondary Resource-49 TS[GCS Books, Articles, Websides, Government Reports,
Newspaper J9RICIA NG Ll Ted @Al 2R |

9. GOOD GOVERNANCE L‘l?[‘{"‘fﬁ:ﬁ? R SMART GOVERNANCE :

TS Good Governance TS (Of#Id & W< R SMART Governance-4d 21 &l
1 ii6fG oT wmfte AR T SRICS Z-SCIR i (Feal 71 @ ~Af s ==
Simple, Moral, Accountable, Responsive, Transparency I* SRS 3-SR Aol &
T2 G2 ifofs fees AR R =i

3 A.P.J. Abdul Kalam, ‘Governance for Growth in India’, Rupa Pub, 2018, pp-56.
4 Bidyut Chakrabarty & Mohit Bhattacharya(ed). ‘The Governance Discourse- A Reader’, Oxford University
Press, 2008, pp-246.
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Simple - 9% 9 ZCEAl, G DA ©F FEFE WIS @ IFe S @ A ARG
Fl, NS @A 5510 | AT AL HFCETE FIR TGOS 8 WHGRATAF (AT T4 Middle
man-93 SRFH IS AFCE | OGS 3-S5 ©18 Government to Citizens (G2C) FRFE
(@M @] (MF 1 Common Service Center @l Single Window (® 9% ©j 2WIq FC(F, IS
Common Citizens JRCE O YA FACO AT |

Moral - F@{ Good Governance-9d ¥ WIS IR Moral-9F 8%F | AT
PO0! (eSS 2(F, O T Governance-d3 el @7 T 1 G2 Cleaning up process-<¥
A T T¥ 1 IO Electronic Reform TR T (e AfTFIONTNNS Teyzel T, ARG
TG 1 (AT AR 201 TeEa 1< 572r< Afs 2dwe T4 | TpmeTe! ¢ Telazd ©fF 2-
T Yo M 29 ARG | 251 ‘M’ for Measure-@q S I& 27 | T-HCoE Jeol
foqf6 S (AF Measure WaFIF | 1) Performance Tracking Measure, 2) Customer Value
Measure, 3) Department Value Measure - 43 fodfs cea Mo Txw Foq v 3-
TS AT |

Accountable - FEFIF € NPT WRRFS! M AFE (@I 3-TSEEE AV G
TR | OB ST TG FIFIEF TRIES! | (FCH IS Il [T Design-4aF IBINCIR (e T2
AT ANANCO! 5T Seapisl A 0e | ©IF FFIE AERaoT 2 60 O3-S0 A
(60N

Responsive - U3 9L 2& TN ARG MF @F7g WS | TSR Afoef
9% grerre Al 77 @R AR T T o e ¢ westen I s T
FIYCI | SIS Citizen’s Charter &A1 €3 G 74 21 TR FoF I ToF AT ATS
TefReea sAfReaaiore Y7 g A A7, W ICT o7 R-TeHe™ @B Sreiis Wiee FHRered
PEN

Transparent - ¥5R! 261 OIAOH (Fq 7 (AT @i [, FHe AT Ol = PICas
v FI A AN e et | ©iR 2o al e gty @ (REtE ST qoie
I | RTI TFQ ORCSF (0 ¢ Seaylel 1| ICT =1 S AT RTI FACO 2T G T 7A
YEATE O ¢ T (2T {1t | RIFRIFS AT FIZR S0 WIS el I w00
©I2 I TSl (ST 7 IS FFFIAL FoRO! TG ACF |
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@RI TR CFq @3 v e aree | I 3-er™ @3+l st SMART-@F
TEI 0 VAT W, OIS AR A @ THAFT A | ©IR SIAred 2-S Afod
T < 219 SMART -4 21 F@1 =3 |

Village Vision - SRCed 2-7OH0o Nifowf (rea @l TR @MFReie Aifow @=l ardd
WEE aelazel, a¥ie qefifer [, T eq FEe«rT defe Tselre ome @ wwyg
eq 7 | National e-Governance Plan-93 &1 96 @i feel-

1) To make government services available electronically,

2) To make them available in rural areas.

Common Service Center, SWAN 2igfs T Srvptet =it aliet wreecetar sAfaeionc BRI
| GRITl A FA REFE S, ST 1o, @S 7R A5 qeetE aedl *feien F9=
(b8! 41 =1 1R Village Vision (T ©IACed @6 2 5 |

9,9 SIATS I-SEI0 ALHS T+ St :

Dipankar Sinha-@¥ S, “India in the 21% century has become a domain-cum
market place for e-Governance.”® FIF9 ©ACS GFMCP (TN IR G ARCR, (SN2 [T
Sector (& *fGe a7 GFICd IIYCAT [ TR | ©I @ 7© Tl (Al IR AP
(ATF @ (FH 8 A N A FIPF 8 (@A HeIIF Wy [Wfers Tomest M 3-srei=
AT FORE T W, (SAF2 NGOs-AF AR ©F IR IBIRHI (BBIe Tl 21 T
@M Information Technology Revolution (TN ©F® FAFACE WFel J@Co FTS BT,
(ST Common Man-93 &Te)2F GIRE AR aWiFEe JRAGAF FCH (O | 9F 7= (@
Urban area (¥ 9IGA SF© 341 AW, (SN2 &if@F AWEAS (Rural Area) TFI 87 T | ©I3
9T® FS W= Y& ©IFed F1 IT Services Delivery Fe@® Stajlel (7S AT (IF(W S
fafew 9eT Public-Private Partnerships Model-@ | 911 7% @ Ll AFETS 92 Sragtaiafe
(PRI (AF (6T T 200V AT National e-Governance Plan-aF NLGTH | @F o1 &7 ZCAl
PO TRaletE ARl Se woelR W FN AR (= (TS T 1 Online M THAE
TR O ARG O @i FAl A AREFSIE Governance 1Y (SIHR AAE SRS Jq0
P | NeGP-43 & Srarly f21ta 1l 22~ “Make all government services accessible to the

52" ARC, 11t Report- Promoting e-Governance: The SMART Forward, 2008.
6 Dipankar Sinha. ‘New Technique of Governance: E-Governance and India’s Democratic Experience’. In Ranabir
Samaddar and Suhit Sen eds. New Subjects and New Governance in India. New Delhi: SAGE,2012, pp-91.
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common man in his locality, through common service delivery outlets and ensure
efficiency, transparency and reliability of such services at affordable costa to realize the

. ’77
basic needs of the common man.

NeGP TeTs f6ft ot 7eafde 2@, @A (@, ASy € oI O Tl qho 27w 8
JRBAT FCF 1°

(5) The common service centers (CSCs) - €5 Front-end Delivery Points 2013 FTet
I, T MAET ARE W Zole ©Y AW FAE | GFME GRAfes T 8 THTeE
FAORE T2 OF AINF S |

(R) State Wide Areas Network (SWAN) 3 State Data Centers (SDCs) - @ft Jwfa<
NeGP-93 Srjefe] IBIR 8 FIFIEAT SRPAAE ARS8 A ICF QeId, “Aiisiif* o
FRITHITS T @~ wes e T4 I @7 e R I

(©) Mission Mode Projects (MMPs) - €% ©tw=j Transform high priority citizens
services from their current manual delivery into e-delivery | 200b It 2af6 MMPs (@3
2T, [ 205 AN 0b-¢ T 1 @7 Ty 3 @ma, soft aey ¢ aff e wawz W WHE
Tfgerel @ e @RI S

FIOCAS 72F 2@ b6 Common and Support Infrastructure I, AR WL
SWAN, SDC, N/S Services Delivery Gateway 3w qCC= | Yoo (¥ el et e ©f
ol

Major e-Governance Services

Admissions
y . Employment
Birth Certificate

e - learning Scholarships
Child - - Licence Youth Passport/
Visa

Health Care Vehicle Registration

Exam Results  Certificates

Healthcare . "
Marriage Certificate

Utility Services Property Registration

Insurance Pensions — Agriculture

Taxes

Municipality Services Land Record

Death Certificate e - Panchayats

7 www.meity.gov.in/divisions/negp.
8 Ibid.
% www.meity.gov.in/content/mission-mode-projects.
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©.9.,5 Central Mission Mode Projects - @ W&y 556 faw scaem

>. Banking - ©RCSH I3« FoAFHCE A9@ Banking ARGRI aAWitae & &1 27
‘Anytime, Anywhere Banking’ -93 21 3{@ 7 @ I A W(IfHL ARCIA a9 B3 Fa1
| GTFC@ ATMs, Online Banking, Mobile Banking &gf® Fil Stwiieaid “Amii=iif fowfs fcera
T2 T v -

i) Electronic Central Registration Under SARFAESI Act-2002,

ii) One India One Account for Public Sectors Bank,

iii) Electronic Mass Payment System,

-2 Nfeld A Department of Economic Affairs (AT ¢4 |

. Central Excise and Customs - ¥% 8 34 TS K8 HGrod ©OI (ST AR CBES
@1 R I @ | Fore Afeey, Mg ¢ 1R Mafcs gaifs & #faca qeiw q14ce o
Online <r= T4 =1 G AW www.cbec.gov.in ATE website-« TSR O AW FAI 27 |

9. Income tax - SRS WRFH oI AIASCE 7ol A T LM QA Fo2
8 WRETeH FACS U8 MMPs S5l (T 1 G W& Allocation of PAN, Tax Accounting, Tax
Compliance, Tax Payer Grievance Redressal @gf® R @ w1 @ E@
www.incometaxindia.gov.in NF website-9 TSR O AW FAT 2 |

8. Insurance - MMP &% FIAIFWE & Insurance sectors (F TS FA w3 @ SAIZH
PCE (SR (BB R, TH N P @, GRS (%@ 1 [ReieE owea e ewes)d qm
Tlel (el =W 1 @ R www.financialservices.gov.in NE website-a IS © 2RI
A2

€. MCA-21 - O JFSIAE Ministry of Corporate affairs(MCA) @2 STwiIsl (13, (IRTT
MCA ~If{Caq1 AC® @ical f@7%W @ JF2SeId Corporate entities, Professionals @ General
Public €¥ FIte itz meq IW1 @ AW NospG Rt ¢rar s @ R
WWW.mca.gov.in FINE website-9 TSR ©2 2T T4l 23 |

Y, Passport - 93 faw Ministry of External Affairs (AT (4, ACO BIRIGEISC
TN AN AIAC ¢ AN SAPTeoNs e 91 T 1 @RIt 9 T Police Verification-

10 https://meity.gov.in/content/banking
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g foq MtTa S AT awited 92411 @ KA www.mea.gov.in ANF website-a TSI
o Al F W |

Q. Immigration, Visa and Foreigners Registration and Tracking(IVERT) - Ministry
of Home Affairs @ ¥ NeGP-9d I F6t ¢ | GF I6 Sra*l) T €3 AFe NS AR
Afacadl ¢ fisrel e w411 9 A www.nic.gov.in INF website-d IO ©L Al FAI
71

b Pension - MMP dF &) (2I7*I7 @ ©2 @ A W8 H2erod Bed (Ol 27
G =11 _F “After retirement he had a new job- to chase his pension cheque. Now he is
truly retired.”"’ @¥ @« 9 Grievance redressal mechanism (1 ' @ @@
Www.persmin.nic.in TEF website-4 ATOR L &AW F4T 27 |

». e-Office - T SRFEIA W&y FAFIArS! Jface @8 MMP (63 T GR Sy fROTR
=1 - Transitioning to a ‘less paper office’ ' AT PG WFel, WRT@S!, TAMIA
w7, FRel dghe Srmeay @2 Tl (e T 1 U8 [RAQ WA FCE Department of
Administrative Reforms and Public Grievances (DARPG) | eT® 56 s @ Toaer (e
- i) File related services, ii) Common services, iii) Productivity related services, iv)

Knowledge related services, v) Technical services |

50. Posts - AT TIF T (& A ¥R T ST (T NeGP-99 MMP-F T4§
M1 Apex committee @ A @RATA B @R www.indiapost.gov.in WF website-9
JTOR O ANl Pl 2 |

3. UID - Unique Identification Project ¥ %41 23, AC® efeflt wfew wfacaam &=
TAER B2 AR FlC= A | 97 7= [foq ~Rge Aos IwARE F1 A 1 9% gl
200V A AT Unique ID for BPL Families-a3 ST (ATF | *RISIPICE 005 AT ©f 7R
T T | TSI ©f Unique Identification Number (AADHAR) St +f3f6® | @ BF NREGA,

Sarvashiksha Abhiyan, Indira Awaas Yojana-93 ¥® AfRCIAIefT 7erer #6174 271 €3
e e STl AR www.uidai.gov.in-« |

1 www.persmin.nic.in
12 https://meity.gov.in/content/e-office
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9.} State Mission Mode Projects- &% Wt soft faw sicacz |

S. Agriculture - $1 CFCG T TN LT & (FR S ACY FASIA Il Srapls) &2l
I, A MMP @91 (12 991 Il aide &© (sfitg (edl 78 2 NI | Vision BT
Il _F- “To create an environment conducive for rising the farm productivity and income

to global levels through provision of relevant information and services to the

stakeholders.”"” @ttq ifaal 2T 9=1 27 -
i) Information to farmers on seeds, fertilizers, pesticides.
ii) Information to farmers on Government schemes.
iii) Information to farmers on soil recommendations.
iv) Information on crop management.

v) information on weather and marketing of agriculture product.

-93 MMP-99 >y ﬁfit’ﬁa qF8 SMART (Specific, Measurable, Achievable,
Realistic, Time-bound) “FtE_r ewiq F41 @ [{E@ www.agricoop.nic.in «INF website-9
O O AN Fl 27 |

3. e-District - District 26 @NF @F BH @ATH Government to Citizens AT
AfF9 Ot (@1 ©12 e-District projects @Rl Aadicad [feq fetsm wuy e Ifa I
TR AT 29I F41 AR | Q2T Front-ends @ SR E2ifFs AT TSI TSR
¢ AL T 78K 2V | Common Services Centers-UF NG ©IF MMPs-«¥ IBICTH B
e R 1 @It T F Horizontal Transfer of successful e-Governance initiatives | @ NCXJ
@ el qe ©f 2t -

i) Certificates - (Income, Domicile, Caste, Death)
ii) License - (Arms License)
iii) Public Distribution System (PDS) - (Issue of Ration card)

iv) Social Welfare schemes - (Old-age, Family, Widow)

13 www.agricoop.nic.in
1 https://meity.gov.in/content/e-district
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v) Complaints - (Related unfair process, absentee Teachers, Doctors)

vi) RTI - (Online filling and receipt of RTI)

vii) Linking with others e-Governance Projects - (Registrations, land record etc)
viii) Information Dissemination

ix) Assessment of Taxes - (Property tax and other Government tax)

x) Utility Payment - (Payments relating to electricity, water bills)

-3 e [RARefe] VAT CF@ SWAN, SDC, SSDG, CSC & fRermiafr wwmgsd
SRS AT S 1

., Commercial Taxes - ST ATFIAT VAT /Sales tax 40 @W‘ﬁ‘f oedq ©LH | MMP-
3 B 3 7 (Fq Official-dealer-interface W3 &SR FNE AP AL FAF (B3 (I,
TF A4 TR 8 TRl J6Y 4 7L | &R &lfSfs F0en ©iF e-Payment I9Z! B 20 (9T= |
qR[Gl e-Registration, e-Return, e-Refund, e-Receipt -499 I8 TRCR! ¢ ISRI€
www.dor.gov.in TNE website-« TSR O AW FI 27 |

8. Employment Exchange - 92 MMP-4¥ SUji%l (T Ministry of Labour and
Employment @1, Ta Tl EEs(F STA TFAA @ Sigfadieael F41 | Vision T 7411 23-
“Provide a national platform for interface between stakeholders for responsive,
transparent and efficient employment services in order to meet skill needs of a dynamic
economy.”” GF IAWIREH RO @M =W “Do it all at once”1 @@ E@
www.labour.nic.in TNF website-« TSR O AW FI 27 |

¢. Land Records - Land Records 3 NLRMP Project-4¥ &Rl &34 @ 7oifeq I
O(AT  Register, Records, Disputed Cases Records 2@% A W, I 7 Sl o9y,
T OEl ¢ N Qe A O #1GA A1 @ AW Ministry of Rural development
(MORD) (ARt #Cd 1 @4t Digital land Records, Records of Rights (RoRs), Stopping
further issues of mutual RoRs 29T & Tl B | G S} RO w11 2 S I
Land Records W@W,WWWWW,WWWW

15 https://meity.gov.in/content/employment-exchange
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o7 2ipfs T4l 7o | U8 FG® 0 AN I www.rural.nic.in-9 |

b, Road Transport - Ministry of Road Transport and Highways @i a3 MMP-@q
T (T, CIRICT (AT T AR B FITHIRZETC Tl 27 A Aiolfsipolel Arareraz
O T (TS A 1 AN e f[feq Sy g9 e «Aitd ) @=er @RIt RTOs
@iefie Registration Certificates '@ Driving License R¥G (74l =1 Software, Sarathi, Vahan
A$fS Projects A ©IF IR FAIF (531 T W, I o1 SC*h- ‘Real Time Services for
Citizens’ | WA I Jfere A SfFeT 0T IO ©L (TS AMTF www.morth.nic.in -9 |

Q. Police (CCTNS) - Crime and Criminal Tracking Network and Systems (& W
(T Cabinet Committee on economic Affairs (CCEA) 00 G, T &l I& (S sferf1
JIBIE A TR € IIIFA A (Ol e T8 Sife™ Network-Aad 03 FL A 1 @F &)
O RS NG AR G2 WS 2MCFH (S TG W | @A AT GAlte € G [eem
wo AmeHe W seeieR Feieel T F9 @9 F5 o1 @RI www.mha.nic.in W6
website-Q JTOR © 2WT F4! T |

b Treasury Computerization - 398 FEHIE T8 computerization-a3 ST (T
2™ MMP (S, T 7R Treasury IIGHH(F ST TR @ W FCR (O I | RG] 7he] qLAfes
sl fTe AfTd 203, 00 Mol AW IR, W € IR RO @R[ 7T TR | 9F Iq
2e- Receipt Government money, Pensions Payments, Compilation of Government
Accounts, Café custody of Valuables, Maintenance of Accounts for Local fund | @< =<l
Governance ¢ (S ATETOR J (@ € A B | @ [T www.finmin.nic.in NN
website-9 TSR O AW T T |

». Education - 2iefis ¢ TwPme wwe FTsE fieg fte @2 ameam o
AWITTR & NeGPCS STail*l (6 7 1 @ @ www.mhrd.gov.in 9E website-9 TSI ©2
A 4 2|

S0. Health - %% 1% AGHS 2TAGAE 9 8 Al AW & MMP Project (&l
Y| ATFE www.nrhm_mcts.nic.in-@ IO O (S 7 |

5. Municipalities - ‘e-Governance in Municipalities’ 930 &g *MCHl, AR 7=
F T Af e we AEw @ ol FU W 1 G2 G A Jawaharlal Nehru
National Urban Renewal Mission JNNURM) (983 2F, TS Urban Local Bodies (F 8
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JPA T4 MBI 2071 Sy RO @l =W- “Improve service delivery mechanism,
achieve better information management and transparency and ensure citizens’
involvement in governance.”'® G2®I8 i) FNARCE TR TN ECHICA FeA “AfHCTQl ewie
341, ii) Urban Local Bodies(F SIH8 W F(J (Slel, iii) Y @F2 ULBs TE (Ol Il 7y T©
R O 2Wie FA, iv) e-Governance JIBAAA CFCa BT iﬁ% | AT AT
FIFAS ALANAT GBIR To NN, AT IR AL T Lo AR GIATT AR Swgtel
IR TOf@ T=EAl | G AW www.urbanindia.org ANE website-q ARSI ©Y 2T Tl
1

5%, Panchayats - %S N AIATE BCAF G @A AR Yo * IS (@ Td
TG ACR AL | J2R WL ATNHTE W7 @F T [qoa41el | ©18 Q=T NeGP-aF 7hel
Tyl VAR TG | AW &R LT TN ARCR NeGP-IF AV, ©8 ST L
oy @ TS 2o F41 =7 1| ORTS RIFAITACIT (F0@ 8 TSR (0@ 247 92 dfedacs
I SRS A Qoo el A Aol a1 77 -

i) House-related services.

ii) Issue of Certificates of birth and death, income and solvency.
iii)  Internal Process of Panchayat- Agenda, voting, resolution.

iv)  Copy of Proceedings of Gram Sabha and Action Taken Report.
V) Receipt of Funds/Progress report.

vi) Dissemination of BPL Data etc.

National Panchayat Portal @ fREC e« %5¢2 1 o 36 % @, Social Audit,
Citizen-Centric Service, Grievance Redressal, Planning and Budgeting, Scheme
Implementation and Monitoring, Accounting &9fs wFgsd Ty QR FFEwT Ao
WA (& (A I, oA feeie @it S 89, fFeItd Capacity Building € IR
FMEe (@F @R B, Fgg, ANEs Onge, I A9, Panchayat Profiler 2@\% Gis3
TSR CFCA NeGP MR IR | AT AT WA el ol Al e
AW TR AR GETMCP 756 ALK FA 61 231 @ [RA@ www.panchayat.gov.in TI9E website-
g TSR L Al FA A |

16 https://urbanindia.org.
17 www.panchayat.gov.in
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Tt el @ (& ey 3-TO0 WG S (Fa (163 27 | Afelb e
TRIHIEAT 92 gl IVINET & (e @ =ifds g ¢ 9 awiq I =7, AAce
Governance (F qE8 AGY 8 AT I A |

©.9.9 Integrated Mission Mode Projects - (¥R ¢ AEHBEH A1+ <A@ A @laz
8 JRIRCTH AT NeGPC® e Tre1e g A @Y Swapiead el @1l =3, Ao Aifowferd 7eee
IR TN YT T 1 Qe 2o -

3. Common Service Centres (CSCs) - (¥ Stmiitel *ItT @d1 Mission Mode Project
Sfeld WML AU @y WMo T CSCs MC (SR Sopll, T PeTe AT NeGP-I7
QGOR FAE G FA W1 TS (FIETNG AIACER W TS JR[d e o 77,
oreif el SeeTe! e ¢ T e gAfTS 26T AW TR | AW o WS AT
WY G2 LA CSC 10T (Ol Seaplsl (ST =W PPP WCOCHR =411 W IS QCiea
(AT 3-TS(HH AGEE LTS (WOICNF S+¥ Massive scale-d @2 S (8T T, I @1
o, w1y, $A, RIS (0P 79 40T TR AR AL 0 @ AR ANeq A
F, I @, e FFeIS! B | @I AR Application Forms, Certificates,
Payments 39 {A4 “IfRCIACE @IS FRG®d I Government to Citizens (G2C) Services-
G TH SRR Sy b ST (oTeT = |

CSC-4¥ =% f2p1d I =W - “Promote rural entrepreneurship, build rural
capacities and livelihoods, enable community participation and effect collective action

for social change through a bottom-up model that focuses on rural citizens.”'®

GF o AL FAOAT CFG G2 A0 Soiel (RIS (AT (ST 27 1 &7
YURIEE CSC 91t Srorz f[fer ey @it f[fen gate «ifdan ewie s 1 @5

i) Agriculture Services (Agriculture, Horticulture, Sericulture, Animal
Husbandry, Fisheries, Veterinary)

ii) Education & Training Services (School, College, Vocational Education,
Employment, etc.)

iii) Health Services (Telemedicine, Health Check-ups, Medicines)

iv) Rural Banking & Insurance Services (Micro-credit, Loans, Insurance)

18 www.csc.gov.in
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%) Entertainment Services (Movies, Television)
vi) Utility Services (Bill Payments, Online bookings)

vii) ~ Commercial Services (DTP, Printing, Internet Browsing, Village level BPO).

GBIThe  F Wy T WS e 1

Land @ o
‘ certlflcates

NREGA Grievance
Project Redressal

Agricultural
Services

Biometric Electoral

Ration Card

Services

Property
Tax

NGOs '8 Private FeZ[F MR ISIA CSC Project @l IABARS 20w | @ oAb Bra IR (2l
qY -

Level-1- Village Level Entrepreneur - Il &N&RCS 08 T |
Level-2- Service Center Agency - I District &ffCS 21tG ©ota |

Level-3- State Designated Agency - T AEfCS T TI@ @I A ARKSE 3-SHER
AT SGIRLIT FC |

BIAfs M (AF IS CSC 9T THIF @ T -

. CSC SMART Solution - e @6 CSCEF ORI wood FACS A TR
AfgmionaTe ﬂﬁﬁlqﬁ% 8 Internet “fHEA &© T4 20R |

. CSC Online Monitoring solution - Online Registration F9IF NN CSCEfTH
GF23 ATH (ST ATHS T4 2, TS Digital Services e S ‘{{ﬁ?ﬁ {E

1% www.csc.gov.in
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. CSC Online Dashboard - CSC 8 SCA @33 A “/f¥bifeTe 2 SDA =4 |
° CSC Connect - CSC-¢9g AfoITRAa A DIT Sectors-dd A qERCR, A
T AR T© @A I 7E |

GOIE3 CSC [l AT 3-SRV Y TF | O3 FAH@ Ty © aAviel Fdl 27

WWW.CSC.gov.in INF website- |

R, e-BIZ - PR ¢ FFRE (FAE W@ I I &, AR Government to
Business (G2B)(® IBIACTH & @B K& MMP Swiisl (€W W1 Department for
Promotion of Industry and Internal Trade fR®l? @ fRF @AC S 1 @R vision G
Il *F - “To transform the business environment in the country by providing efficient,
convenient, transparent and integrated electronic services to investors, industries and
business through out the business life cycle.”” Je® 7 FESH ST TSl ARCR - i) One
Stop Shop, ii) Reduced Total Time, iii) Anytime, Anywhere, Anyhow, iv) Visibility and
Transparency, v) Secure Transactions 2®JV| €2 GG IFe ©f emid Fa 2
www.dipp.nic.in S website-9 |

©. e-COURTS - ©lAte 2y foq @ifbae @ case 99498 Pending IRCR | T (FI6 @
ol7 IIZIT WRe ARLE"s 8 wowd TS MMP Projects (1 B3, T & S 24 -
oI7 ITZICE el = 8 wood F41 | e Pending Cases-9% @ JNY taluk level (At
apex court @&¥ Digital Connection JIGR WA Tefini €3 MEFW IO ©

www.awmin.gov.in -& A AR |

8. National Service Delivery Gateway (NSDG) - NeGP-4d «IqI1 MMP Projects IRC2
fRfen TPIT oFa (T Tmeted R (redl o[y Ha | @B e A (LTI @ wdere
¥ @R G SR VLA NSDG IRCR IR AEHERITS SSDG AR, T G3e A 2ASa
O NI @ ORI IR | IF Yo o 29 - i) ffon weete A Bt f[fen S e
AL T F9, ii) Infrastructure-9F CFI F4I, iii) Center, State 8 Local Government-9d
T3-S AL@E® (@ Trlel 8 O VI I, iv) Technological Development, v)
fafen w@e TenE fofes 41 @ o TR 371, vii) FO@ ARt oe wowe 3fa w41 71,
GIvC =76 A4, viii) TR et AL oy Tifen Imare w41 Teim 1 97 7ot & q@R
SSDG ¥d2 MSDG 3l Mobile e-Governance Service Delivery Gateway | €2 R © el

IR www.nsdg.gov.in -CS |

20 www.dipp.nic.in

58


http://www.csc.gov.in/
http://www.awmin.gov.in/
http://www.nsdg.gov.in/

¢. India Portal - @ @I HEH FIFE A TREF@ IS ©L 2SR AR
&« India Portal (AR T2 (AR T4 T w0¢ A, (@A SF® FIFF [Kfoq K@i,
@G- € B FIFNRA [T A0 O A6 website-aq NP2 #ANSA 78I | GF W
@ AT J& AR CoN™ AgEe MoIfFF, NRIs, Corporate Sectors, TN ¢ AREIeF
e 12 I& AFCS A 1 GF FET AT ATTA©! 6 TR [IoAFOIE e HWRI Fl
T A1 G CFE AT B-OHCTE ABANCTR & G2C, G2B, G2E, G2G IR & AP | G
I Vision & - “One-Stop-Source for Information and services Delivery.”*'as & Sra=}y
7 -

i) To establish a one point source for availability of information about any

Government of India.

ii) To facilitate launch/ implementation of various e-governance initiatives by the

Indian Government.

iii) To emerge as a comprehensive one-stop-source of government information

and service delivery through a unified interface.

iv) To define the standards for publishing the information and electronic delivery
of government information and services thus facilitating, unified, seamless and universal

access for citizens of India from all walks of life and of various demographic profiles.

v) To establish a platform for participation by public in the process of governance.

TS STy e ABATCET NG ST 3-S5 FAGHS FIAF! Sl (16T 2T |
India Portal ©13 AFfb Tt WMo FFA Y AR IS I | 93 FAHS ©L e

I www.india.gov.in/cfw - (9|

©.8 ST S ROTR - Digital India (Power to Empower) :

T AR TRCSR 3-TSEHE s *fEIA 8 Digitally FAGT FACS 205¢ AR
Tel8 WA Digital India-99 Syl (€A 7, IR o Tl eI <@ =A- Digital India
guarantees transparency, effective service delivery and Good Governance! &9 Vision

&C% <=1 = - “The Digital India program is a flagship program of the Government of

21 www.india.gov.in/cfw
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India with a vision to transform India into a Digitally empowered society and knowledge

122
economy.

TIATS H950-GF WHF (ATF 3-7S(H7 FGHG (@ T T (1S T, [eITe 2004
AN NeGP d e-Kranti -9 STAIACE NI A3 Ao A8 LPA5S A geIce 92 Digital
India Program (98I ¥ Governance UTHE O(NF (A &g MW W1 W = -
Transforming e-Governance for transforming Governance | (F3@ (@ FFFE! ARCIAIE
TN IR QPReS M TFR (R (AEAR (I I O 77, A=A Nqea areifzs
QIRAGEIE e ¢ Gfiafes e R (68 FCH 1 AUHE AT GPQH [AW 7E
NG FFe VRS NG ALHHAZNT FFIH FAK (581 FA1 =W, A Haves 8 Haves not MR
TGP VACTH A TOICO AT | ARG ICT (F T ©Itd (At 217

Indian Talent
|- Information

|- Technology
India Tomorrow

Digital India-«¥ =% 2R foafb e s 7=1 =3™ -

i) Digital Infrastructure as a utility to every Citizens - GTF(@ =T I AN
Digital ARSI (T (ST 2@ A AL olfCFa AES F4 eme @ wifgw
A0 AW AP | High Speed Internet T, Digital Identity TS ¢S,
Mobile Phone € Bank Account &I TofHCFa GaRecF AR (SN, FF &
Common service Center 9T (O, [A1%W A Secure Cyber Space o Tl Topif
JREARCAT FLN T =T

ii) Governance and Services on Demand - [ifeq gt weqefs 72 for ey
CF@8 IO 9 8 HAfEA MARHFT AT Wco! &Wi F4I, Mobile € Online-
qF T T TCo! IR % IR (O], JIPNAF (FCa'8 Ao o, Jedi=ifa
Cashless Electronic Transaction of Finance-4< <l <=1l 2, Digital India-99 &

22 https://digitalindia.gov.in/writereaddata/files/DigitalindiaCoffeeTableBook-TowardsNewIndia.pdf
23 https://digitalindia.gov.in
24 https://digitalindia.gov.in/content/vision and vision areas.
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FId RO 1 SRIY GIS A Geospatial Information System *IC% (ST FA T=
7, ¥ Praeazd @ T el A2y F40d |

iii) ~ Digital Empowerment of Citizens - @< (¥ HCAR Universal Digital literacy,
Universally Access of Digital Resource, Service in Different Language, Digital
Platform for Participative Governance, Citizens not require to Physically

Submit Government Documents/Certificates 2% |

@ R ~ApIETIe @ Pl® (7% - CCEA I Cabinet Committee on Economic Affairs |
OIR[Yl Monitoring Committee on Digital India under the Chairperson of Prime Minister,
A Digital India advisory group headed by Ministry of IT, Apex Committee, A Council of

Mission Leaders on Digital India, State Committee on Digital India !

QT oo (@ ERefel (M2 23, ©f 241 - (Nine Pillars of Digital India)*

e-Governance

Early Harvest Mobile
programmes Connectivity

The Nine

IT for Jobs Pi I Iars Of PUb";clc:t;ma
Digital
India
Electronics Broadband
Manufacturing Highways

Information for

Al e-Kranti

Digital India Program @3 <@ foaf e ffey Ffsaerm ¢ IwIRE @< W™ - )

Infrastructure, R) Services, ©) Empowerment

3) Infrastructure - €< ¢4 Syox MFefT 251 - AADHAR, CSC 2.0, Cyber Swachhata
Kendra, Deen Dayal Upadhyaya Gram Jyoti Yojana(DDUGJY), Digilocker, Digital Sakharata

Abhiyyan, Digital India, e-Basta, Electronic Development Fund, e-Signature, e-Trade, Garv

%5 https://digitalindia.gov.in/content/programme-pillars.
%6 https://digitalindia.gov.in/content/di-initiatives.
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Grameen Vidyutikaran Mobile App, Government e-Market place, Integrated Health
Information Systems(IHIP), IRCTC, MEGHRAJ, Mobile Seva Appstore, State Wide Areas

Network etc 1¥/

R) Services - Sugamya Bharat Abhiyaan or Accessible India Campaign Mobile App,
Bharat Interface for Money (BHIM), Crime and Criminal Tracking Network & Systems
(CCTNS), Crop Insurance mobile app, Digital AIIMS, e-Granthalaya, e-Panchayat, eBiz, e-
District Mission Mode Project, e-Greetings portal, e-Hospital, e-Office, UMANG, UTS App,
Udaan, SWAYAM, Swachhta Abhiyan, Sugamaya Pustakalaya, Startup India, Mid-Day
Meal mobile app, PFMS, Passport Seva, Nirbhaya, NVSP, National Knowledge Network
(NKN), Mother and Child Tracking System (MCTS) etc 128

9) Empowerment - DIGIDHAN, My Gov, NMEICT, NEBPS, NREGAsoft, OpenForge,
PAHAL (DBTL), PAYGOV India, Pradhan Mantri Gramin Digital Saksharta Abhiyaan,
PMJDY, Pradhan Mantri Kaushal Vikas Yojana (PMKVY), Smart Cities, Visvesvaraya PhD
Scheme, TPDS etc 1*°

@R[l North East Region (& Digitally Empowerment <1< &«j 054 At Digital
North East Projects (1S3 23 | G3 7 ARFHE 2 Good Governance T (SEF (58! F1
| GURCE B-TSTHF TS I | A (AF *2AE T @2 ~AfFFga Wy W@ weia
Digital Inclusion T ST (5B 1 Z0R | G (@ ARG e 200z, T
eIt SeNeRe I A S ARE @ Mobile-aq AN © AV ATHE T AR
Digital India-49 3¢ |

©.¢ ot Tifgee (Right to Information) 8 3o eT :

SIE SfFE @M% I9 ' “Democracy requires an informed citizenry and
transparency of information which are vital to its functioning and also to contain
corruption and to hold Governments and their instrumentalities accountable to the

governed.”

27 https://digitalindia.gov.in/infrastructure
28 https://digitalindia.gov.in/rural
2 https://digitalindia.gov.in/empowerment
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SECS RTI G012 R00¢ A, I A &pe AR AT TAPE € FAIPILH TRl
T AL TG | A SR I FAG (XF TG WY T T AHICS FH | S eyl
@ AT ©IR @ (T AET CFCA ARG | WG, (T35 € FLRA NJq T ATAE A
GRS ATOHE Gl FACS RTI-AF VIR (531 T 2 | IS ICT-94F oD
TACE T ©f Digitalization @I IREARATH SCaplel (S B | ©IZ T-oISCHE AH RTI-9F
AL AR | @A TS Y FIENCNS 09, “e-Governance and access to information are a
means to an end. Right to Information enriches knowledge, knowledge makes the nation

»30
great.

OIS ©1% Z- T SefE AL FACS (T IS RTI (F AT BT
41 | TSI ASFS! (@O Information Society Al Network Society FowR it @ffica ez |
SITS 2RI ©RCed RTI (F WIFe *fG=e 411 S0 00b A National e-Governance
Plan (NeGP)-9 Indian Portal (el 2 IS FFe O TR IR e AT A | SAHwcs
SWAN 31 SDC 1 CSC &gf® Tl Twlel @il I 7hel (F0a RTI-G (KA 2INS 5<g] el
2T 1| G2 Pel Mission Mode Projects @Il RISFSIL RTI S8 ©ICS LI T[S OO 8
RO (581 T4 T 1 AFMCE @T B-5TSCHR (FCq RTI, G2C (F dolf® e, S
G2C ¢ Zeiq® 2 | Ggie IS O TASCT FAPIEA opel IR FACo #ATCA G 7=l 1 &l
27 Manual System-9 &S Fz @3 FR (Rt @fF 20! IS Digitalized T
JSAR T YT RS, T AN O (IO AN |

OIS JCO! GTORY TRl =& (1T Online Information Delivery ©ItH< F=1&
(S AR oAerEd [HifdeTel M7 IS 8 FIFAT YAle (@ FAK G RTI IR @9+
Milestone® | Good Governance (& AW AT ABAINTS FATS 27 ©=E @A RTI-AF A6
FARA MEHE, [ TR Safeguards e T8 F93 1 2l Ty afoanTs Iqer o
AT @ AT SATAE, A W TN NS FC HIRTS 2T | GTS GFMCP NCad &I I
B0 G Fifoef T gl o Te F401, A0 S ite qRgl 27

©RCed AR 19 W 4 Speech and Expression @3R Life and Liberty ieee
TR Right of the Citizens to access information I** T NeGPC® SNl IBIACTR &= SCwzisl
@ 2¥ ) oy TR Website-q 97 & SEW FCF RTI-9F 19 FERCR | OCF T30 26
TP e (A0S IBIR Wheere Aol @ Ry wedify Wved W1 ©1E 97 @ AT

30 A.P.J. Abdul Kalam, ‘Governance for Growth in India’, Rupa Pub, 2018, pp-70.

31 2nd ARC, 15t Report, Right to Information: Master Key to Good Governance, 2006.

32 shivani Singh(ed), Governance: Issues and Challenges, New Delhi, sage, 2016, pp-217.
63



FLETS! S TS ANIFOI FNfES 27+ | 7We F& 27 RTI is an effective tools in governance
of a Nation, T8 ©RCed (F@ aFWE Digitalization-4< ™7l TR, Qe RTI @
woxifd FefFesa Aveael Ja FOM 1 T 96 W (AFE RTI 91 97 AT @ 2R
AT THRCR I AR (N JLOF T ooeifdgs gaerel (M I | ©2 RTI T 3-
TS OB TN W RO ABAAC (531 T T |

.Y Citizen’s Charter 8 3-9SGH :

Citizen’s Charter & HIEE TS ACATF WFG7H- “A customer is the most important
visitor on our premises. He is not dependent on us; We are dependent on him. He is not
an interruption on our work; he is the purpose of it. He is not an outsider on our
business; he is part of it. We are not doing him a favor by serving him; he is doing a

favor by giving us an opportunity to do so.””’

Good Governance

ﬁ Accountability “ Citizen Friendly

( Citizen’s Charter \

Good Governance is the Technology
Citizen’s Charter is the Tool.

TS Good Governance-4¥ oAt W 2o Fozel, TeamTel 8 ARR@S! Al Citizen's
Charter-97 @&l JIBIRE T8I | TAMNOH T NAIAT AR TG T=F o 7l
AT QAT g FLA T 2 AT | THoN AR v 99 I o7 =ore ot mese
el Fe =7

i) Quality- Improving Quality of Services

33 https://darpg.gov.in/hi/citizens-charters-handbook
34 https://goicharters.nic.in/cchandbook.htm
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ii) Choice- Providing Choice Wherever Possible

iii) Standerds- Specify What to Expect and How to Act if Standarda are not Meet
iv)  Value- for the Taxpayers’ Money

V) Accountability- of the Service Provider (Individual & organisation)

vi) Transparency- In Rules, Procedures, Schemes and Grievances Redressal.

TIICS Citizen's Charter 7IC% (Sl I MoAfHAcFa AT e TF 8 72H FA (Ol |
MRfif* QT T oifewite @ eg ST 2T 1 Feedback “afets Afew S5ta oot 27 |
agrere ey S (Tea =W, @R -

AT T (ST W 55 A (FUIT B,

o Tl (1S T L0d0 A FFel (F@T NarTel € fFeIsd Citizen’s Charter (K
I ARTOR LGN ©2 W 2,

GOl SISl (TS T Sevottam Projects-<4F &,

g S (3 2 Second administrative Reforms-ad SN Tiltbs @ikl, IR M

f%e1- ‘Citizen Centric Administration- Heart of Governance’ 1>°

ALY Tl (el =Y SR AT 200k (ATEF 2052 HITER WL | FoTo {Z3lbe A=), w6,
WKy, SfeR! efgfe Bt Citizen’s Charter (el 23 |

Sevottam Model

Citizen’s Charter-a% foafs < AR, 1) Republic Grievance Redressal, 2) Service
Delivery Capability €32 3) Sevottam Model | 92 Sevottam (= ‘Service Delivery Excellence
Model” TR 3ty 2+ 96 *1% AR ‘Seva’ @R ‘Uttam’ I*° ©I2 AIGF Citizen’s Charter-a3
TR JEeT e AT NI Tl 1 RIS W (@ 7o AT @ Mo o
41 73, ©IF HCF Citizen’s Charter-93 (I AR | T-TSCHER (@ & &M+ ©f SFCSA Citizen'’s
Charter 7R IBIRCE FA @0 W | GFMCE @9 Government to Citizen FF *f&==t
@, INME @3 B! Citizen Centric Governance TS (& W8I 2(J | Aoy waif e
@ U8 Website @Il SIma SR, AS gl epfs o2 aw F0F, S Ao
e @ @ ey wen ffee ¢ AU FAR G T 1 FET Z-SEE Sl
AR Good Governance-@¥ & el Citizen’s Charter IR IR 78I [ ©f FACETH

35 2nd ARC, 12t Report, ‘Citizen Centric Administration- Heart of Governance’, 2009.
36 M. Laxmikanth, Governance in India, Mc Graw Hill Education, 2014, pp- 21:13.
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e A IS AR FC (O IR 1 @ (FA Ao AR (Fea «@F a1l foafs

(4l 2F- Implementation, Monitoring, Review 7
Citizen’s Charter- Implementation, Monitoring, Review
Public Grievance Redress- Receipt, Redress, Prevention

Service Delivery Capability- Customers, Employees, Infrastructure |

9.9 SRTST AT FRAIT B-NSEE Ao T

5550-UF W (AT OO el Z-oTS((5 AGHE Af© AT ¢ AFATT (Al T |
NeGP (& Digital India < Q8 (@ FFe FIfs LT F41 =, ©f Governance ¢ Common
Man-&3 F1d QR T 1 (Fe@e A=A e qeena qaps e Z-TeteT Sl (e
| 58 THRTAR (IGTTR OO SIRCSA (DS (A AW BASCHER A A ¢ e |
UNDP Report S@Rl $59f5 (& T e-Government-d SRCSH T 5U(S IR e-
Participation-9 S¢CS | SO AT SRFCTH A QI 7 ORCS B-7TSCAIR IR G
T T ARCR | QTHE NS (T Capability Approach-a3 21 &1 I 17 ©Rce AT
THACTE &7 2-TOH O IBINT A & T, @ VAT &0 AWSH Social Welfare
Approach 31 Basic Needs Approach-@3 fefére Capabilities Perspective (& *Ifeifet < |
5% TS G T TV (74 IR 1 - SEHER IABIRC ARFIICATS T Tl wzrg
AR, OO LR AT Capabilities-9F MG @@y 17 711 WKW e W o2
29f& (ICT) QT TRGT YF2 ATASH, T AN 2Tiied QIR Freie gelfs 3 | 58
A.PJ. Abdul Kalam-99 (9, - “Technology is a double edged sword. If we don’t have an
implementation plan for concept to completion ... technology will become expensive and

we will not be able to reap the benefits.”*

TACST 2SI e 8 Lo AT THAEE ToF W T O eFg
e AT | AN ‘Common Man’-93 Ftd I LR IR ST 2% ARNVol8
o a1 oA 3-orer™ AR 8 O IBAT AEH® A AHE Qe [few I3,

37 |bid. pp- 21:14.
38 Shirin Madon. ‘e-Governance for Development; A Focus on Rural India’. Palgrave Macmillan. 2009, pp-15.
39 http://workspace.unpan.org/sites/Internet/Documents/S4IN13%20A%20Vision%200f%20Citizen-
centric%20E-Governance%20in%20India.pdf
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Articles, Journals, National and International Reports, Research Paper &gre (J(F <G
I | JoT® q8 @3+ Secondary Data source-93 fefere @2 Sl SCsib <1 27 |

TRCST 3-SR Koy T 8 FLOF o Ol ACETA! T/ T 1 D) GRS !
(Conceptual Problems), ) IRIF 3 (Implementation Problems).

d) IS APyt - ffey Sl (iefe STel SIRTSe (Al AW 3-SR @
G T O A T T 1 BT (@ J2R AW O AT I TSI S &R
AP QIANINS T (7L T | B-TSTHR T Hf6 h A0 - §) FOTEF s (Constitutional

Part), ii) Manifestation of Information Society !

i) stoTER e ST

SRTS e-Government € 2-TSHCE WK (ONF (i 2Ny T4 27 | To73 ANLS
RO 1 A7, T T TN AR (A AT @A WA (@ @G A1 NeGP-
97 W Mea oired @Sl 2-TSr3 TS e AR @ ABIRA AT | ¥ 98 NeGP-
«aF & Tl 2T 99 = ‘Common Man’(F #ARICEAl @miq =11 ] Mission Mode
Projects-¢d (M1 AR ARCIATS T THA & AWCFH (A S AR AR I
sirfe 1 fafey MSRfFTS Government to Citizens T eIt Faw U F&0 27, fF8 3-
TSR (FG@ G2C 8 C2G vt M2 e ol @W"i‘fl OI09d M)l 0T Citizens to
Government F™F (SN ©Itg *f&= & 77 1| QAT Technical Issuest® @ ey AR
QT TR e, I A, I A0 A ¢ew I & e @ ek @ T oo
@ Popular Participation 3 Grassroots Level Mobilization Orientation-ad @w+ ©f TroifFFe
1% O} R qIEliTS ANET AR T OIS Z-oTetw AR oo 4w B =0 e
Government 8 3-9SC3 2T A AFCENS AWa1e @ qIFelie MF (AF TOAE weAml
FACE 4FS Good Governance T 212 THF (A FTEOF 2 | B2 BRACSH (Fq ATAGH
TS 2T TV KIREATF 22T F4 |

ii) Manifestation of Information Society

Good Governance-99 %d «&f6 4 2@ Information Society #67 I, A ICT-4F
T P ST (AN TGO R G2 BT Rl ST AR (581 Al 7| OIS
Information Society TOTIR & 2-7SHIA N4 fCH (o5 (@1 TS el Fa1 =7, 1 s

40 Dipankar Sinha, Development Communication: Context for the 215t Century, Orient Black swan, 2013, pp-
115.
67



A FACENS (SN O FACEH HIEF B3 IS 2 | $7 20063 Information society
AT BTACN Right to Information-93 Meaifas afswda ¢remt 21 58 W@ RTI @
(SN Ol AGOTS! (OfF JAM | TN T = B9 J1 Online T JFE TANS
ARG e O 2 1 2R ‘One Single Windows System’-«d =l | 58 rwca a4
4 24 Lake of awareness | (A% WEF FICR Online WK IS Sfowe! (72, o
SR QT RTI-99 997, T f0a8 aieees SAifeage 799 1 OiRel @ N0 008 SEF TN |
G I T AFD AT @ Basic Rights-a 41 332 51 778 wress ey siweers
Q1 Technology FItF FifFFe 28 ORI € FA (- | T NS G WA FCF (o
23 Digital Divide ! A.P.J. Abdul Kalam-49 (9, “e-Governance and access to information
are a means to an end.”*' T8 T-ANSHER Fo FI& THNIE S HifEwl NSl 2ATAGAR ©2J
Avl 41| (58 ©iAce 3o 2l wfe @ Rl @@ [ Information Society
Knowledge Society 719t %% 7% |

OIS Z-TSEHE (TS e (A ©IF (! T 1 T TR | A @ e-
Government '€ e-Governance SOICHE NI fRETCI (M T, GHWCF Participation I Social
Inclusiveness (S ©ITq 7§ A 71 | QR Information Society 25T TN T (71 T |
G T FEE OIS BTSN YR APTS T (@G Al werwe e
Digitalized F9Ce1 3-71S(31 H<fF T I, OF T ARG ST TLHAR |

OIS G2B 8 G2C WIRH(E G F4F A0 78 27 Citizen’s Charter | 3-5SwH™
43 won M RN @R Citizen's Charter, IF QR AR ARCIANE <A ¥, 7% @
ISR I o AT 1 2™ Administrative Reforms Commission @3 12™ fRCAIG Citizen’s
Charter & ‘Heart of Governance’ 3o 23 | &8 TICe fog I=o1fes coidt @ fifirs S gt
B it @ ool TEE w@eTe 731 U8 REAG Fo40E ABIF-2PTCa Weld GFMed N
T A T, (T2 (@RI € I&F SLANod T A N ST T | ©12

=T ®F- “The Information about Charter’s is not complete or user friendly.”*

TEC 2SR CF(a o1l 7, G2 (T W@ Citizens 73, A= Civil Society,
State, Market A2 @Fg 2| [$8 ©RCed (AfFCS I-ISEHEGR W (ONF ©IF Civil
Society-dd SigAaRe (A=l WA 11 Civil Society (A (I SieTolfgs MHAGIZR SO @, A
71 eifacea ffeq Wi @ afewe weeEs S (g (e 787 27 | {58 S| - er
AT FoEE FACETH SHerRe 7 AP SN ¥ S 2 #ICC | AWCS B-TSHER T

41 A.P.J. Abdul Kalam, ‘Governance for Growth in India’, Rupa Pub, 2018, pp-71.
42 Shirin Madon. ‘e-Governance for Development; A Focus on Rural India’. Palgrave Macmillan. 2009, pp-187.
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Citizens-Centric Governance TG (SIF F I8 Business Orientation SGF (@ @79
1 | Public-Private Partnerships Model &R AT @WIv2 3-re=co & e R (rieat
| O3 U2 M (AFE OFCoF 3-SR q+ TP JCACR |

Digital Divide

IO W*E WHFOd New Technology Driven Revolution W&l X, TP
Information Age J°1 21 @9 & AQG A& Internet Connection, Infrastructure
Development, Access Speed TN | f5@ @A e Ty ST WCO! TSI TR € OS G
QTR AT SetER W [ ICT-9F AR TS AR @ @ Digital Divide-ad T I&T
T | SIRCS B-2ISCHTE I8N Soaniel fRETCR Digital India Project (€3 2, K &1 F2 ‘Digital
Opportunities for all’ €32 ‘Universal Access to New Technology’ I’ & 42 e Sl
VAT &= ASS Human Capacity 8 e-Literacy ¥ SECS (SRS KM #fe 71 Ta
Digital Divide ¢Sf¥ 221 Kenneth Keniston 519 49 Digital Divide-ad Pl JCTcR -

3) Industrialized vs Developing/Between those who are rich educated and
powerful and those who are not | SRS @ I FAACH A @M TF© € TP W (A
he], Wil @ Rl (ole IR B- TSR |

%) Linguistic and Culture - SIFTS =l WTF AR I2e1 &b AP FI12 English
SR (FIRE! A IR FACS AN A | T OIS SN FIACT ANCGH IQ S WT T
Digital AN wixiazd (cF Fiferd IR SO SRR AP Acgfors Adw e
igfaFeia IT A4 = el T, A TS Digital Divide CofF 2 1

©) Rich and Poor National Digital Gap - St e G THITAE (T TG ST
Te MUF G 6Ll WS SRR (A0 (TS Digitally SIS PAfRwd A0 | T Sy
(AT AT ©IRCSA Digital Gap Cof¥ 2 | WIKIF ©IACS IR Elite il SA12 @ Jfat oot I
CF |

8) Urban Poor and Rural Villagers - ¥4 Digital Society *oTTa (@ (71 AW @3
Y2 Geid A R0 R 1 Urban Ares-@ TR1 91K O @X9 AT O 3-SR
TR JRREE @ AR A, (S Rural THETH TEEH ST ARG @ @A

4 https://digitalindia.gov.in/writereaddata/files/DigitalindiaCoffeeTableBook-TowardsNewIndia.pdf
44 Kenneth Keniston, The Four Digital Divides, Sage, 2003, Page-3.
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TOT [T FACS AT 1 | T S COfd = Digital Gap | @S (FCa2 (Ml T TS
©Y ¢ ST TN TR 1l B 27 1 ©IR BTG (G @Yl 1412 2 Digital Divide-
UE R

TACS 2-TOEPR VIR CF(@ 9 QP16 I FA ACENBA FCCRA Dipankar
Sinha | ©IF WO ICT (F2 TFAE T MF REWT 41 -1 (FFWG ICT-9F AT &b
TS FAEI2 OIS OFI AYI2F 0 44 | T8 3-SR CF@ ‘e’ U9 (ATF Governance
(AT Q@ @W"i‘f | (PTG ‘e’ Al Electronics-99 SHIF Governance-A3 S« 901Co A
71 o8 ©Fred (@ @A AW ‘e’ hijacking Governance 1 ‘@’(F Q@M @R ST FIAC
Good Governance-43 & Al Social Inclusion TN TroifFFe 271 ©F ARG GHIAH
qeaze FAE Tl ICT-(F IIYF 41, IS ©IF 74 Information Society 1C% G |

Y) BT T - SRACO 3-S5 ALHF® (TN GIFANS 0 ACCR, AR
JIAF T TP ACAC A IO ST QA FA1 -

i) Environmental and Social Challenges
ii) Economic Challenges

iii)  Technical Challenges
i) Environmental and Social Challenges - @3 & (@ FF& APH (W T ©F Z4-

Low Literacy - i 32w M 2wl WE »fete fete i AfEs NG G929 FA0o
ST A | ORACS AT NFL Q] AHFS, ARER AT #rFe ook @ 2-Ter o™
JREIRCAR 20 AL 4T T |

Low IT Literacy - ©IRCS WG N0 N G Pt @+ (Terafey, (owmz o
fRIfaFe NS W2 Information Technology F™AGE &Ifete 3 | MG W ICT TGS
(S AGoTIS (ofy 2 | O3 M B-TSHE AP (TS 2 SIRCE ST ATAGH A
M IT Literacy-<¥ < qO1C1 |

Different Language - @f¥F ©I% 3-S5 MG © ¢ 2T LA AT G
TAE AH2 F JARY JAF FACS ANF 1| OF &) FAEF 27 oq Face 271 02 ol
ST Information Society O 14T A T

4> Dipankar Sinha, Development Communication: Context for the 21st Century, Orient Black swan, 2013, pp-
114,
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Services are not accessable earily - - (TG T TN VAP @I T,
R BT AR (7eql =@ | 58 41 ORTed 766 BT GG ASFSIE [gpe 71 e
(TR Internet A1 Y Online ARG vl eeres 77 |

Population - SRS 3-SR VIR AL TN 261 ORCOF SRl | Sl
(TICE BTG AR FAES O© 9 TPRd MRS 7q ATGA 2-TOCHCR WKy #0 @
YT FIT @ AT AF FIE |

Lake of Integrated Services - (F@R @ ACY FIFIHA N 3-TS ALHG FLANAF
wreId |9 s e wug @ Ao o AF T AP @ W

Lake of Awareness - OIACS 3-S5 ALHT i e A9 I TETe, @3 @@
(SIS TIESTS! 7167 F1 22 | Dipankar Sinha-9d TS, “there is a need to promote

technology literacy as a kind of people’s movement.”*

New Middle Class - Digitalization-9¥ % G 0 &Y Fi(F wfosw AT
T GF GFCETE @ TofT 200, TR GFe AET ARG AR 2w e weds [/iawe
FC Manual Service-4 WA @2 ffSq 7oy fdicas a9g =S, @49 Online NI<TE &)
(TS Y I CSC/KOISKs-4 | FCE (TG ©Ithd A_IE 9 FCI Il AIIF K TS 20BR |
TIE (M IR TCE T G [T TF ofoe G doR Jfa AR 992 LR TEes
SIS @I 20O BOR e-Literacy SIOICA, @A @RISR T8 FCACR |

ii) Economic Challenges - ©Rts oo JfoR &G T «=0a GO
FAS @R -

Low Per Capita Income/Poverty - € NCa Nf+g =iF 1 ni@s! Toxg JFj
s | O3 B- TS0 ABIAACT T (A2l I 1 MG 7K@ Online NLNE I2 FACS A 1 |
SRIGI OId e B-TSCHCoTE & g BIsl te = CSC/KOISKs (F AR AN AR A
I, T FLOR ~RAhTS 23 |

Maintenance of Electronic Devices - 2-"+(31% & ql Digitalization-9% & &G
0ea = AWy @ (o e e 8o @ T SHEIN I (Ol | (ITFGE AR
T TG | & [CT-UF SHACGTA A0 L (@02 HeAIF A0 AT 2-7SHEE F9F 9F(5
ST

46 Dipankar Sinha, Development Communication: Context for the 21st Century, Orient Black swan, 2013, pp-
117.
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Cost - STxAIsl (¢ fRETA SRTed (F@ BI04l A4l &ifds @oi 1 a©
TR I (MO X2 @ ATIECE AL OIS 3-SR ABAT 2B ST Y42 10T |
2 @R (F@ PPP Model-93 7RI IR (74l I | [$@ GICFC@E Citizens @ #AfFers
TR Customers-4, (A 31 FRAIGIE & Twr*ly B AR | Tl f[fon s (A0 IBIAACTR 071
M= IR

iii) Technical Challenges - TSI FifS LeIRTTR ST TN ©F QAR FSl (A4l
ARG, ©f 1 7 Y I |

Privacy and Security - ISNIq FNC B-TSH(A ALIF 0! Cyber Security | Online
TGN FAEY AT T T 2o Mg Tl [WRI2ISIF Seltd (ol | GhMeE AN T
JE® ©2 A Online-9 TS 2T, T FLATSF T AR | T 2-TSCF ABIAEHH
e fierem T 26 e Mo 9 (ACF T I | LR NI NG e-Literacy =
QP O ©ime e oLy fqfon 77 fon MFacs, CSC/KOISK (& Al SI&iel (&9 website-9
T At | &fon o Sia IouF e 9 +ite | Si9E 1, e ¢F@, ATM, Mobile
7E@2 92 Security 8 Privacy W JRCE |

Infrastructure - 3-7TSGI1E IVARCIT o) A Ao ATAS TS AAfTrorea
4™ 8 maintenance 41 1 {58 SrTe {AfeT cscee W3 waw ARFIIITS F52 771 (@
¥ Internet Speed Y92 N | HC S Online WHTIF FICSH T ATV TS 27 |

Geographical Problems - f®% e-village @ e-District Projects-<¥ JIRICTH &=
LTS (T3 S AT AG 41 | (68 Sred FPe AlNIe0e A9 Internet AERN
CATRICT 8T R | T GRS 3-SR T30 (Al T |

No 24x7 Support - I Tq A T-TSH(1A AR sArea 7871 g @I e
AACE @G FCHA S [ CSC A KOISKs U &7 f7oq T4 27, ©i2 Official Hours-43
BIEIGACIE UG IS SR G I (S e

«q AZCHE T PG (WA I, (N Rural Areast® (SFF ©IG (P Help Desk
Facility (2, (4T S S 2GR O TS “HR | SIRI! 3-9OT5 FEHE Training
Facility '@ (oI i@ IO APFS AT GFTTR AT T ORCO ST Sl (7l wferd
TS - el “AfEFe W1 @ &9 Kenneth Keniston @3 NS, ‘there is more talk

. 4
than action’ 1’

47 Kenneth keniston, Grassroots ICT Projects in India, Vol.11, No.3, Dec. 2001, IFIP.
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SIRCS 35005 MG Il Aife (F@ 8 Aey VR (e TR oy T o g i[5y
e A= A AT (AR | AT 27 Projects I &M | Sewd e T afem
G TS (9101 ICT( IR R 1 ACAE | OIS (T (ACF NeGP 3l Digital India ==
e AmeEst feTe Sired KRS TR (AT @ T @Al A QIFeNTS R | (@A
(ST O ALF A (A1 A 11 1w 07 Z-TSCAEHT A PO G T AT
(TR (@R @ ey B(F | 58 Gt P azd e eesicas wiexiazd Jias St (rl A
1 G (@G (7 R AT W I [P o999 209 1 168 - AdFer
ORI Information Society '@ Social Inclusion @€ 3% &fewe, 7 A TS oz 443
ArE A FCeT dF© Citizen-Centric Govertnance 5137 A TGI PN Digitalization @
03! Knowledge Society Al Network Society 919+ 41 784 |

O.br YIS ARCFA

9B GIEE SCADAR o RAW e ORCed 2S5 dolEe AT Fi 1 @
AT SEGAIR & Primary € Secondary ©O T BLACE PICK AN FCACR | QI
(T SRR AT e fofare qrib Ao 2R 1 YA SRS R-5 ST I
s RO @9 SMART Governance-93 I QD F41 2R, (oxf4 @7 [(feq #faf
e WD T 21 93 T AT ¢ IVIAET ¢FF foas W @ (@ B, AT
@ YIRS fafow S 2RTeesr Qs F1 27 1 AMeNfa SRTs 2-rerieR Arefes S 2w
Digital India-9d RF@E AL FA 21 GF9F 3-TOHEE IBINER (FC@ Right to
Information '@ Citizen’s Charter-93 AT QDA F41 2 | SFAF 2-S=H 4 ffoq Toomefe
T R 1 2 | ATHE Ko Oftel AT Troniefe] S F61 TRR | qFMeE GRS
TR AR ¢ S AW T [KEca [Resel F11 =01 gEeiore Ten ReTE e
Government 8 3-7ISTHCFA A1 TN @ Information Society NI TR KECH vt
T4 W 97 QAT TOnehnae feq ot 12 - sficaers, adtafes ¢ efEre A
RO A 711 OIFCed ANMEF Trmelits g €71 =71

k3kokksk
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e T

APSIICHT - IOTETR TP R ST
8. ofii=t

NS [P @ SIEIE NS ABICE Ao I Wi | IR TPl (A0S
TP ARCEAE Manual System (AGF Computerized System-& FoT@R® FACR, IR e
AR MR vifzwl I, RS dearre!, FRHE FIer [l I T2 681 e Al
Tgq o2 efed ool (e AF TR At @i [ qeqR T AR | O RIIER
S0 STALCAI B9 @ A AT G TN Doorstep MK (TR e T 2ot
T (ST ZCACR (@R 8 6T B | OCS (F@ B (@N National e-Governance Plan
I NeGP @3¢ Digital India ALH® Traiel (Few 2R, STz A= fafeq acere Ry
Trplel &0l FECS (MR IR 1 APGIICHL (@ (TN GFMCF NeGP-dF Misson Mode Projects
&feT IBIARCTR B8 T =7, AN Femecas 2-rerweeE #wid [fey sTwe a9 Somel (et
| @ AN (PRI 8 ACY VA Z-OG AT wfera W A el ¢ e
T FACR | IR B-[OEIR IVIANER A7 6w Sy AegelE @ aEwe e
IR | ©i8 G Roid fEn = oo oww ffen @1l (@t sihen @ AR e o
AP Tl 3 TR, Gl APETACT (&FIF Tga o7 TRCR Bl ©F (7l ARG | ATHE
ffen sifa et @ 2 ICE, (o Field Survey, Interview-@9 Ntel AN =
Teefas 47 AR 6 |

12 AAFHNICHR B- TSR AT (@ (@ 77 RIS o Tf= 1 T |
(5) APEIIH B- SR & (@ 8 AT F T 427 St (e 20R?
(R) AFEIRCE - oIS o1 weef & 62

i) ST e-Government '€ Z-TSHCIR W& (I GRATS 217 qCR 6?2

ii) ARG 3-TSTHIA M4 FSAM Information Society TOTH STfd &7 (TSN
2

iii) #AfFoNA B-e Sl FOUMW Citizen-Centric W ¥ Business Oriented?

iv) “fHxICH B-Ter{oor N e T SIealifere g @ el Wead s gl
TACS AR F1 23772
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v) Manual System-& (2CF Online System-& N<[cIa T JRY I qCHrR?
vi) “IPo3Eee Rural '8 Urban SI%eCsTe ¢4 (P19 Digital Divide (R 57

TAEE ANREl Wfe Sebad G Wi 83 fRET@ Primary €@ Secondary $©F
TLACHE FICE AN 71 A AT TR (@ wpg e 71 250 2™
e o Sema cFa @We [y Tl website ®fed TIH T @R, AN
STFFISIE (A0 efefeml ¢ TorToef Wy M TEje REef S w0 2@z |

8.3 APETICH -5 FHE ST :

BIACS (TR B @I T 3-S5 FEHS S (8T 2, (SN AP ASTBES
T ToApl & T 2| O3 GIMCE (F@RA Mission Mode Project-@ad ISAACTR SAPi=Aif#
B 2o AR wfere IS Fare =1 SAFPAACEHT R-oTer AR-9q o1 Toeey
RT3 39 T, - “The Government is committed to build a citizen-centric, inclusive and
information-driven welfare society to make the public services available to all sections
of the state in a transparent and effective manners through e-Governance with use with
ICT. In this direction the government has taken up extensive e-Governance projects and
schemes in tune with the NeGP as well as sum state specific initiatives.”' G2l ST =10
T, AP AeTifed Nt oI @Wie ¥4 A Fast, flawless and real time
connectivity @« AR (SN &, *[2q, 2P, (T A@2 9F @A Ieiy A |
G IRl SRR ©f A 1 =09 |

APOIACH B-oTSCAE Vel ACH q@ 2W,- “Delivering public services in the
electronic format has made Governance in West Bengal more effective, transparent and
faster” | @G =T 2F,- “The issue of adopting of e-Governance in reaching out to all
citizens and delivering services to their doorsteps.” AN e-Governance Projects-4%

& ST RO -
i) To Deliver government services to anyone, anytime, anywhere.

ii) To Provide government services in the form of electronic medium.

1 www.webltechnology.com/egovernance.html
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iii)To Transform the traditional government to good government by making it

accessible, transparent, effective, responsive and accountable.
AFEAICT 3-TO5 ARMEINE A0 Ot O 41 27, -

i) G2C - Government to Citizen Administration Includes: Inter-government
enterprise, Control, monitor and distribution

ii) G2B - Government to Business Tenders (e-tenders) Includes: Contract
Management, Tax

iii) G2E - Government to Employee Ensures: Policy Enforcement, Standards,
Accountability

iv) G2G - Government to Government includes- Registration/ land/revenue

services, Hospital services, Agriculture services.

APBNACE 2-ISCHI W3 B W T2 G2C, G2B, G2E, G2G N ©itd ¥Fg (Me
el FET 2 | AN T (FEI TGRS Mission Mode Projects-9 IRIRHR (581 T4 27 |

APoaaera ey 2-oreH s

5. West Bengal State Data Center (WBSDC) -

NeGP-9% fRaqefer fedl Digital India-9¥ CStwriafel IEICTR 10 Mission Mode
Projects @@ State Data Center 9T (SIFE F F& T | AMGAIC NeGP-9F T ST*lj @
Tafers AP & WBSDC ATT €0, AR 61 (I8 FAFTO WEBEL Campus, Saltlake-
q 9RZe1 93 WBSDC-AF & Vision @ I TW,-“shard, reliable and secure
infrastructure services centre for hosting and managing e-Governance application of state
and its constituent departments.” > AT eT® Department of Information Technology
and Electronics, Government of West Bengal (DIT&E, GOWB) f@reifG FfEF NeGP @
VAR (531 | West Bengal Electronics Industry Development Corporation Ltd
(WBEIDCL) @32 National Information Center (NIC) T©F FeBE AR SDC ©F F&
FACS AICH | TS WBEIDCL-9F g R Weber Technology Ltd-9F R #r® whCR,
Tl e-Governance activities 0 & T3 |

2 www.webltechnology.com/egovernance.html
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SDC (9 @FMCP “Key-supporting centre of e-Government initiatives and business
for delivering services to the citizens with greater reliability, availability and service
ability of the government departments” f2G1(3 FT& S | WS Services, Infrastructure,
Applications 29fs Wi AAITHTAT T | SDC-A I+ P& @fel 2el- i) Central Data Repository,
ii) Secure Data Storage, iii) Online Delivery of the Services, iv) Citizens
Information/Services Portal, v) State internet Portal, vi) Remote Management and Service
Integration | 92 F1& @fels JBCHS SDC T® State e-Governance Application@fe <
ABIRCT € SIS (FI T ZCA O ANLH (B3 I | AT, JAN 8 FIFINT FFeT ¢F@
AT A Twoed Fars [ feq AfFe ¢ =T @ 77 T

ffon 2-rer ™ MeF ARTTAT AR A=At o =iy e s @
FIoF FE GI2 T ST (F@IT B RO ©F 2@ 8 7w F¢F SDC | [ifeq Fateral e
@ Siel (7, AT 28X Wl AT OF ARG ©2 (Te 7F 2| @ AW WBSDCE
Disaster Recovery Service Center (DRS) R F(F | & M® IS @ @3 e
FAETBCRR B-71SCHo CWMINGHTE AR, IBIRT 8 W] THIFHCOH IS IR BTACE |

. The State’s Information Highway (WBSWAN) -

NeGP-93 WA &+ [Rfeq B 8 TH 2T FIFIET Th AL g @
FBEF AR F& @ SWAN | @7 Nq T [feq (oen, T2, 9% AEd A
FEFOT THVET @ ATE BSNL-AF w1 [Af®F Data, Voice and Video

Communication 99 BT €2 (AT J&Y A2 27 1 WBSWAN-AF W Government email
facilities (e BAR FAHICHR &lfefb Wzw feies® w1 «ff National knowledge Network-
G S0 CIAITCAIN (AT ST TG I& R A | AN Pilot District R €M 98 WBSWAN
A1 R24f0 ALITICSR A (TR AL A G Network AT NPT oS FCACR | @7 T
F (FErred A doft (&t w8dlh g, LS AT fofeoxm 8 woesl amsiwTs «32 s2efd
frefatrsfeioa e Aeee gem e

e Bt A ey Taaifa [enem W itz Wte WAN A1 Wide Area
Network-@¥ €T SWAN & 3¢ | [Afeq State Level Officertts e Video-Conferences '€
Data Transfer ¥C AP foy wixefers Q@eiefd i SWAN-@3 st Nation Wide CCTNS
Projects @¥ WKITT &Y woo-d @M 2IfeT= RPN SR 2{feT= BT 70 A A0 |
A 380f678 (I Regional Laboure Officer SItMe TH~Wg SIfLPIIHAR A3 FLAo AL 8

3 www.webel-india.com/swanweb
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S VI &V F(F ACF | GOIF2 SWAN-9F T4 fea fafeq saaifa et ¢ o 31a oo
A A TSI A TG AR, T AR (FQR B (S (&I e-Government Projects-
O ABAE TSR (TR 8T |

©, West Bengal e-District MMP -

APoaaeare oy B-To0e MG NeGP-9d MR FLF Government to Citizens
(G2C) ™ THF ST =& WB e-District Projects, JA 7R Swiel FAPIH APl ATCI1
(TS #AICT 1 Gty IT 2T, - “e-District is a Mission Mode Project with the objective of
making the state’s services available to the citizens through a computerized system. The
services may be availed of through an internet or by visiting any CSC or a Kiosk. It may
not be necessary to visit the Government officers for submitting the application, knowing

. . o (o . ’14
the status or receiving certificate/license etc.

WBDIT & E-93 @4Itq Webel Technology Ltd (WTL) €% e-District AR IR
AT T (W @7 e Ty ReTE I =W, “Provide Government services online for
the citizens” | G A€ &1 =, “To provide easy access to Government services to
common people, especially the people belonging to Scheduled Castes, Scheduled Tribes

and Women.”
AN @F Ty SEerele 29 -

{) e AGTo! TG ALK & District Administration 8 Subordinate officer-43
TS AL A

ii) District Administration-a3 WX FIEF TS AfGH A |

iii) 2-TSHGE T IT ARFIIACE TEFH B e T

iv) W< T SR 6 IT Sector(F ASFOICT FITE A |

v) A Single Window G2C e-Governance Portal-49 ¥j A T AFE I
AT RS |

T &R s20fbwe @ #ifaraar (reat =W 93 Portal-a3 W M “fvwcr ffen
District &fIC® 1 Portalfs State Data Center (RAITAFAI Fw@ 1 Yo ARFRNIC T T
Uninterrupted availability, Data security, Accessible through Internet/SWAN, Single

4 www.edistrict.wb.gov.in
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points maintainability @gf® RER SDC MR a1 €2 e-District Projects-ad e

AlaE s 2, -
i) @ (¥ Internet/Common service center/Koisks-@ ST FW! 2lledq 787 |
ii) @ (FICA 409 QAT A Status update SMS 8 email-Aa9 L HCH ACH
e AR |
i) 7o o wdle FWATE ¢ e ToF SRS Wtqw Tl IR Online-9 |
iv)  Digital signature '@ Online Payments 9% ! FCACR |
V) Last mile connectivity at end user locations-4< A1 =11 27 |
vi) @9 Wy RTI A @I AAfeaan e s 3w
vi) @ (P9 AN @3 Online WK “NSA Certificates save 8 downloads ¥4 I3,

vii)

T 8XQ AR AMehq 79 |

WB e-District-99 W4 @ @ 1 Afdc@ar (e 27 o 27 °-

District (Certificates) - Income, Domicile, Local Residentail, Permission for
delaied Registration of birth or Death, Distance Certificate for Students.
Right to Information - Redressal of RTI queries & RTI status tracking

Public Grievance - Grievance Redressal

Registration & Stamp Revenue - Issuance of Certified Copy of Registered Deed
Land & Land Reforms - Issuance of Certified Copy of RoR, Issuance of Plot
Information

Laboure Department - Registration of Shops and Establishments, Renewal of
Registration of Shops and Establishments, Building and Construction Workers’
Beneficiary Registration Process etc.

ARMS department - Issuance of Firearm License, Renewal of Firearm License

etc.

TS @ @9 Y@ e-District Portal-ad LT 216 TV | 3-TSHEE Srial

3CTE G @ Governance Practice Y& R ©f 2+ -

i)

ii)

Improving the efficiency and effectiveness of belivery of public service
electronically to citizens at their door steps.

Exechange of information with citizens

> www.edistrict.wb.gov.in
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iii)  Improving internal effeciency

iv) Reducing costs or increasing revenue

V) Re-structuring of administrative processes

vi) Utilizing the pillars of SDC, SWAN, CSC optimally to deliver the public
services.

vii)  Formation of District e-Governance Society (DeGS) with a District
Implementation Committee in the all the Districts.

viii)  Deployment of District Project Managers and District Technical managers

for smooth operation.

A5 e-District Projects-d AFETA & “F63® FEFE FFS =W - SKOCH
ORDER-OF-MERIT (Gold Medal) 034 & Technology Sabha Awards 03b of Express
Computer for Enterprise App Category for WB e-District MMP | ©2 BTt Af-aa
SifTEaITe Wi G2C F=oRE AIR CFi@ wFgs)d O IR | U2 AFET MW T Manual
Application System (G %Il Online System-U% M ST 20 € IR TR, A AP
Digital India-a9 A Y9 AR |

8. State Service Delivery Gateway (SSDG) -

SSDG eTe fafen Fife oo #If¥eaal 5iew® KA State Portal-«¥ ey Teifes
TGS SIANCTA (AT 6 | State Portal 2& (Ahod N MFwe ARCIAT eMIA Single
Point Web Portal | 9FFE Portal-9@ (T 7Fe1 O 2w« F4I =3 ©f T4, i) List of Services,

ii) Respective Governmnet Offices/Departments Providing Services, iii) e-Forms -
Electronic application forms for various Government Services which citizens can submit
online | SSDG ¥Z el RAQ TIMFCE ©Y (M| ©F A@MCTA Acknowledgement/Status
APf® eMia T ATH | 92 Projects-9F e (MOIA FCA DEITY | &l 386 ffeq Resm
o6 #ifEa1 emig Fed SP-SSDG |

A% Projects-9¥ W& TS0 @gsjd ARCIAI 24, - Application for Merit-cum-means
Scholarships for Students, Application for Ex-greatia due to loss life asa result of natural
disaster, Application for Micro-credit Scheme for Self-help Groups, Application for

issuance of Minority Status certificate, Application for Infrastructure support to reputed
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NGOs running educational projects for the development and wealfare of minority and

Application for scheme of Infrastruture development for minority Affairs etc 1°
€. e-Governance Initiatives in Land Records - (NLRMP) -

Q00b A OO AIRNAS Department of Land Resources, Ministry of Rural
Development @I The National Land Records Modernize Management Program (NLRMP)
TNF 6 Mission Mode Project (3, T & Srw=yy 2a1, -

i) Modernizing management of land records
ii) Minimize scope of land/property dispute
iii) ~ Enhance transparency in the land records

iv) Computerize digitization of cadastral maps.

fafen st Sheafers @ At Gls, &N 8 eime age e e ¢ &fey wfy
@ W A @M 77 ST A G2 ARSHA (e T, AL 7 gAfecary w4 ¢ f&fow
QT TS AT DA FAl GG I | 9-A(€GRA software-GF WK WBSWAN
Ao s @Reer e

Y, Common Service Centres (CSC) -

(™ 8 Gy AIPICIA (@12 STj1al Al Integrated Mission Mode Project 2B Common
Service Centres 78 (S[EA FA I =W 008 AEE NeGPCS, IR T &1 el 0= arslel
G NGRS AR 8 TS WGSR WA | Private-Public Partnership @l @9
JREAACTA (531 e R 1 03¢ AT e ANALNAS GeIF G2 CSC 1Y (ST & CSC2.0
Scheme (V& T, T T 055 T T .¢ T ANARIICS TFS GF6 I CSC T
(STl RC | T e-Service-dR AN Government to Citizens FFCF J7p FACS G Trazial
VAT Ao | @ T T 29,- i) A self-sustaining network in Grampanchayats, ii) Lerge
bouquet of e-Services through a single delivery platform, iii) Localised help desk support,
iv) Sustainability of VLEs through maximum commission sharing, v) Encouraging more

women as VLEs 2®f! 7l

AP WBSRDA (West Bengal State Rural Development Agency) @2 CSC <sfs
@A FCF, I oY @F@| i Ao 1 93 cscefR foqb S AWIRE @l A, i)

5 www.webltechnology.com/egovernance.htm|
7 http://banglarbhumi.gov.in:8080/LRWEB
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Village Level Entrepreneur - 3l ALTETO TS '@@'CQ, ii) Service Centre Agency - Il District
&felce (74l T, iii) State Designated Agency - Il AEHEMRICS @A AR | CSC-9F < ey @I

Good Governance-9% @™ €5, o« Equal opportunity, Human Development,

Empowerment, Income/Empolyement generation &gf® 78I+ 23 | € &1 Tor*lj T, - “To

create a low-cost vehicle for government institutions for easy, direct and cost-effective

delivery of e-Governance services to the rural citizens.” 9R®I8 “To provide a platform

to civil society organization and NGOs to reach and communicate with remote and

isolated communities.”

YN (@@ 7 @ T SAE dvie F91 27 ©f 5@

i)

iii)

iv)

vi)

vii)

viii)

ix)

X)
xi)
xii)

xiii)

e-District services - all services including Income, Domicile, all laborer
registration, RoR of land records.

Education services - IGNOU, NIOS, Skill (PMKVY, RPL, PWD), PMGDISHA,
Cybergram, Tally Certification, CAD.

Election Commission of India services

Unique Identification Authority of India (UIDAI) services - New enrolment,
correction, Card printing, Best finger detection, Seeding.

Passport services, PAN Card services

Banking correspondent (27 banks)

Pension Fund Regulatory Development Authority (PFRDA) services - National
Pension Scheme- (NPS, Atal Pension Yojana), Pradhan Mantri Jeevan Jyoti Bima
Yojana (PMJJBY), Pradhan Mantri Suraksha Bima Yojana (PMSBY), Pradhan
Mantri Shram Yoji Man Dhan Pension Yojana (PM-SYM)

Agriculture Services - State Fasal Bima Yojana (SBSY), Soil health card, Agri
equipment requisition application

Health Care services - Consultation, Pathological test, Prescription Medical
dispensing

A State e-District/SSDG services

Electricity Bill collection, Insurance premium collection and policy

Data Card recharge, DTH recharge, Mobile bill payments and recharge

CSC bazaar - e-Commerce/Shopping

8 www.webltechnology.com/egovernance.html
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xiv)  Brilliants - Medical/IIT/Banking course, Online training

xv)  Swatch Bharat

xvi)  Travel - IRCTC/AIR Tickets/Bus bookings

xvii) Nayamitra (Development of retired law practitioners at village level for
disposal of courts cases and legal Aid for poor people)

xviii) Rural Broadband connection through WIFI - Choupal Projects.

TG T (TS AR Wi S 2 CSC AR N ATS OUMW (FF @1 49 T
e i Afowaee ey anse o e af% o ¢fite (rear 789 2@z | @9 T
Objectives ©I8 Y9 @G - “To create a significant and casting impact of rural livelihood
in the areas of empowerment, equal opportunity, gender equality, social inclusion, better

Governance, employment generation and human development.”
Q. e-Governance Initiatives in Agriculture -

PR MNG® (FC@ 27O N TOICAIF A0 AGRISNET-G Sopisl (eq 27, 2
SIS IS 2A 1 AGRISNET Portal oo Y Fewr® REca Moot ey o2y
i @ I emi B 1 APDNIT AP AR e (Feq (I g Tl @R IR -

i) Generation of soil health card (SHC)

ii) Registration/Authorization certificate of Manufactures and Dealers of
Fertilizers and Manures (FERTREG)

iii) Information System on Quality Control of Fertilizers (FERTQC)

iv) Registration of Seed Certification Agencies (AGENCYREG)

%) Seed Testing Information System (SEEDTEST)

vi) Pesticide Testing Information System (PESTTEST)

G2 AFEI N4 W FISWA AT SR-ACTE CFC@ ARG O, Tivg e o1,
TAER Fo T oW I 2| U2 MFG ARG 02 #1eq AW www.wbagrisnet.gov.in-
q1

. e-Governance Initiatives in e-Panchayats -

ey FEFIEE Panchayats and Rural Development @19 e-Panchayats Mission Mode
Project(® (AT ¢ 1 A= PO ALNTS JAZBICE Grampanchayat Management System

° www.wbagrisnet.gov.in
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(GPMS) Portal-4% @il A& T4 24 Online M4 RO 1 G AFE IO 0 2l F4
2™ www.wbprdgpms.in-a3 W<e | Ae aft @R @3 ooy, T8 At @t daw v =@
2000 AT TEH 28 AR GFf> GBI AL GPMS o+ BN 1| @7 o Sy R e
¥ - Standardize the accounting system of PRIs and to make account keeping easy,
transparent and comfortable to the users'® | @2 GPMS SR AL Tace “Afcal e
T 8 T Certificates, /e Tax (Land & Building, Trade) 29f® awx “ifacaar eme e

(&l #ifeam 8 #IeTe FANOT® Integrated Fund Monitoring and Accounting System
(IFMAS) F] € 21 «RGl 26e IAMere Integrated Panchayat Planning and
Management System (IPPMS) 515 41 23 | ‘Grasso’ A &1liel 26 GIAIRG T NGO 9%y
ST W, AR TANNE AR O AW @ AboTo! I T | AZOI T STiel &=ee
L G2G 8 G2C TS b FAIF (58 41 27 |

AMSNEHE Department of Panchayats and Rural Development Portal-9F @l
LTS GG IO © emi Al =1 [feq Afcaaere s RReTta National Rural
Employment Guarantee Program (NREGA), Pradhan Mantri Gram Sadak Yojana (PMGSY),
Rural Housing (IAY), Indira Awaas Yojana, Pradhan Mantri Gramdaya Yojana (PMGY),
Anandadhara 31 Self-help Groups, Social Security - BPL &g R ISR O &W 3 |
e ST SfEFIE A RTI-9F [eas I9ghe 7l AR 1 AfR{Fod www.wbprd.gov.in @3
website-& IS FRGFG 2-7OCHR ~AfRCIAT AleA T |

5. e-Governance Initiatives in Municipalities -

Urban Planning and Governance 9G4 STATA Soos TN ARG FAFIF ST (717
ql Kolkata Urban Services for Poor (KUSP) Tty #f@fow® | «ifiqma *xaiete foq ifqcaaiore
AR 2qwiF =R AT Taa IR A 2 QLI | ARSI Mission Mode Project-4F &=l
e-Municipalities *ITG Ol S 1 2 1| @ N4 M A9IEHCE e-Payment, Birth and Death
Certificate, Calculation and Payment property tax, Trade License, Building Approvals,
Grievance handling @%f® online-q3 NN T 2Wia F=1 =21 M G2B TR S
3 WO (581 FA1 2 | IS Green city mission (16 =, I & ST “To meet the

growing challenge of rapid urbanization state government wants to build environment

10 www.wbprdgpms.in
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friendly, sustainable, lively, energy positive, IT friendly and safe city.”"" 4@l 711 Szl
BiEl Municipality @26 3-SR AVIREL (581 I 2 |

0. SMART Card -

T PN AP SMART Card-d STjlel (13, WK N0 A=A (FCQ Driver @
Vehicle -9 3Fe] ©F AFCE | SMART Card 21 A small electronic card, resembling a credit
card in size and shape, contains and embedded microprocessor’?, T A FAIN® @I TG
A @R AR A Al ¢ P I A

3. Road Transport -

@3 ¥ VANAN (Vehicle Registration System) 9% WG Swyisl (A 2T, A
www.vahan.wb.nic @ < &dnlq FH1 2 |

G2 e TATANG T (FH @ ACyY VCAF (G Z-TeG1 Afi-a3 AR we T+l
Siel (6T 7 e W@, @F9 - Commercial Tax AT Certalized e-Office, Easy doing
business, Crime and Criminal Tracking Network and System (CCTNS) @¢fs @21 qziers
ffon @ T4 «FTF (@R 8 Aey ARCIA Online-aF N<GTH (e 77 ATE | 41, 715y, I
TP (FC@2 R AR online M WHHE (SN =W 1| FC Digital India TS O &
GAANE T online 197 T (M 20 1 (FeIq it [fen sifecaan 77, sirnenfsr qpefe
(A8 WFACE @0 Cashless Society-97 Mt @i mems elResl @Al I 1 ©& G
AEE 2 8 FGUCE 3-S5 T (SR &%, TORE N4 FANNF Jor ey o
sffeeitsre 27, A Toitare Mol Mds wefrees oweg iy e 2 s A

8.9 “AFSTREE Z- SR TP

OIACed WCol APSIIre BT AN WG T Pl AW, AR AN 2 @R
NIRAR & STl | 2IFETAT QM @FF 200 AER NeGP-93 Sl IBIRCTH (531
391 27, coxf o ey witeys (o swifa etole Tl ST scheme(® online S
AFe HAfRCIAT @M @ Slel (T 1 @9 Digital India-«9 ffen M A= w41 =3, (o
fafeq IT Policy @ Vision (631 &1 ©IZ I AR IIMCE @ (TR € AU A1

1 www.wburbandev.gov.in/home/e-governance
12 www.vikaspedia.in/e-governance/states/westbengal#section-3
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B oSt AR VAT O (ST (A, AVWCE (SR ICT ARGFIINTS SHIAN IO (BB
@ T8 W3 e TR ¢Fe@ i T AfFEtEe 23

APSIIHT B IS O ATAbAR & Yoo ¥ Government Report €
Ao Primary Resource-97 o7 o7 41 @R | 2lAfNF T RENT ©UPRATRA &
A@he 2GR Interview 8 Focus Group Discussion(® (AT (e 2% 1 ey @=6t#@ Demand
8 Supply ¥ WFF AET AFRIE FAF &) [Fg eFel [diae T4 27, [ IFaenFEs
AT fofers M4ifas | @A Interview IR & UFWE TP i T 2-Tc+ o=
T i IVARCTR A IS, S A% AN F & 7, (SN (T2 WA (97 SoTSrSI
Aere B I 21 @3 Tofrere! Al AGEe S Wi [fon e WX ¢ o e, TR
AT a2t I 1 AN [fon 2-orewte «ffst Iearg T& o e Tee sUfa @@
3l Common service Centre/Kiosks @9 ABEAFMAS Interview (TSI T | A=RGIS (e Self-
help Groups 8 NGOMR % ¥4 =1 21 ey (ol fog Teifesa & Focus group
Discussion 41 ¥, e ffeq spniefr ot wioes! wical 3w A

Q3 @5 Brag w4 M ©f TAZ#F F41 I

Respondant percentage

Others (NGO)
Government

official
Kiosk operators

CSC operator

Common citizens

= Common citizens = CSC operator Kiosk operators

Government official = Others (NGO)

a® Interview (TEAR &= AMHAICH O QLTS (02 ('S QAR QNN Y
fofers | AfFd 28 AR FIFa, ALFATSH, TFAR-L, (AR 2gfs FER A=A A,
Jrvm, e, @HRER, AN @igE aefe @er g e wifESiEs, T e csc
Il KIOSKs 4% AT Interview (16T B | OF AIRE I CFC@ T2~ J3 [$7 aANALRTS
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G (@ PG (S T | U8 TSR Interview FAF CFA (I Fg LNCF ARAETS
o fofers e =1 @2 eefe SR M (AF AS = - i) Government side, ii)
Citizens side, iii) Common Service Centers/Kiosks/STMK, iv) NGOs |

2 AYRER (AF @l SR fofere @ ifey 2-ToreE W Aled IR 1 G e
wies e Literature review, Government reports '@ 2t Interview @11 ffes Tewiafrcs
fofze wat T3, T 2+ -

(5) 4IRS =0 (Conceptual Problems)

(R) BRI T30 (Implementation Problems)

8.9. NS FAFY! - 22w TG o 2R R[feq q=el ¢ o7 ffeq
e foica aeeToe a1 20A0R, (68 G2 gr=elis 310t APSAACT 2-TSHCS S AT '@ ABACT
W A1 (A4l A1 R, Heeks A Actual and Reality Gap TN Sxaa#le (e*R (2ifFce
AL FEEAC | @ @A B-reEeE W feAt e qwe - i) OF T e A
Constitution Part, ii) Manifestation of Information Society, iii) Citizens Feedback
Mechanism | @3 To% Fefed & 7% 29 Good Governance '@ Knowledge Society 7154
Fdn

) B-oTSHER WS e @ ARSI @i T (AR AE, IR QAT S
AT TN B-5TS{51 8 e-Government 9 N ATFOILI ALF Fa1 7 11 ICT A T O
(e &R @V Government-AaF WK (AT T, (T2 Governance-Ad NCHE M2 A | €7
TAFACE AFS Al FACS e-Government-a3 ey Tt @9 (e T, (93 Good
Governance (F SIAS A SN I NI 797 SHACR FCH 3-SR Sglal (TS 2 |
2 TS Government 8 Governance-4d R *1fFA OIS e-Government 8 2-
TSR 1< e 1 58 ©lRre ol AM6aRerE cFae (T2 ~Nd/E ewg A Meq T -
TS AT e ST 32 731 ©iR NGTAS Al Constitution Part-aF (Fq o €=
ST (Al AR -

i) e-Government '€ 3-TSCHFE N Ay N F4,

ii) ICT 9 Electronic ARPIOIIE Governance-dd (AT @ wFg e,

13 R. Heeks, Information Systems in Developing Countries: Failure, Success, and Local Improvisations”. The
Information Society Vol. 18, 2002, pp. 101-112.
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iii) Inclusiveness @3 (JTF Service-97 ¥Fg @M @S |

& S 27, e-Government '€ -G T AL 01 | APGNAEH 2-2SCH0oT
e T 2Tt <=1 23- “To delivery government services to anytime, anywhere, anyone’
qR ‘To provide government services in the form of electronic medium’ | G @A A
@, IT Policy-9d & o7 2e fFOIa st a7 &) FIFERCE electronic G Q1A W
FCE (O T | FCE A FAF @ e-Government ¥Fg AT S-SR (AGF | ICT AR
0 IR facea R 906 - G2G, G2C, G2B '€ G2E | 93 W& e-Government JIF(6 esa
oy e B-5/Stf JeT© Government to Citizens WP oy M3 | ¢8 “Foxacs 3-
TSR Vision fRET ©f T11 27 711 wiwrel [fen s=ifa S0l I=1 Jo© 1T Vision A 2-
TOEIA A TS, A Interview (O€ TS RARA Wxy ANFA wfowe ooR +fefFe
| S SACFE VOIS B, FIFACS WS Y& 797 T (OIeT1R 25 R-TSC{(o79 o1 e |
©IZ qEloTe AL @ BT ol wmedfa AffEeE g% I 1 T Good Governance
AT A4S 7 |

faSw I8 AW = ICT A Information Technology(F APGIACHA 2-TSHER T
ToYIf @G (M T, Governance-Ad [IFgef Sof @y 217 911 QAT WBSWAN 3t SDC
1 I 4FCTR 1T Sector-@¥ P11 e 218 O Fpifs) PIee ORI AR T, O Geaieea
QLHAZCNT 89T &g (AT 1 | QAT (G A T T Sectors (F [FOICT IS @T{ﬁ@i 8
W 4 AN, OF @ 8 @12 TAEF (ISR «A0TE Vision (009/203%) (eq 71 F8 2-
TS IR &Y A Governance AGAE A FAIT o SEH Y92 I (A [T | ©IQG!
STIHR AT (B3 T T | TCE G GFF @ Good Governance IBIRCR TR TRCE,
S TroifiFs 271 O Aiewd PR SN F@ A, “Putting ‘e’ before the Governance” |

PO AP IR I AR, AT B-SrHeR A derad (@ wifieEar ey
oy o, ool ANfee wexiazer faa® @Fg “I" 911 UNDP A World Bank-@3 <=l
Report-& 3 TTe (HefIre 2-SG {79 VIR CF@ Citizen-Centric Governance
TN @M g SR A | (@RACT vt W R, g AREE (Services), TR
Citizens Engagement | o8 ~Foaaee Popular Participation-4 NI45¥ RO @ Z-rowi™
AR (72 1| TR (P Wocas ~AfCE! e e (a2l a3 1 i Gt G2C 1 26 ToRI
FAfEw, ©F (AT G2G I G2B TEF @M A 1| (@ (@I AT ¢ O FIIFANS fmgees

14 Dipankar Shina, ‘Development Communication: Context for Twenty First Century’, Orient Blackswan Pri. Ltd,
2013, pp-125.
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Gy YA NG AP AP | THAW (AT Mo 6y ey Koy Soapist feers Ao
(12 i Sfera QNG (1 LN (72 | T Popular Participation T Grass roots Mobilization-
Aq CFQ TRl SRR |

G ST (I A0 YRR W (A A TIICAT P ([P WA AW o 77, A
AT TGS QFNTS I FCACR | AL Weq S (@ AR oy (771 ¥ 67
Respondent-@d SR 3-sfer3 W Rl @ ‘Facility’ REWI 00 ¢4IF|1 TR 1 ST WA
AT (@ 2T-TSCHR T Ol (@ AAFRKCIRT AR, ©f FASIA S 1= A Facility o1 g
IR SR Bl (o Ot (Wl I 11 Py alsizes Sifssfiema W, Wy 3-
T A FACe AT ¢Sl qEad 20, & Fore THAgs =7 ), 68 @an ¢ ey FRIIEE
T R RIS GTE SR A ATTAIETS AT 11° ©f2 B-TSHC 61 1% @ Popular
Participation in Decision making Process I Social Inclusion, ®f {3 @61 (A=l T =1 1 G
AT ST T | (AN TSI GTHCE I W, (ST Soltld S @+ ifacear s
TSR (741 TR | ST SRR TG FGOTS! /07 A WHAZCEAT (FICA (O Z-of@eetar #Aferfsy
APFIEICS A (AATS 2SR T ©f L 23 |

ii) Manifestation of Information Society - #F3R% TR GHfb IT W=
T A =Y 24, QA Information Society TR STeiNE 2-sret AR (Fig oy
@S W I, ToIf AT sg e 27 | BN Srnel ©I93 BT T4 AT,
4 SR Free flow of Information 9 JI% AR | [5G “APSICH @12 RN eI (Al
T 1 G R AR iR NS et (i o ToId AR, (SN G2 e weeieta
M AHOTORS O AR | AFSIIHCS IT Policy (2012) Mission fREC 9= &3- “To provide

seamless and reliable citizen-centric services and Information for the public, thereby
enhancing efficiency, transparency and accountability in Government.”'* &8 w=®

BT (O (FICA Sewgiet (Al T 1

Qe Right to Information A RTI Act 200¢ A 7f5e 2T, S 726 B
o (74l AR | SAFGREE [ifey qaeelite O REw e $@ @2 IR SEaies T (F Lake
of Awareness 93 [T € TIME FFFI AGFIREAER (AFS RTI-9F TP <A@ &1
qY 1 GIFGH AALTTS Executive FAF 16 24, (13 2GICACS TAGFAT (F6 RTI FE @S
@fY | (FIETHG MGNREGA T8 @FR (741 AW, A9 T4 Aeiafoss [Aa F1-e a1 @3

15 Interview by researcher, 30/03/2019.
16 West Bengal Policy on ICT, 2012.
7 Interview by researcher, 03/04/20109.
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@ AFoxaeea [Rioy =6t o @2 I, @A FAOB Ao neerd Aot [eaidt
Frerfed vl *e=el Tt Aeiared [AME (Sd RTI 208 FLF AT TS oexiazd
Y9 N @A AR | (FIENG FFCFCG RTI-GF T GG S (0518 AT Gl (Feq
IR Y2 I | @RS NG WA Interview (S ToIN© RO 0o, “QIH TR SR
@ SO 1

T RTI I @FA@ Information “I€TF GF0 AlGd TGN, ©F UL IR M2 I
I 2AFETHCS | TS 2-TSHCER TS (S (F Information Society TR Sy T o
@A AR 1 (NG AT 7y 92 emie T FA I6 T 1 AR TS 9 77 O
AT MF® AR 02 (2T I, [F8 QT WP 29 ¥ ©F Ao o2 1SR
SEPI | GRICT Interview (0P (X1 g 701 #If7=1%F© 27 Al Information society NI Il
B T 1 @ g AL WD S, S G (FI AU ANFIACFT IR (90T G
(AT A GHRR Ll TR, AR FCE AGCEF N0 O AT A (7l AR 1Y A @t
A RTI-OF LA T90E T SN2 77 | ST 3-S5 TGS O ©2 ANl
7 [/®F Common Service Center-9, qf @Sl IF &I 11 SOlRIel CSC TR A
O TS a7, F1Fe oI T 2R Afowed o] R |

fafeq (@I ¢ ATy FG@ T TR 2FF QU AAN ANANEHTS A 2T,
(12 SRS AT &b 2W 1 1 @IFSIo (@ (A1 T I SIS FASHAI Wl SRR SIwd
fAfen e e SN Bl e e Aeifiser Sif e ¢ T gAifed ederet orl
TR GFME TP SF RIS @ oved, (oxf [(fey ewga -’ sye fRerre
1 A1 T ARSI Information Society (@ W% 7, (o T-sIt+{o1 Trarie < 27 |
Y@ @@ T T (FG A ALTS FE@ FF (@IS (ATF A7 OF ARG O AR 1 |
(R IS m-Governance-G¥ A (NFIBCETA 2317 G617 U2 acx feght sevee! I «hee,
@ OIF AfTNINS Y7 FN G T2 AT |

iii) Citizens Feedback Mechanism - 2-7rSH1 Sta*iare e ReTT @ I8 wes
20 TR Prasazd e s afsiat awm 411 78 «Foaaeet 2-Tew@ee T 3
@ (oNw 2BIF-AATFIRA (I AGCFS NS T T, A 7 AfSfer s wee 76 | e
FSCT AeeAoF (F-Fe9 8 AGASS (TSI accountability-F SeR e e 1 ToI©
YFCEG, MY AR AT SR TG T TR NG FCE | AEFE W FEG A6y
Feie i (F@ AGod T e A Rl wet, 7 dfs gelfe ¢ mrRaeR Sfes

8 Interview by researcher, 01/04/20109.
% Interview by researcher, 15/04/2019.
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O A 1 2ffSfTe W 55 @R BAICS AP (TR TOITS TRIIEd IR 914 CTRIGTR Online
WG ARG, A (N ©CT (M IR 01 Citizen Charter’s I Customer Report Cards «€
ol i Tofrere! R KA WIES Pl RS MR Wy wodif Emef o
SIfFaEe 7 1| [feq Sieetea SHFFFS Interviewerse W3 R @@=+ wfvwes wok @1
Y, couf T Afsdfiema 2 [awe dfs TapiTer (M a1 O AeEd e @
SIS GibeTeld & A ACATSS (TSI Wi ¢ |

QTS @I AR TGS MG 93 Citizen Charter’s AR FboTO WO (A<l
Y, GHUc MY o7 ARl SR S @1 online WK AR =1, @RI (1 =iem ©itg
O Sl SIS (IR0 | ©I% AEATS TR N SO GRS Fieyd o Fifeey @i
ez Sff 2 (A | SR @Rl ALFe AT (IR (OIF AW FAI2 24 (FIETNG JSATSD
R FAE GG WG | G G99 7 I efofare  qeiaios weeiaReel N Aoos
AR G RS NGEE ARE | @ (FI QAT STALETF e A e elfonied
Famreid TR w1 ¢ dfefen emie el o w1 weslq, 9 7= @FS Good
Governance %5 A W 8 FAFACE A ANEATCHE FoToqe, MEaed W afie Fw
SIS |

THTENS T T o1 GOSN I AW 1 93 T [RIQF ALFOR G 2-
FSTACHF NS AT A AAFE | APGIICT 2-71S51 FG Vision 8 Mission 97 (F(@ SAEG
freelets (oNF ey (eT TW 7, @A AW (76 AT A (@A @F9g 2 1 812 Good
Governance-43d AWM TroifFe 271 G2 Fe FIACHS FANNS T JeT (ACR | 93 T
NS FAIBCH CACE, NS 2T FIAWT W€ @I (A T (S N IBATTFIANAD V'S
(a4l AR 1 WK CSC A 7RG NG (F@ @ FIGH AFEAR AGOTolF Tl @ ©f @ ~Afaee
el IR

8.9.% IWIAHF FAW (Implementation Problems) :

APEIACT 3-SR ANAF TEFEEE Fio Oitsl AEsA T4 IF, T G0 GFelTe
AT 8 oD VAT AN | Interview (AGF e O fofers @ F@H ©tel ABIA[ET
AAICE AN FA1 AW, @9 -

i) Afat*® 8 FN&S F (Environment and Social problems)
i) TS APV (Operational Problems)
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iii)y  AfFGAIN® FAH (Planning Problems)
iv)  JNgYe @ Siffs F (Capability and Economic Challenges)
V) ZP{%‘T@ AW (Technical Problems)

i) #farze @ JIfes [ (Environment and Social problems) - *ifst*ors
T 2-IOTHE VARG (FC@ 2L A T | @2 2 GEiors Tope el =0 - (a)
*f¥ CSC '@ KIOSKS U7 ®Ie - #iFosacsra fafen asieest @i CSC A Internet Kiosks R
FUA I 2ES, FE@ O AN ARCIA SAreT AW A1 AF S-SR AL Fepoy GH
TN FE CSC A 2 oY@ @, [F8 o *fieed ger [y wete @2l I 1 e
G35 M2 w=est (OgeTes, (T WM (P online G ¢5t® oIt &l Se Fpsfs qea
@ 217 ORIT! @ e AMF T A RS SUiE (¢E [ @2 (@I AR T GHAFI |

(b) Computer, Internet &gfs A i@ 7w ¢ Wi TTe WTa ayfeq o
fafeq e @At T [y cscef crag IfeTe T™me S fofe v we 5@, FrwE@
@fetel cscee “i® Computer A Internet ARCEAT “16A AW 911 AT Q3 TN ST
Q¥ @ [

(c) IT oo Ted @ I ¥ WS (ATF, @FME IR0 cscefler oAfsie Fead
S WS AT 1T AGwoR WO{ (@9 R, (SN @FFel el M Tpe of
JRCR | T ITF I 8o IRRF S, IR AP T ©I2 QA Manual System-9F @lfe
A Al T (e 1T AveTe St (e 2w, GIeRE Rl I 2R B Wifq R
fafes Computer Training Centerfel | (@9 JIFRICR 4F TAR IS OF TR ¢ TG
BRI fTh (I =180 P aqcaiel (71217 el Acboael Jas (Fea A4l (ALl T |

(d) IT Literacy (= @35 Ty 7w, (ol AGwTe! Aot Ty @ T f[fow
(U @ ACY TIFIAF &0 | 97 Ao [feq Self-help Groups @l af¥rwras Fat a1
28 @ cscee afret (reRE A @ TeEe, OF AT IWART (7 AW A1 @R o
e oUfE F@ @3 Traeefiace «ifte @ 2w ¢ =W AR g SUfE @@ o I
wg e PR =9 9 (eA 2 Website-q Uploads 919 Fitd f6%d1 Jfeaie ©Itd @i
@M BRI (il =11 e Ao Avemew  afs e =@ (g el rwd e

20 Interview by researcher, 21/04/2019.
21 Interview by researcher, 11/03/20109.
22 Interview by researcher, 25/02/2019.
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AL AR (A S I, S 7l HLcs eieie sitra g [Raw g wfewe el
RN @IEA =7re 2 | O S0 Sitnd e o @ Bl e fiece 231

() ~IPOTRCH @IS W AN ST PRI FAR T, OIA [ SCFe (1 |
2RI [ AR A Internet ARCEN O O TP, ©F QIS ACH | Ao 5y
T260E U TR AR s woR Ire | orwiel s g T Rige 7w e =
fafeq wews, T TN AW @A AT 1 AT WS @H FAvoTOF TS (L AW, (SN Y7
VIR VA CSCEfeT PRy A4 s onl 23 1 7@ eIl Sweitd Manual System-@3 Scel
fife) CSC/STMKs Center-4 JFIH QHCS 2 FICSH G | T AN #1E SO, AboToid
O, ATFOHS TOR 2SR IAGIAC 1 I8 A |

(f) SIS YT FACAE I TP 7Y 2@ AR | B AW Computer-a7 ST
R T AR A, W @l A LA SR TE oS | T O W 9T GHCAR
fqore (odl @ | @ & online AR (41T (21t 2AG O GiCe 2R | PG @F @
g T N PR ¥ CSC-9F TR T8 2@ 1% | e CSC A STMK G Wiferma1
AP BLAG A TR, GIRICTE FIGE TS SOl 38 =1 T OFTS T 46 T8
T 2T MR (AR AR WA SR |

(g) FETIHR OIF @M Tt 26AR Tee @3 fifen ot w9y 2w fefowa oam
FAR T, AIQ A AT QAT TG0 FEI#F 27 1 | 7 AqIE ©l2 F4ml, Aax Al
o) rlq F4l A8 AR 1 |

(h) fafen 7eglon © e Mind Set WCEe foTqo & R-TC31 IREATCT 0T (Ml
I 1 Kenneth Keniston & fRECH SETHT w0 (7919 (3 ©iced (2ifiwce f[fen segfonrs A4
@ Digitalization-a9 #TY AL 4 T | I A Y WYF dFfea I 4o
ARl (R AW @I AR TS QPR TS (RS BG4 FwA | A

¥ ‘For changing any system, it is very first need to change people mindset whose are
involved with the system’| @ IM WALEOR 1 AT T4 T, O ToI 93 7T
A7 FA@ N1 SR ARG @ [ AboToR AT WOl | 78 IWE@ @2 AW Ted g
AR AN A A8 Ol [FIS! & CSC A Kiosks @ @77 fqoalet | S e @3
AT GG TS R

ii) TS F (Operational Problems) - &TANTS F3 ICT-9F VAR
CF0g wPed G AW, T F-Ter IABIRCTT A 4 A4 B e AFowaen ffen
Interview (ACF Q3 CFCTF T AP (AT 2SN R | TN -
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(a) =T 2 28X Q T AREA (S TF ATHT AN, 8 AV Wl IR @il
S AT CSC A Kiosks-9d To7 fToa¥el Ot @3 G121 A1 Interview ¥l 42 &R
TR T8 B O (@IS @Al T CSCERT 3051 (AF @Bt TR (2 ATE, A (FiLde
b0l (ATF SBT W32 (B (ATF bO! OAIY (HIET AT | FCE @O S FoCad T 9% AP
I P Frerelire @i 271 Tga AT TRETe! AR ARE ) S THETe A G356
T QI I |

(b) =¥ sifa=med Help-desks facilities 1 QUFRS F5om dl A1 f[{fen sweife
GIfFITF T I69 AR TFICP ARG FAK &0 Help-desk NHIZH TR1F TERCR, @AM (AT
SRl SRR O AT | TG A WgEE @ @@ o Aveder weRk weid oFl
IfFIfFma T2 IR 1 FCE AN 8 *12F 74@3 Help-desk-9 72T S I 1 e ¢Fe@
Q3 I ST @ @R AR

(c) *fie affrFdeie e avneRl FF woR™ @A I [feq @F@ 1 2o
JBANCGIT & ARG ARFFFe AqEa, IR @@ T FF qAo® (e 5 I, Siid
Government Policy®fel 3=/(F @ifea2e AFce 203 1 oy sze o2 fiig &t@ A1 csc e @3
ST PAFSIR ARl A1 CSC ATBTRma (@eiel Mag f{res esl 6 Computer BC
(AT Y CSC ID 10 P& 6 1 01 (Fm 11 Ay B (T g 1 elf¥ifFe Fare @1
7 AT ©ird @M@ Policy € Scheme F™(F Sfoteor e (4 I | ©IF ©OFAT (&
Kiosk & CS! A Frerele] 0 1 0T J2R W T-1oew 1 ffery 2 =3

(d) fafes oMo Mg @I 8 ST#IFe Tok (M A | I 2 FFSI e [l
GPFICT qBE website-d Sl 2C A One-Single-Windows @Rl FFe Feq AT #I1cq 1 58
7 qY SO APGIRCH (Al T 1 QLI (@ S GO website (3 QAT AP A
2 GIACH 2N1\G WK | WEBEL-GF W& Al e-District website-« iR w2 @ #Afcmar e
(IS o I T TR G | O3 93 RO To(Fa oo Tl 29[S (e 14l
KBl

(e) fog g T Complex Work Flow 2l T1F, a1 siigs Afqcaae xfbe @it
GiGe B oI | 57 AN FAAACS! SAEA SR AR, AN Nl NS A A 1 @ Income
certificates (3 AN ANSAF I ©F (A (A A FCF, TCE T0W A T |

TS @B TNl B-TOwH0TE ATITR (F@ &1 T RO (Al AR
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iii) *fR<FEA® FH (Planning Problems) - AT T2 Z-7ISHGE Moy @
LS SEPIC* ST | @1 7F - Planning is requiring from start to end of the projects |
8 “IPowae (@ [Py ARTgITe [ A T | @N -

QO @ FEI0 AT AN THATAH e-Seva, NHATAH e-Choupal, Gyandoot,
F6c® Bhoomi, $EIATICH Lokvani, (FAEICS Friends &9f® 3-7® 3 Projects-9 (& HHI
wE ¢ ARSETS Tl (Ve FCACE, AFBAH (SN (I 2-TSCH ARG (A AW A
ACWECR A1 1T Policy (S BCAS ©f @@l (FC@ Infrastructure Development € &
e 1 P Z-TSEHEHE T (SN (FIA! ARCFA A ARIHA (TS AW A A Gl
RE oY (TR A I (OFRIF (@ AP P 7 A WL 9] CSCef B-
TSR VI T (A wwgld ol azd 31 f[fey «aie™ cscs fpieme @
ey IR TREANOR ¢ AL eI [T Sees «A= T0 1 (S (TR SAFFHE AT
VIR CFC@ FO@ A4 W FF 21 GO G9F GG TG 26 ARANS 1T
Implementation “RFFIT TeII @2 I | ©iF Kfoq AT T-TSEHEE SWyiol (S 28
O IS ARPHAR el Hd 27 |

iv) JwGre 8 wifdF A5Gt (Capability and Economic Challenges) - Fm<jars @
qtaes TP ERf THeaes ewesd ww, e @2iF (eeR f[fen e 338 =71 Second
Administrative Reforms Commission-43 11™ Report @ Raw@ ewg W @dT v 1 @9
K (@ HAPeT P (ARl R O -eT -

(a) MiT@el 2 AT ANLE @ [, A 75 G Ty dfewmz e 2 e
(o2 online WHICF I FAI A AT WA ACF OPEI A 208 | I Manual
System-«d W&y KA #AfHCTa1 (o1®, SR online-« {1 (vite elfstta age Bdl fce
T | HCE NGRS PR 93 g O Y& 209 Sl AIq AN 77 1 @CFICA Certificate-
G & FAACTF 50 BIPI, (I Xerox-A7 & DI, Print out-AF & SobIHI, AFFE TSI
Brel free =7, @eel A1 ol Ry SRS «i@w (@ o1

(b) Public-Private Partnership WGt ARl &WICTA T Cost-4 I s Jfan
AR | (AT Private Center-d WEA FI( AAREEI WIHT & (1 T T© AN (1 PAN
Card-93 &« 495 T Y000, (8 Afoq W @7 oy [fey Wi (e 271 (@12 daobiH!

23 Interview by researcher, 30/03/20109.
96



(IS AT 200617 1 Online N<CH e [ifare @ im wN 91 A6, @ BN NI @O IFICS
A |

(c) faf®8 Common Service Center @fe@ «3fo R T 2, g3 CSC-9F N4 wew
S ORI SR B! 1 AT ¥ O I B0 AR | 2R 3 QR CSC % 2 Py
QT S SR B Jreg | [{foR CSC ARBERmE Ate, O ARl el Sl (@3e
e-District Portal, PAN Card, W4id 31, fafey & oaw Iw 2ol @i ﬁﬁ AN FIF
QIS CHQS MY QT (TRIBCE IR (ST O AR BH 7 W ez | O «fbe «fb
G Tl T

(d) 3-7ST1A Digitalization-93 A 2T Apd TFS wYefE SAfaFOwT A
AT A CSCefeTrs Tof (73 1 SIS ANER ARSI ACH A ©f Maintenance FA1 Y33
TIRLET A ATTCR | BFH® 8 ANEHN ARSI @ FHW AN T ST Ld TS
Byt 4 AR |

SI2 -9SCH(R AVIARCTA CH(@ Capability Problems-a3 FU el A, FIF TS
3 WA Computer 1 FH Electronic ™ 7l PR At 2% Internet 2IRTIAT I279 ol
A AFR Online NYENF IJIRH FI &Y X ACCR | YR CAA (I AT (TS @HT
b R, (ONf O (Atoe Wb el 1 fFg CSC (M TOIN® =#, Ol O Weste GF6! ‘Basic
Charge’ (71" F(s1 Q2 (19 ©ItI2 Free Information I Free Services #IeA 78I 7 I,
[ S e T T

(v) &3f&I® A5t (Technical Problems) - RTFTA! 2-51S51-97 S 2eRTT @Mt
IT Sectors(F el T S | I G Toig 787 weg wwfas Ffoa ey 8 el
O3 HARowReT W A fog STEm (T -

(a) Privacy & Security - I AR Cyber Security &1 JCER 79 (ACF O I |
Online NN A 761 O 2GR FCa W@ wold ¢l a1 R[Sy e Mg e
Cyber Attack-93 FIC 2T | T ©FF J(&® o ¢ oiifers /e o pfd 2@ I | IS
g FC o T4l A KYC ReTR [fey vy ovwa QMte @il @efet | v Hsem
T (R ARSI AN (@16 9 KA AwoTelR A Weete AR AR WAool
061 |

24 Interview by researcher, 03/04/20109.
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LG I & e-Literacy Al AP BT Privacy F=ICF R SSICE, SHF T
ATM-93 Pin S5F SN MA | @94 I8 Internet Kiosks I CSCCo€ (Al TR LK iy
©I¥ ATM, Pin No I Bank Book M@ (M FI& &) | T FAboTold Seid gfefe Jqy
fasrer wreig ol

(b) exfEers =R sore A Koy afae sbaers @ am, a ffew
Government Side 8 CSC Side (UCF TIC® A I @NY - No Cloud Solution,
Interoperability Issues, Security Threat, Portal is Less User Friendly, Lake of Clearity in

Process Design, No Protocal to Prioritization Requirement &Q® |

e Rfeq «@ma Trmefe «FoaaeE 3- oo IS & Akl | e-Government
TS T 2O AEF A (S A, 000 AR AT (T 3-S5 ALEE Tl St
T =W, CIOWE @3 AP Tyl (7l I 6y Boorewt ot @ e-District A fafen
Scholarship, e-Education I fafey wwifers 90T Land Record (AGF Certificates 2w @@%
e (iate (F1e AT CAtTs, ©f FfaTeid ReEaTe K seerer e | 58 E-rewer
WS (AP TETol [ (oNTeId “ifeewe =7 711 Seenibe FenefR q2e @iy Policy
@ [ssues FCCR A T B ¢ |

8.8 Afbace oy NS BT T30

APETACT A 4T 3-S5 ALH@ TS LN @ JBART FAK (@ A 4QCTS
T el Site S 6 208 Interview FAF T6E (@1 g [WWE Sifeq Tem
A | NS -

(i) Ayushman Bharat Yojana I Pradhan Mantri Jan Arogya Yojana - <2
National Health Protection Scheme-@3 Tl (€ B (FE@MICH 05 AT EIHFA
T 1 @R 6 Sowely o oife] @ Nk Sifdeics WEme w1y e Hifieaice ey e
AR e T 1 58 SFoaee T 9] R TG SRS S, A9 A0 9 4He
OF0 &FF AR “TFAA” AW, T 05 (@AF FEFA | T @3 |2 ¥y @ “faear
I @A N TR BIAICATEE (7 I 4R @@ Swiafs #Fosae 3¢ &7, Aoy
FEPICAR ANLCTR SO | T (A (P -1 HATACTA eIt 379 (AF W A (T
AT T Y T4, Al MO AR ool S |
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(ii) Pradhan Mantri Shram Yogi Mandhan Pension Yojana (PMSYM) - 4%
QGG BE] 2 3¢3 (FFAM, 0ds (AF | G T T T, I (@ S du-80 IR
WW%@WW%@@QW (Yo) I Wo0obIF! Pension REIR afewitt emw
34 20| (58«3 Tl AIBIRCIR (@ 1 TG (AR AR APDIICT | /N T 2w, afb
(TG CSCs RS O (I oIt f +Af5leral F90s A 71 e ALEe NG CSCefera
AT 2 AFCS 271 TS AW 29, 2088 AE @EFwel (A6 aqieel A5y AR 93
GHCTR (P (TR SIS BTN FAC M5 1 A FAIE CSCs-47 e e B TR |
QORI N 2e, W @A Wea wosilf efb ePe T 20 71 SAFONeT | T @Rl W
G FACE AT 1 5 TN 2F, 93 @ISR T6 website-d @4Na! f2ed arrm @ =<
QT T ST (A (APGE Fa0e e 11 ax fF @19 cscs W [@eiom 77, o o
(S0 (T TR FICSH AL AGAF AEEE Bl | Q2T O3 (L I GFMCE (FF NIFIEL
il 92 FACR | FiETS, (ARG U LA Q@G A AT 9141 (i ez een, ©iR
@TE CSCs A STMKs-4F ARBEeal ebE R 71 $0d fAres Afed 8 Fomma J[«f 3w
WCoR | 0 FETCARA @ Yo (R AR | ORIG @3 QAMGIB ICHa & *Fne Qe @ siferee
Ry ez 1 @2+ (T3 AR G0 FALE 7 TG (MR T 1 HE Seaneifs @ Sy

QTQf?@ RYIQ (FT-Iey TN ToeTOr I |

(iii) Digital India - 205¢ T %90 National e-Governance Plan (NeGP) (F NG
A A AR Gl FCH (RN & Digital India ST @S =1 GF N 2T-SEHGR
qEe e 3@ 4 T ¢ Aeyefere IRANEE A T 21 Fg [/SH Project-a7 W
ALETE 8 TN (FAR VAR B4 AT A ©f A5 2R I 41 2 | G [$g CSCsCS
@A A AR B9 (@0 AT JANAR =9 Bow edt =7, Ace @IS F=CS CSCs v
AR | T [ CSCs (A IR A SPRA10F I 8 (Fead [eelof T NAreik=
ST ANG A, Al B-2TSCe{o1 Al FHARCTH AL TSAR 2 WICCACR | TP SCACE TG
BECRA, ‘no action only talking’ T |

(iv) Common Service Centre - 3-TSH(E VIR & 00 Al Integrated
Mission Mode Project 2GR CSCsCE AT (SleTa A I =27 | 2AFONINe @3 TWHHCE AN
(AT R00b HE (ACF ©f AVAMR® 2re M2 AW 72q OYNG (F& TG | AU “SREI SAHAJ”
T Portal =T e 2fRCAA 2MIF IS ©F & G T A AW WA IR 1 AR A7
T G 29 @8 e 9k FAE1e WG WO @I Bl #ifeeiey 99 =01 (<91 Land
Registration J Utility Bills Payments ¢ ©f 389 fodl o1 @& VLEs-49 Wto, fofd &
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.95 BT (@I (9 Q3 SIS & T8 TG ST ©f FANITS AT 2 2 | OiF#4= Fie
MW TG MR T4 SAHAJRE 9 @ (F® AIPIE AIOIE VLEMS ACH AL I, O (ATF
Ay g0l Wieae e (TR A ARG 9 N (Frm @ A @RIRE e
TICACENGR @ el STl RIS (S (AT FIer #A1GAN (TS 1 1 GIAF 098 RS CSCsCS
(<% NDLM Project @ISl (o %53 w1 2@ =11 Digital India 2€T™ »F ffen #Afcaara syeams
Ifa qBTr, [F8 ECH@S T AR A T | € Kiosks ©F T CSC IDE JIRAF I
feaIo ea SItme Ie F0 | OIRIT! I TN FMIF Ol CSC DA A1 78K 27 11 |

(v) e-Panchayats - IS ALTAOGHIF WS AR 8 (FC@A A AL Jan FA9
FACH e-Panchayat 70GTA T IE T | EICH@S =1 FNPF F2A e W2 VLE A Village
Level Data Entry Operators %% | ©I(Wd WC® “ICe @ AT O @ (IS
(FIANG FCACR, (SANZ R (A FAN SHAIACE (I AN (&N 2 A 1 (PTG ALNCACS
7RI P& 4 2W € NREGA, ISGP, TW] &9fe @@ ©2 Website Portal-9 Update 91
1 FE G QR (AE I (SN (I [ A 9 ol [fen Awire (e
Certificates @/ Manually W 538! cscsce 1w et 27, fremia S0 B9t SRR
G | ©I2 e-Panchayats-97 SI"F Srwrl Y B0R ABIRCTH ¢ |

(vi) Agriculture - F CF@ NeGP @¥l © 8 *IfHFA AWCAR FA A FCAS, SFF
IRIARE (7l AR A1 FRA GFMCE AR W (FO2 O IR P MGG ©2 Online-9
fCe BRI, O AR FBARE AR @ IR O TOVE & | (& CSCs IR PR
PRCFG AGHS (Pl O el A & (FC ST 7l | G Ao NG e = e
T MA@ Projectfeis Aqe I o (e M T ASATST FAOH WETd
AR (ST =W | A RS FEACAere! @ geite 7l I |

(vii) Utility bills, e-PAN, AADHAR Card - @257e “AfRCIAICS 1 07 (A I3 |
CSCs ¥ AW T National Portal (TF @3 FFa IS ICF, OIS ORI (FA AT (A
g Bl (oiteTs SR ffeq App =11 03 TS WIS @A Cash Back =¥ 1 68 Ar«@e Tgacs
O o Pl A A, I A W ©FF (AP extra service charge G @ BT 771 T
QI GAINed eFersl o7 41 IR |
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8.¢ U AR (AT e Afsferarn Fsres

> SR TP (S e-Literacy KA (o3 (1A Sagiel (631 =7 1, & (&
218 OfF IYRY VIR F1 F w1 |

> National e-Governance Plan J¢@® (9 © FFFIE [FO9 (AF @S 27 1,
@3 WMs e 9T qiey TiRd | «iH el 2ot |

> Tt AR BIY, (@ 92 B 911 Sad o Sl iiiEe w@ge @l of
f o #fea (ite 7 12 AR vy ©INese 51 1 OIF N0y I SIS
@ wee Wz 39 W

> e-Seva Project I 4 ©fSl, NREGA, 3fWdl SRS @SN @@% TS
FUREAY 2@ IR, AGF N O ANGAF (@ Fg 001 (74 IR
Q@ J14F ©el ©IF Manual System-a e =¥ 1 | W8 32057 22 A%eacs
TR TR O AW FA I T 1 FY CTCR(E A I3 0 AFCAS
S TN AR T (Al AR 1 R AR @ AT SR S A A
BN

> fafem Mission Mode e-Governance Projects ST&(ATe® WA @Il Abife® @
HAOHN WETH AT Fiofaeaie (ot A | 31 Q[T @eE #1s3d CFa
Q2T TS YIS o 1 AR |

> RTI R ool A1 OF TSR oI (7l IR | IMS (AN O IR TS
©l @RI (R Ao KR S 20 AP |

> e-Government € 2-TSGIA N4 “14F T4 27 1 U2 7 [F@ AT «9e=
o (Ml IR |

> T o oYfE 7R Sl eMItTd e ATEe AfRE qHiaRd (eNe O
etz 711 e fFg AW cwre g AifdelEme W, ek o
Afsme WTF =8 IREF G ATPTeR WBWH do =ole* NPT “A1eq AR
DI

> fifo Aratafes neER biol 8 (O Felled e el SRR #Itd 24 A<l 2@
WG | GFE AITS VLE-G3 WS, O AF© IA0h (AT A (@ Brpl
QA 4TS online update FACS F& T 1 TRAF GG fsfidl T2 (TS,

% Interview by researcher, 29/03/20109.
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faf®% NeGP Projects-a =i BIFE ¢o% &6 I AMEF ARIHA IABIREH
e 4 2 1%

R, JYFS AR eI,

>

PR AR AT E-TSC3 (F (P ARCIA AWICTR NG 0 W
BISH

JEIRACTE TP T Fia BET qeefos wee gaite @ 4 o
(TOItnd ROl FOICqd FL Il 7 |

CSCs '@ Kiosks-9 W&y (@ #1437 ACACR, ©f @SN SACeTH AF72 GG 1 |
Yo TN 0 o 4 2

e-Literacy-9d &S @eial (741 T, [eaT® A4 [WETR 8 Wi\ NI TG |
Cyber Security € Privacy-43 [R{G roTo oK FCACR |

*fqa9" E@ Digitalization TW AWGTR T SCHA ToF fqoaerel Jia
CATACR |

@ (@ ST &) (WS (@ B (713, FIIE e (A [{feq CSCsc® IF IR
TACS T

fPg WYET (F@ online system ST T S ARG ([0TCR, WA 7y
A offline-a¥ &fe S I (7l TR

TR FEC® ACEACE AGATOF ACE AT @RI € (OB 2V (@I |
Manual system-& SIS TR ML (TS, ¥ (@K PRI CSCs T,
(TR CSCs-9R AR A @A A |

TAES Wil Wfew® ¢ I MPef Jyed NeqEe WS (A ohe a7

9, Common Service Centres-4q @lkﬂﬂ@, -

>
>

>

fafen e ITANE @F@-AEH PR WO[ (7 IR |

FAOR AT AGANST Wl 8 SfTHF B (ALl AW FLAS IS (T AIfS
JBIRCTH CFCA |

THICe iR FREAZ €@ Internet “RTIRR CHq 7971 27 1| OIRot afsia wfe
Bizey frg 1w R~ oo (@iee (@iAe e SR =

%6 Interview by researcher, 03/04.2019.
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(T @ FAEHF A CSCsMF IARY AN Teold [fom s A T=11
R AT TGN 2ANSAT IR 0

ffe e-District Projects®fel TANCS! AT IS FAETS, TH AR (AF IS
AiE AR G Goiel T SPYRLE T AT |

VLEs(ME T AR Soid F00R, F1R &g Computer S (CFS CSC ID
(TS AT | (58 OIMa ALY IS Sl 71, A (@I e 9380 (12 1
CSCs Wifers Ffog 26T, fFree 30z 8 Fwce! “fHEa one 363 1 9Ls qmd
CRERE R CERECERIGIE(cey

®Y CSCs DI A TSIET T, WAE CSCs (=T Wevz | T Ol Ao
T T T (ACF AEE A Folf 8 [FOF 78I 1 @ @ €SCs e
& AT o TEIEAS @M BIFl #[© 2T, ARIF FIE IS ¢ SNF 01! @ |
FCE GENE G AN S N @NF Xerox, Printout, Training Centre,
Tuition oM (A WEF GBI I |

@l e-Literacy 91 Digital Awareness-49 «Iql AFCHT (O (Pl IABIRACI
(B8 A 1 (FIETNE AT < W T8 AT |

(17 A8 Service Charge =1 PRI ffen westet fafen ©ica sTigmEe s (At
B (e =

A7 NeGP-93 CF(@ 2/51F-2ITad IO AP CSCSMR L FCATES! (72l
A 1 (I Il Gy T ©il @il feers #ifsie, o @ % customer-ad
IR GV FC |

QOIS (TN CSCs-AF B AT SR CSCs-AF R FLE NCAE T
T AE, A FCE APGTACT 2-2TSC ABIARCTT AW A2 A |

8. NGOs-(d TfeTs, -

Ffre B-eHeR R 6l Digital Awareness-93 A 47 @F6I NGOs-9F T
A1SA AR I, ©F8 @ FEIMH NGOs Al Self-help Groups-9F (A& #1SAN AR, SR (A @
g Mt Ce i A1 @AW -

> e oo@ wee @ Face (i @A I AGET WG e-Literacy '€

Digitalization-a3 &fs eIl FzC 17

27 Interview by researcher, 07/04/20109.
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> NGOs-93 W (ATF e-Literacy R Tajial (€A =S, B-TeHR [fow Hifs
TR ol (Al TR AT

> AR i RO ¢ Wi AHE FRe G SoilelE IR
(TG SCTS (I ST Ao |

> SR R TER FAeTe SR 71 (AF @ s{fef=re 23

8.Y AIRF *ITH :

e % Interview (AR &y e K=t eI 3705t {6231 <1 Afswifaaoa
S N (@ FEH0 @R SAfafre 27, 2PN 2-Terier (F@ TenE {99
lafe 2= -

(i) SRS NI G O S BIfRW g9 I (R AW 1 G2 0 (@ (I A
T T AR, ©f 97 MFFe Tqama ege @2 AR 1 72 [ioq qeewe o= =1 si=
g We ffey R wimre SNt | T Tomifs Auites AT B3 TR | GTHFE TIIIEA
TS (A0 SR @G THACE ool I T ATAGH |

(ii) online NN BRI (¥ ACAINSTe SHaRY FAI A, Y3 QAR AL NS T
Towed [RBF © O | (@@ AGFS T T, FIIH SR NHS a2 (R ToR
(@A (AN AfEAFS 22 1 online NLIN IEICS T (FE Service Orientation (F R, T
2ot qrwae ¢ 2|

(iif) ¥= WA Common Service Centre @ Internet kiosks-93 & #14F & ©f @i
q1 GG Kiosks-a J Pler F1 A, FLEA IR IR A Internet ARMEACOS I Fiey
A T, 8 CSCs-9 @ AT e 2, ©f (F] ¢ Ay FIFIEE Unique 1D TCHER fofere
eq 1 9B CSC-9F I A @ ol Se @ | a2 4Fell TS AT W2 (712 |
F(E O ©IF FEIS! @FIC Internet “RICIAT (& IR, @I ARG U@ @@ (oICe
IS (@ R e

(iv) FTICE GF0! TC SR WA Digital Afcaal A Fees s fee w9 wwo!
8 Internet AR AFF 77, RIGR| 3fS CSCs/KiosksC® T 1 ATF@ ANY AFE 219S T
Tofg freaAieTor eqesl (el AF |

104



(v) BTGRP B (WA e [ qeey @m- [Kead
ASATSF Vel TN AF TSR L TAFT O (FCRd I Srantel A0ey eAbia-aeEd
CFE A0 AT A4 7T | T Sraepele g 27

(vi) SPETICHT B-ISH PR AV CFG G0 K0T < o7 T4 T, QA ok
[ARCID FC@ Citizen-Centric Governance A8 (Ol FU o1 Y IR ©f IV 41 A
CSCs-a7 N M 1 T8 @B CSCs-9a T o1F JPS (P | Ol TR Ol SeAd e
@ wwg (A | T AoES (Pfeeold KB @ e =@ 28 1 (@ Certificates Il @1
Lisence, insurance 3@‘% T T, TN S ST =W online NN | f[F8 @A T4
AR (A7 ORI A TR (S BT (7 | FC KA (@I ARCIA Aeq I 911 ©ig
TrrejaTs s (ATF Citizen-Centric 2018 VAR M (ATF Business Orientation (Al TR |
@ Trgd ReTE, @F % NGNS oS F B@ld A @ AW, 949 FK FECH online
admission system Q€ T ©F &felt Feeree @ifelt AR & form fillup FACS ¢oBIPI
e ee =0k, @it A AN 7@ 1 @ SARER R (@Uece, 8 O e dpe Bl ee
X

(vii) 2-TOHCTE W& I BT ‘anytime, anywhere, anyone’ ARICEA! ¢olte 7Iea | 5%
@ (P G0 @ AN, AN @i, @R avfe @@ e g 9EE NEee
A QAR RO AR e FACS 2 | T T (@ (DT YRg FCACR O 7 |

(viii) 3-TeC{ra W4 W g «F gqerd 78 T WCR, ©f 26 TGEOIFIA SIBI |
witsl Manual system-G3 ST TSR 0% GHoI FAA 9 20 | ¥ R CSCs
fAfSH Internet S MCIF ORZ (AR T | T OIMF AT A2, (TOTAA | ©f2 Z-TSHA
<) AT Technocrats-A1 @R SfFA (AEF CSCs A FIQ2 WA FCF PG AR G AT
O FIEE T G O fTSaIeT | 20 7oz |

(ix) Digital Divide-93 STEHA! @NF SF© MCF A [foq TeFaoe R Ty I
TR A, (o APONIC 97 9 M2l I [foq et &feq o1 @ -

&% Digital Divide (2T TR *12F @ AT T | TR AT T AIATF LATIGAT
T e fAype, <=4ife, Tt gfor ooR R, AR G TN ARG 8 ©f HeltR | HCE
R (ACF AN W@ Oe (e A JRa (o T CFa | 2 T
T IR @N 9 0= (ouf AR ooy [fey oy 397 qwwg, T4t Frs online
TGEE I AP e e fre N @ Utility bills, online banking 1 (1
certificates-93 AT | {8 AW NTW QTFE@ FAET T o a1 Koo todt 3 |
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@S Digital Divide (71 AW Urban Poor '@ rural Villagers (73 G4 | Digital Society
NI (I AT R AfRra ©f 77, AL wiew A8 T TR AT |

PO @& (71 I/ Rich, educated and powerful AW Haves o1 =, ©ITAR 0%
Haves not-&% | TR cerd (e ¢ atafos Fo=etel qC0= SIwme A0t niz@ma feree @
R

I Touif Gfica AFel, AT I AFEFE 24 AFATE TR el @eTR e IR
TE QTHES O o779 T4 I |

(AT T TR, ARSI N BT Te FAFeTo e Seie) S ACeHa (A0P AR
JER | TFATH, THATH I (AR TR GF &bIF 2T 8 ASTPRIIE Sl ([e 27,
oL APTACE (F\9 7Y 1 T OO WK AGTNS W (ATF APSIACH Digital Divide Al
qA

(x) TSN 2-7TSHCE (FC@ Computer-99 (ATF AT FIE Mobile-93 IR @M
QG T, ©OF A 2R L 7R | m-Governance-F WK N G Tl GACIA ©
1S (A F FCA A6 Utility bills payments FACS A 1 (MRAZCE Internet 2T I
JCH NG T WA 2- TS0 11 s j2iea fegh! et Jia 906 1 @ 7=l oo
eI TS Y R | ©IF (NIAIZE A MG (Tl R-ISC(0o7 ABAACTH (LG SCAPILH A
FF | F8 WEF CSC Project-ad Ty ey F1 78I =W 11 ORIGI &I%6cE AR Internet
ARG AT A 1 FCE CHC@E T AP A A

8.4 T AATHA :

T4 1 O3 AT FAF S AT AP [y 3-s/er™t Aeas Sifeowf Fw aEnT s

AP T Srione oS FE0R | G947 G0 3- TS A1 Toue fanefe foege

A W ATHG Interview(® @R (S 2 data collection-ad O REIE | Interview(®

fafon ergrfa fdad st 27 sRaas aeia S fofe w1 ey ariw o 8 «9e= N

FIR TOTS TS HIe 2 | GFeE AfCadl e | et aifssiiame Ty, «fEa

AR FAIGF A IR, FHMCF CSCs/STMK Tl AT VIR IR O IR IR
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f4fS8 NGOs-93 FIR Interview (ST T ANAF &SR RIS &+ | «+7 [[ifoq Twrmefs
SICEAG] 91 RRCR | (TG 2T AR ¢Fea Reiste Ragefe e ¢ o weme R
SCEADA S AR MRS e foferes iR or# o 141 I3 wepe <@ e
&fB ©ftel STCETD F41 AR | O Interview 0d FAAE e (1 57 T-retit Afifi-a9
TR A DA 91 RACR GR AN Interview (RGP AN F41 eitad wfevwefeg
fese 1 21 9T MNAF S Sl JACR 5L LIS, I o1 o755 2ol St
oreeferd IR Ted o @R 4|

kkskskk

107



AR YR

QAN DA

@.> o
€2 THAATNR 2-SC151 ALEHS Sragal
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.8 3-SR JLOR 1 (AF TN AEHT Qe STl
€.¢ THFAWH (A APSeE FrEdw fam

@.Y LIRS ATHALCFA




X QYR
RIS oI 0K AMHIIR TN THATICN GoTIETe Ao

¢.> oSt ;

oIres fAfSR AT (F@ NeGP Project @fe ABIRCER “Mi1={1f* Areyscas T4 47071 3-
ST ALGF@ TS FAR, VAR 8 TG AN SCAglel (1S T 1 ©13 SRS AKFOIE 3-
TSR 2reld 4@ e 731 [feq Ay a3 eor [Rfey (@ 1 @ 2-To = #Afite sy
79 I (12 AT i) Government, ii) People, iii) Process, iv) Technology @38 v) Resource-
a7 TAF 1 @3 9] ' fcea Td STeEifeR 7 d @@ AR Afed VAR TSI7F T | 3-
TOCHCTR DTG (@ AL I SIACS B-7TSTHTA AN Cha Seagtel eIl AIey 2o SFae |
QT (T (@@ T Citiel ABARA FH A A, SARIHAT qrerEeas Jie B-sreceE Hife
AT T 21 O3 TS U (At W3 At Te W Gfei e e Arepefers
O |

ARFOIE 92 TG AR o1 STl 25, TFHATH (TG 3-SR AFeHFE Q1o
ey @32 T ARl gEM afirt, O «2 AR (efFre AFtIReE 3o Al efm
QTS ST 1, A A 2PN AF© SR @ O A AP AT AL FAl
YA 20 | O3 QB TG T AR A feq 29 -

i) APSIACHR T THLAACN 2-TOHCT QoIS A B |
ii) PO @ TG Al A, S AHACAR At Poife Fehosief?

iii) 3-TOCEE CF@ THATH (AP AP oy Frwdn ey aae 2

AR G AT A & Primary € Secondary T3 SAPAE G Fl FAACR |
TFACR 2-TSHCTA o1 Gal), OF (P elfell a3 Y 8 (FTIE (A Aol AEDal
41 FACR Secondary resource-97 fof6rs | @siamce AMSwer ASfas ST S0 27 Primary
Resource-4¥ fofste |
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€. THATATNR Z-TSTI FLHS STt

OACS (FAITECH T [OR T T 2-TSC51 HeGE NS ez Fa1 2R 1 (oxfe ffen
JCETS Public-Private Partnership-9d @&l Al T-oSto1 #{fe1 (Teq =71 = @@ =i
offiiele AT (OB T 71 @2 TP (Fg [fen AEnE g A MEdr Tl azerE
Cy 26 THATH | QT Saglel (e FARE @9 *MeF7 =& The highly-valued vision
2020 (5555) €3R Vision of e-Government (200%) | Q3 THFAWCHT B-THEE To e BT
SMART GOV @3 TRPI-Ud F el T | FFISIFIA e-Pragati A TFAWMCE 2-7OC TGS
TiICerd 3 B 2T <91 =8 —“The Vision of Andhra Pradesh is - To use e-Governance as
a tool to provide integrated services to its citizens through a free flow of information, and
to usher in an era of Good Governance to ensure transparency, efficiency, accountability,
accessibility and reliability in delivery of such services to enhance citizen engagement as

. . . 7 1
essential ingredients of good governance.”

Objectives of IT Policies

SHAMCHR IT Policy-99 o1 CTw*lj B - “To create a knowledge society in which all
the people have access to and contribute to the body of knowledge.”” @It Sigxa=e e
=0T B W1 Aifon F @ = -

i) Economic Development of the State - w@amee Lo Txea Y& s
Tfexa RETE ICTE IR FA 0 =1 ICT-9F @ Ffos M qacg, ot Fiee sAifaie
JCSHH TR, BT AR, SHACTA AR AW Agfs @ 78, SFHWE Knowledge & @
A 78] | I @8 Knowledge 27 ‘a key resource for economic progress of individuals and

. . . 3
institutions’ |

ii) Reaching the Underprivileged - S&&w™ FFE ICTCE PIC& I TSI
fTReEe 8 AfFa Ngama Tz (TRITS 517, @A = TFER 2MN2if¥ Below the poverty line-
O3 AFCIANS @ Rl (TS #ATH 1 @F & AL Internet-9F AR, IT Fvoae! J@, TR

! www.e-pragati.in/about.
21T Policy 2001, Opportunities Unlimited, Dept of ITCs, Government of Andhra Pradesh, 2001.
3 Ibid, pp-1.
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SRF LA, JIA WA bifewl & defe Sopiel (77 1 97 &Rl 2F® Good Governance IBIRCHI
B8 R 7 |

iii) Human Resource Development - St FHIIF [ifas F>wE Iad & 1T
RS LA 0=, S AN AEHe THI I W | O &) T (Fw, B awy Agfed
A [CT@ e IARLSIE I IO STl (3 |

iv) Good Governance - @f6 IS AT 1 WS, AR g & ITE JIA I (J,
e Aofee 8 JRARET AMNonf® AFIET WYFF TET ©Ffe TOICT T | ©I3 [CT-AF T
AT G2C, G2B 8 G2G 7 Fd Ier ToICT A Io7 2] |

A ICT 26 IS 3-TSCH0oTd IHf6 Feyow QA ACF I 6 I AN, @I
I AR AR @i =1 9

The Strategies of IT Policies

SHAWCH IT Policy (ST =W Sodb A, A &1 &7 2 Information Age-9 FHEHCH
8 IFIACE A W, ARG F@ (O 1 ©1% I 27 - “Andhra Pradesh is one of the first

state to introduce e-Governance to provide services and information to the citizens.”” 3T

s i e s e 8ok (& med = -

i) Developing World Class IT Infrastructure including Broadband Digital Connectivity |
(TBSAF @ FCEENED @A NGACS WA I T ACS AGF@ LT NS F9F A4 I

ii) IT et ¢ aade e aane Sefes w41, qte TH wwrerry af+firs S srew
qE 1 IR AR TP SHACE (B3 FAE | THUCE (@AIFIN SIS TS ST 27, TS
T AN, AFO AT I A FST (@@ AN | TIPE, (@REPN G 8 Toolel AFE (@i
Aol -SRI B |

iii) IHAWCT SMART Govt-Ad IRIRF F41 1 Fo1 2 - “The State Government committed

to leveraging IT to achieve greater accountability, responsiveness and transparency in its

4 Vision 2020: Swarnandhrapradesh, 1999, pp-250.
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business and transaction.”” @ STl &feTe WK IR LA WA SR AT T el
1

iv) Promoting Andhra Pradesh as a premier location for World class IT companies.’

v) Bringing IT into the services of the people in all parts of the state’ | FICEHH G
QIR WA TOICS [TCP FIRCHR F2A I 2 | WA SR RGeSO & [T (F IR
@ TG, (N (A FNQP KA QI T8 2Ae |

AT Il (PRI FICS A THAWMEE Good Governance-ad RFTC= (581 4
1 M R T Sectors-A3 IAFL [T GFX* Z-TSCH1 I TOILT 1 A R-Toe{0ora pie!
Good Governance-43 &% e 7 R ATllFgF TP ¢ wftfod e FWI+7 23 1 ©IF
G AEH T QAR SHATAH AL A¥IAE (FC@ Computerization-aF SRS (73, MRS
©2 8 AR AW 0 | TR 2-2TS(H(1F AV S IS TN (@ oAt (e 23,
ol 2 -

>. SMART GOV : Foundation - S&Me EHEE GF QX AF FH00 @
ATIFIICITS SHACTA & SMART Government-Aa3 F J@ 27 1 SMART-4F @< 24 - Simple,
Moral, Accountable, Responsive, Transparent Government | @<IC I I 100 A Y0 -
“People continue to have a strong voice and role in the governance of their state.” 9=eIS
I _F -“Providing clean, capable and transparent government which facilitates and not
controls economic development.”® ©18 SMART GOV 261 O& ATCAA AAIIEE IFHICAA o
*MCF? | SMART-43 & -

i) simplifying Government - “fARIT @d® NFCF SRS FTEred I (O, TS
AR [CIF JICES AR I AR G2 GHcs I7 F 00 (1R AR Wit (v81 T4l =
QI 2-ISEE RS FAGy FA0e @ 37 | FISIE! ARERIE ICT 799 qrae Ay 91 0%
Simplifying-a9 A I |

5 lbid, pp-282.
5 1bid, pp-277.
7 N. Chandrababu Naidu and Sevanti Ninan, Plain Speaking, Delhi: Viking, 2000, pp-79.
8 Randeep Sudan, ‘Towards SMART Government: The Experience’, Indian Journal of Public Administration, Vol.
XLVI, No. 3, 2000, pp-402.
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ii) Moral Government - «@ft {183 @ FFFIEA Ineffective and Inefficient Human
Resource Management-dd B9F | MW THAF ¢ FLFIAT & FASIEE Wbl Jiad A el
ET

iii) Accountable Government - FRFIEA “fTTANE TEFE FN AN QT IS (A
T (TR ST FA I T, TG G S FGFAT TR | Q0 ©F € q8 ©F Yl
AR AT SLE @ ¥2CF BN TG 0T 609, TS FIFIEE iawe! I 2% | Sy
ICT =1 wical SRiRe! Jfa a1 77 FA 0w |

iv) Responsive Government - €3 O 25 FFHIE FIC& THIOR HHGRATE &S I
41, T effeay wediaed 8 AREdl AWt oIS (299 T 1 QI [Faedd ¢ N g
P @ SRS MO (ST ' 1 @2 developing participatory mechanism and
inclusiveness of the poor -4 S =1 2 |

v) Transparent Government - JRFR(E ¥R FACo ARSHA, FAW I54, Gt
TR, O NI dPfS Al SClel (ST = |

SMART GOV-97 &1 Srw*jasfe] Sahaitnee] B-Ter=0ord o1 Srw*ly 2o (adl =3
Q. TRPI : The Fundamental Functional Framework -
3 sTereoe TIedl he 2 viefb e Sow e (e =° -

i) Technology framework - @¥ & WS 2 ICT(F IR ©ILF QT Fa11 [foq e-
Government Project-4 TS ICT(F IR T T @ ARSISCINS THI T, O &Y AVCHCAT
A T |

ii) Resource framework - QU@ =7 IARY @MF @FG2 | e-Government Policy
AT & M YCAG, ©I2 Public-Private Partnership *CC (SETE FA J&1 = | (T
Public sector-99 accountability AT, @R Private Sector-9¥ efficiency RS |

9 Dipankar Shina, ‘Development Communication: Context for Twenty First Century’, Orient Blackswan Pri. Ltd,
2013, pp-125.
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iii) Prioritization framework - @C¥@ f{foq THR CF@ GFME ICT IRAEI @I
wFeld A FeN 2, NS ARSI @ ICT A2 W% B (Olefd PAe JeTl 2 | A AfGeat
qnle qCF ARerod (T |

iv) Implementation framework - @2t 6C Model-99 S J&1 7, I @A 1T Project
ofe] ML VAT 7EI |

€RITIS Vision Paper-& (% % CUw(=/q 2 &1 2W A ‘Benefits to Citizens and
Business’ <IN Af&be™ | @ -

i) Streamlined and standardized electronic information gathering and accesses.

ii) Electronic delivery of services to meet citizens expectations and requirements.

iii) Convenient, anytime, anywhere citizen services.

iv) Support for e-Commerce initiatives, significant improvement in G2C & G2B
interfaces.

qRTIe TFAWCR TIFIF WK I ©d (@1 g T-ore™1 #Afeily e [ Adwoid
FAMRT® EACE A “Most Successful Cases’ | (T2 SErrafe] 2& -

©, CARD - Computer Aided administration of Registration Department I CARD-4¥
TrAplel (TG R Sddb AN 1| CARD provides a transparent method of valuation of properties
and the calculation of stamp duties " @& &1 Crarely feet f<fey 7vife Aieww FC Digital
Registration I | @ @I TN A, FROE 0 F7IGF Registration FACA TF, A T
TSI TS (@4 @ Fogo! Jex R 78 20 |

8. APVAN - Andhra Pradesh Value-added Network J APVAN-&¥ Swwjlel (€3 =
Sodb T, IR & =y f>eT anytime, anywhere, anyone provided government services | 3=l
2 APVAN was positioned as India’s first value-added Network for delivery of online
services I'> Gt fifen A7 WeE online-9 T WM »fHcaal ewictas &y @3 Sowglel (el
77, T 38XQ %! FFHIf At facs 839w 2@ e @ft [N SIS Tem @ [

10 1bid, pp-126.

11 Naidu Paradigm, The Hindusthan Times, 28-11-99, pp-11.

12 India’s First Cyber Government, The Hindu, 22-11-98, pp-b.
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@. TWINS - Twin Cities Integrated Network Services I TWINS-G Stwilsl (e 2
So55 AT AWM | oT© FFRMR[M 8 GTF@AM 2 ufb ==20F Computerized One-Stop Services
(ST &) A Totel (e =1 A ot [fen e s «qea Afaeaar ag vy o (e =@
OF T (e e @ =1 93 g @@ [foq @ (iwess [aae o7, (oxa3 [ feoq
Certificates (Cast, Birth, Death, Income) ¥ TF%s fest | el [fey G ©y, AIEH aghe
aqniq <1 7|

Y, FAST - Fully Automated System for Transport-d% Bl e LRI AR SR,
Driving licenses, Vehicles Registration @gf® FI& F1 271" ISAE Online Citizens Friendly
Services of Transport Department (CFST) @ R @RITHA 0 1 @ REA@ AGOR ©2f 2w F41
2 www.aptransport.org WP website-a9 WLy WA |

9. APSWAN - Andhra Pradesh State Wide Network - T 5% Tt 4f6s 231 e
et o 0B (TR TFA SF @A @ R awieTs e aft e w0 e e
(@FQRY 8 A IAAIE TTOR © 8 AFF (A2 (MSAE G Data, Voice “<92 Video
Communication Network 713Ga ST (e 2T 1 OF T AFACE @WF G2G TF 219 Sl 77,
GNP G2C FHFFE Fqp 1 T |

. e-Seva - «fG 25 One-Stop-Shop for Citizen Services, ¥ @b 41 &~ ‘The first of
its kind of services in the country’’> | 2005 & TWINS Projects-@¥ ARG #9 @8 Seaglal
(IS T QLT Government to Citizens F™IF 99 FAi2 fedl & Sy 1 Citizen-Centric
Governance 713G Sratay ffeq Public services & online-9 TATH &AW FAK A F& 27 |
www.e-sewaonline.com-dd Bl GHANE @ O WS 2, (o2 [Kfoq Al (olte “Aitd
GRIG! e-Seva (F VIR & Integrated Citizen Services Centre (ICSCs) TE (Ol I | JeT©
Public-Private Partnership-4 W4 M@ @2 Projects-4¥ IBIAR TOIC B | G N (T T,
R 2feRn IE AR, (oNT2 [ET Self-help Groups-ad #OR (4l TN | IF WG @ FFe
AR ame 91 W ©f 2| - [feT tax, electricity bill, registration form, e wiawd 7@
Agfo |

13 Vikaspedia.in/e-governance/status/Andhra-Pradesh.
% www.aptransport.org
15 Dipankar Shina, ‘Development Communication: Context for Twenty First Century’, Orient Blackswan Pri. Ltd,
2013, pp-126.
115



®. CSC in Andhra Pradesh (Mee Seva Centre) - @R f{ifey - «fafy
JBIRACTS FTCF 0 A NeGP-A9 Mission Mode Projects-4 Common Service Centers 0%
COIAE A Fe 27 AT | 98 CSCs TFAWM* Mee Seva A Affbe, I &L =& ‘At your
services”® | Gfb TS e-Seva Projects (F ST AT BT COICE | &ATF S QRS (@ 93 4=
FE AR TFAWMC! | QLT FF6 R (U 2-7190 AR awie grere & public Utility
forms, Government orders, List of e-Seva, Payments of Utility bills @gfe a1 ewe w1
QW1 G2C T Jfad & G @ @ [fen +faaat emm w4 77, e ves emie
391 QW1 49 FGS &7 State Data Center '€ APSWAN IR ¢ | 7 71 GFMCF (@9 I
AT TN FICZ HZCE (SR TG, TS 3-S5 AGE Noufe 2efe ST A
(e creat 7784 1 2ufb [ee e oy e Aftat avim 41 27 @3 W4 e | @ R e
2 www.esevaonline.com -9 2Wiq T 7Y | GG @ FPa eI T AR (A 27, ©F 24

- UIDAIL Revenue, Registration, Municipalities administration, Police, Civil support, RTI,
Education, ITC, Laboure, Agriculture, Election, Social Welfare, Health care, EPDCL, Rural
development, CRAD, SSLR, Women and children Welfare &9 |

0. Online Complaint Registration - Online-43 LT AT AGRNF &) @6
Website FICACR, (I District Official (¥ fen At wfews Fate Ita | WWHWMF ©IF Status
@ Online-& T IR | T @F T GRS SEPIAFNN FIF 215 78K | 43 707 A6y 02
www.aponline.gov.in/apportal -9 213N AR |

3. Andhra Pradesh Prajavani (an e-effort to empower) - aft 251 3-sfer(tor@ GG
g7l Twlel, (T dF© RTI €2 BIFAR o AR 7 & 21 @t MifFs @@iama
T PPP Model-@ 91T €31 @F5I Swyel | I A1 qoifFsert Qe 7 s (12 AR wer
QA FCEADT FACO AT | OF QI T AT FIFIAT AL (TN 7&, (o [7feqy Koo
fgel F918 81 271 U2 AT (@ I SIS wFg M 2 |

TG T (F® @ ACCH 2-7S0 AfiPTefr Iearm S it [few @ NeGp
31 Digital India-9F MfoeRrs Ty ATEHR TCO! AT ITIF FA1 = | A1 ‘Mee Kosam’
3l ‘Mee Bhomi’ -3 WSl STajiaefel QIdl Seo1tod et QAT <, SIrd T (il A1 oitwd
OIS (VST (581 T4 T | WK e-Pos 99 JR G2B AT I TAIF (08 a1 =1 @A

16 http://egov.eletsonling.com/2013/07/mee-seva-setting-new-status- e-governance.
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J14 TACTE & e-Pension BIF 1 B | GOI2 1 ST Al B-TSHCNR 1o 7o, ABIAR
I AT (B3 AT T AR |

¢.© THATAT B-ASHE AFEDT I

ST A N SHATCH BT AR A WA (@, FEA QAT e
TSI QR ACAS Ao T GACER 3-TOE IR ife 242 FA1 W ATV | Sddb-5d AR T
! QR 1T Policy ('8 B, (Rfe] FEPIE GoleltS 20T 8 ©= eIt FFY | ORIT] QTP
ey 8 Lol T 2 AEB @F A (&FH, FFA (F@2 Naidu Factors'’-OF TG 1 27 |
IR THAWMCH DT|AY T2G-IF AN &pd 4AC< Information and Technology-d% I Al
Y Rifa ffen (Fia | ©8 p@Ag MEGCE THAMCHR 2-TSH (@ Integral Part I=T =1
o7 AW fafeq 3-arer ™ «ifeifs IwACTa Swey Vision 2020 @7 TENIE 87 211 @3 fzm
- “To achieve Good Governance Andhra Pradesh government is committed to leverage
modern information and communication technologies for providing more convenient,
accessible, transparent, accountable services to citizens for giving easy, reliable information

to citizens and for improving efficiency quality and accountability in the government.”"®

QAT TR AN (T GHCCAH A HIBICES online NN AGHL @INCACNT ToF @y
@M 7, (S B-oronee I Wi IFIER (G8 FA W | GIFMCE @ AARCAE 2T wFg
A%, S[MCS 1 2 ‘Empowerment of people through the dissemination of information™ |
TRPI 91 SMART Governance-dd Stw*lj &fe1s 2-el=(0o14 (F(a Y32 @Fg7i<l, A7 71 &F© Good
Governance-4d A& 78T | ©I2 vHAN WY TR 2-TOEGR Sw*) 8 JIAF Tox iwa
FFeed O3 IITF T | TFAWR AT 9Fg7d TSl T e-Seva A G2C FHIE Y0
1 @2 e-Seva Project-dd TN T S99 =61 Payments of Utility Bills | IT© electricity
bills payments FTHS T FIR S HFeTS! AT | QRN GFE FCH (T, ACH € JIAR FAI R
ffeTe @t 2o sifacaar sireqt 71 SHMCE e-Cabinet 2107 41 2T, TF 7 G2G T>IF aifde

7 Sinha, Dipankar, ‘e’ Anyway? : Critical Reflections on the e-Governance Roadmap in Andhra Pradesh’, Working

Paper Series #6, 2005.

18T Policy of Andhra Pradesh, 1999, pp-3.

% 1bid, pp-3.

20 Subhas Bhatnagar, One stop shop for electronic delivery of services: Role of PPP,(www.iimd.ernet.in/subhas/pdf)
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2| QAT AT CORE A CM Office Realtime Executive Dashboard 7157 F1 22| F&ARA T
Ty e W& Technology-led-development SOTCAT, R @I Wifs@ 7w=e 781 | €3 STwC*l
fof ‘e rgf’'(Janmabhomi) Program (7%, A& &1 7 =&l Grassroots-level participatory
development | Tfq (SGRE ‘brining administration to the door steps of the people’ | ®I2
THATICHT AFCET IR0 bHAg A2EH Sl 418 gy |

SHCT IO AN (&N NI TCAIoE Z-TSCACS A FAY @ AT 1l o1
@A AR | @ e-Office «F MM e-File System IF N1 Trw*lj RO I@1 =W ‘Less paper
government to a paper less government’ | JEA AN 7F GF(6 =] Tralel 25 e-Pragati, T
7l Digital Platform %10 (STl 206 | QRIT HPe] LS WA @I FPIE [eters o (vite
AR | THATCHT JANGE 0O, “e-Pragati would act as a platform to connect all departments
and help resolve citizen’s problems.”” QRTS8 2059 A ‘People First’ A I3 s Cofd
I =W, A o1 S T “empower citizens with real time governance”* |

SAPGIIC T QeTIeTP SCAIDA LT o] A SHAACH “APEIRCEHR (AT B-TSC] AT
QM IBARTE TR | AP @A (@G A6y AIPIEE Slel ReE [AET L A e-
District Project @fel IREAI® 23, G Sigwaimce =i (@ ¢ o «@ta Smgiel (el 2z |
APt SRS (AT TFAWT T @ Citizen-centric Governance IR Tt sTE@l
A 2 | @FIENG S @i 79, fFOIE Information Society A Knowledge Society %99
8] O 00 TFHAWe Selel @z A0S (MR W, A 2PONIHCS (SN O @Al W A1 AT
7 (AT MU THAW! AT @ CSCs 5 20 @2 ©iwe Fieee 2ifHf% @ @, o
QAR APSNRCE CSCefel R A W @I VLES®RR WK e-Literacy W@ #ie afrwaw
SO AR | T AT AWM T T B 7

APFETT I TFATCHR 22O ATl 8 Sl GHAESF AR (@ SRR 1d
(TP THAMCN IFeTo] ST (@ Afeiee 21 (12 s wfel 2=

) THATCAR 3-TTSHETE SOl (TS T $0-OF W, ©IF ST e-Government-4 Sl
AFCE8 AT € SUTE online TYN NAFS W ©F T AMCAIEHT AEHS AT | T3-S
e s @M 33

21 Times of India, City, 20-7-2018.
22 Times of India, City, 21-9-2017.
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i) TFLAWMCIT IT Policy AP s (AF @ @™ @1 vision 2020 A
FRSIFICE Vision 2029-43 &R Information Technology -3 IR IR I &1l 2, ACS
HFOUCF Governance-Ad 911 6 | YR ¢S, “By 2020, Andhra Pradesh will have achieved
one of the highest levels of IT literacy in the world”?| @a°® Vision 2029-98 fFeIA e-
Literacy 3@ S I @I Governance-dd I ToICl I, 7 Rawe o =01 G @+
Andhra Pradesh State Wide Area Network (APSWAN), APSDC, APSWVC, APSRDH, SAPNET

#9fs *1te BwITR, (SN Education, Literacy and e-Literacy, PPP Initiatives in e-Governance
dgfe Tmale (Al AR |

C “F5TCH WBSWAN, WBSDC 29l IT FIoIaa Rl qoeete Siond 1ovjf &% e
fFOIE TTFIN FEFAE A8 T© T T, @A Tl (Ffes @R A G I | A
IT Ao e @t vfb qieesd Sog A1 oral Tm |

iii) THATACH IS (TSN Tl THCAF AGOTS! Jo1d Gyl [AT*1¥ @87 1 Digital literacy
e & TSI WP (ACF S (T =W - “an appropriate program or scheme should be
announced by the government of Andhra Pradesh to achieve the objective of at least one
person e-literacy in every household.”*JereIta AMRFFCR M7 ‘e-Pragati’ 4 Nl SLwyIae
ST T, TS 3-TSHET ADF BT I T |

TGS HAPONIHR (AR TN Ot (I e-literacy Sl (ST 2/ 1 CSCEfT
fafen afoditas T M SHASHIT Ffrre 98! AFETE T F0a 3-SR 5T AR S
e-literacy MEFHE, ©F AE (@ TN MATS ANSA I 1 T Digital literacy T Lo
IS TR |

iv) TFLTICHR - T S0 RO Information Society 70(F @3g (1S 27 |
SR GFGEE AP PG QLI Vision 2029-94 &1 2T, ‘educating citizens their powers under
right to information act’ | eI ST AKFHCSE SCA AVIRCT (581 F1 = | Vision 2020
SR F@ 2~ ‘The IT policy aims to create a knowledge society in which all the people

23T Policy of Government of Andhra Pradesh, 1999, pp-1.

24 www.apvision.ap.gov.in

25 www.apvision.ap.gov.in/pdfs/sectors-paper/governance pdf
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have access to and contribute to the body of knowledge™ 1 e-Seva A1 fRfeq ety <
I CATGICE e O F FAQ 2l Fl 27 |

58 APSIRCT Information Society-99 RAW (ONTCIA ey wie T =W M1 G0
ATRCIAIR (I @y #1201 ©IF B-TSCHCR o1 Sl 2T IS 7Y 1 v (e 2IFoaet ey
FRCR AHAWCHT (AT |

V) THATATH 3-TSHCHE N (N AIFE T& AR, (S A7 GPEE 2910 @ NGOs
3l Self-help Groups € Y& AR | ©I8 QAR B-TS=31 i3 IR WA @ FT2ered 23 |
Sieel Afeq Self-help Group I& AP 2-SCHHER R 8 TSI 23 |

e AN Digitalization-9¥ TAF (XTSI NGOs Al Self-help Groups-a3 &
1S T A SIF AR Y72 I | T Gl T THF T O BT BT e owa
NGOs-A3 (O ©IF & S qCo( |

vi) Online Complaint Registration 9 Complaint Redressal System-a% @<l S=191¢< 2T
FACE T, ACS FoFol FAFRCE @A A S SHCS 2 online WL | T
TP MAE 8 GATo S T TSI 23 |

APSIACH QT WS QI A ©IF i@ online WK e I (I Ho (721
@GR FIIEE NeGP Project-d A Tl (16 T2 @0 200, OIF AlST JBIR TCHH |
(PN RTI GTFH@ SN <77 |

ARITI8 Real time Governance, Smart Governance, Smart Economy, Smart Leaving,
Smart Environment, Smart Village, Smart Services 3@% @ Sl (S 2T, Ao AdF© 3
TSR [RP TCB SFHATACH | S2ITATS 1 IT Policy 8 B-TSHTR STHilel THATHF -TSCH
U (AF I AR QAR FAFere! Gt MRcE, T9 (*AF #APvwas (fer arez | o AR e-
Participation @3 e Foaaw Fifer a1 @ ToF AT A JLole @A AR, IR
QEFIETF ACED LG |

26 |T Policy of Government of Andhra Pradesh, 1999.
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.8 - ILO e (AT TS AT QNS D!

SF AW Digitalization-a3 Tl Semgel e “AF5Rcera NCo! A TEH QATTS (7l A |
Q@ Y& APl AN wace o oy O smamee cifetiee 27

(a) 22 X FRETC T AR LIRS FAIHE FLA 1 B-TSHCAB € Z-A AR (T IR AL
TCACR ©f SAFHAACEH @I (A1 A A, (SN AFATACNE FORA (A AT 1 FIAA TR A
Website-4 <€ 2%, - “Andhra Pradesh has move faster and farther on the road of e-
Governance and any other state in India. The state has under taken various e-Government
initiatives to provide better, more efficient, transparent and responsive services to citizens

and to promote greater efficiency with the government.””

@3 WKy e 9o T @2l AR, ) @ FC YT FRCG HAACEND FAC© A @ Governance
HAE QI 2IAE (A T A, i) 2-TSHAD @ B SCHILT ARl 1 B Z-TSC(5
AT & Technical efficiency (& O @ @y W 41 2R | ©I2 T IS (AT q7elS
T APSAICHT [Tl Q'S TRCR |

(b) e-Seva A A TS T ANfoull JoTe oitg Ttz Afwaaire I s Soares
@ T ©IE Information Society VSR T J& ZCEE O AP SO (&K (e 27 71
G @2 ©IF High-tech Policy Makers-q1 oo &g (M3 #{fHCIA1 MNP CAl f[Foied Ay 36
COIeT! AR | T Information Society-<F STa*ly JFT 7 |

(c) P|A BT SRS AT A FCECRA ‘technocratic-managerial
approach’ IC | TR OF ANF 7% feel FIR IT Sectors & >l 11 I 1 ©iF &= fofy
Public-Private Partnership-4< TN (7 | T 3-SR ‘e’ (& @M @G (ASTT Governance-
G Trarly PACS AT | BB AT IO QRIS (MR I Governance (F APS IBIACTA &)
ICT (F IR 41 A |

(d) SMART GOV Policy B{l FIFRCE ARE WF ICA (O FU 67 JA8, ©FF Y
[T B- TSGR N (A AT 1 | G2G THF VO T (FeT Soiel (6T =, [FT G2C T
g Tmiel [Ge1e 26 CF (@1 @y &wie F41 27 1, [ APGAGErRS I6 TPnE {1 |

27 Dipankar Shina, ‘Development Communication: Context for Twenty First Century’, Orient Blackswan Pri. Ltd,
2013, pp-123.
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(e) 3-TSHEER @6 BES Trw*] 28 Social and Political Inclusiveness | TMofFFT Frae
a2 ef T ARIR TAFIER NS (@K 8 FoRS! I A YK, A 2-9SHF 74! ABIRCTF P2l
<@ = | 58 THATTH (oA « T (FICAT TOol (Ao “1e T 1 | (<o Sepoiearst Afeaara
A0 AR AR 1 T A N A, APDTAH W00 THATICS'S ‘e-Governance remain totally

. 28
elusive’™ |

(f) "o 2-sreeR “fefPiefea IR CF@ CSC I Mee Seva Centers fTd T 7001
@A AW FHAWM! @3 Centers &fFCe IARY AAfFFONTTES TOIF, ©Ima ARFFFET T, Jw
SRIF T, A6 AN WO 2APfs 2PHIICr NCo! T QRITS (ALl IR |

(g) AP TSl 9IS T-2SCHC3R (0@ WA AW Technical issues, Privacy & Cyber
Security-d¥ %371, Social problem, Low literacy, Economic problem #gf® i« 4= 30!
fafen Afrefe e cF@ @l T 1 ©IR B-TeET GRITT S A (A G AFETe
I T TRCR |

AT AL 2P Aoz el T, agened 2o e™ (Fg @l T ‘e
anyway’ BCH (ST (681, ST (F9=1 “putting ‘e’ before governance”” | ET® Governance-43
qeal ‘e’ I ICT (F IIF F@ A e-Government (F 3-TSHHF RO MR T, T 2 bl
T 1 @RIeie ToR HACEIE Wi ACACR Digital Divide-@d SN | IC SREAA &ATI=eE GaTipl
IR AR eaEATIel @ TR AT O (<fitg frs A | e GG ICT & Ttz
e q IS el TG 77 1 ©12 GFee AT el Ty, Svcs IBI-CTR ST
TS A (F1 APGIICH T A OIACST NGB IO |

¢.¢ TFHATN (T SIS fredm R

A SRR SCEHAR @2 I APGAIH I SAFLAWMCR B-NSCHCR T g oy
& AFEe THAWH (T IBIIMTS 2R A AR (@TOIE Siel (ST TR, T&HIf
APGNRCT (A AR A1 APGAIC & ARG TFHACF Nl Citizen Feedback Process | Seae

28 NR. Mohan Prakesh, M.Kethan, ‘Effectiveness and Efficiency of E-Governance in Andhra Pradesh’, IJASRD, Vol. 5,
Issue. 1, January’2018, pp. 25-32.
2 Dipankar Shina, ‘Development Communication: Context for Twenty First Century’, Orient Blackswan Pri. Ltd,
2013, pp-134.
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SIMA IS, P, Tele Ate AFE ON TNT A6 2K 3 I AT | AH AW
WCS! Complaint Redressal System WaSIF A0, T @Il Citizen to Government I Al
20O AR | GRS SAFAW IT Policy (8 TSI Information A Knowledge Society ToTTa STRTR
T T, O AFGIIEE (F@S IBAIT® TS LTI, SIRE AT 3-SR ALF©! G
@M g T6Ca 1 AN Political inclusive-99 Jad & Mee Kosam -9 ® Tmlel (7S 2T,
T 7 TGRS Ge¥lezd fa (TS A | a»Tre (@ FEG T Y9 wwgd T 2™ AR 11
Report™ (ACF 16 TR, @ -

» Support from the highest political level helps in overcoming problems in
implementation.

» Convergence and coordination between the activities of different departments/
organizations leads to better services under e-Governance.

» Government servants need to be motivated to adapt and work in an ICT environment.

» Front end e-Services are possible without back end computerization. E-governance
projects could be broken into various components and their computerization could
then be phased according to the case of implementation.

» Long-term sustainability of e-Governance projects depends on financial viability,

especially if they are to be implemented in the PPP mode. &9® |

€. LI APRCHFA .

G YR TeT© APGIICR 2- TS A0SR ey ¢ FLOR 0K THAWCH Arosferd
TGO QTP ST Tl RACZ, I AR AFGIACT dF© SWE 8 T AL g
U oA a1 87" 2091 G2 WAEGAR & Primary 8 Secondary TO CRCIR SIRA AR
(TS BRCR | T AT THATT* B o SOy, ©fF (P11 eIl G Ay @ (TS
(el Ffoef STEvT T QR Secondary resource-93 Of6Ts | 2@ QT S S
TR AT ol PRl AR A @R 1 @B (AFCS B-TSrR e (At wifbweer
A QAP AR FoRif @afitd @7 s AEFre F41 2R G FO TR AlfE

30 Second Administrative Reforms Commission, 11th Report, Promoting e-Governance the SMART Way Forward,
December, 2008, pp-40.
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T (AP AN APHAICT (@ & T ©f FoRf WG (A1 AF, ©F e S <1 =3 1
Tox AW IR o ISR ToanEe ScEn 7 [ I =1 TR 2SR
¢ IFAMCR (AT AP oy e [y FE Sien S 2 1 SFemeE S o
U (A e @ wwgs)l 2ree IWIARCETH (FHCq T (AR AR | T SO AR T2 ATAS
BTG A0S @l AT FA AR TR Good Governance-AF Srraf 279 2 @ AfdFOd
ARSI @ ey O ANLF (AR THAF YK | ©I2 OB FLGIIA ANLS DA I7
gl |

kkskskk
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L.y AT 2w
Y.J Recommendation

b0 G2 A SfREcs «itaFe e




TR

ANEF ©IRed 2-218C3 8 Information Society IRGE FANF ¢Fea f<feq wifgs
fofe ¢ V@ ArFIRFA AR T AY® WfUteo AHF TH | QAT W@ UNDP &4WG 3-
T3 @ Information Society T G € B (AFFCS ©IF JIRIEH B e [foq
A AR SFIR REAR N9 TG | I OCSH 8- SR T+l e @ Tewgtal el
R JRIAACTR T IR FIAP o7 T4 A, T A0S THACT CFCA ALFG 1 ©8 93 qqeliq
Wy e SIaces TERca At el 4w (39 T BB FA W1 @ (@ICN AE@INT academic
body of knowledge-a3 TFACIR “M=if* e wrae! A | @3 IFAREe Yo v
AAFOIR &g AW T 2 | GIFMCE B-TSHR aF© 9l [ 263 draes, «F =il el
A A TP ZCS A, SARGE TG NI CF(@ [FONE AR IS A (e
Tt efsfa e af ofite (reaim MW ZeTE e e F90e A - @3 73
A0 WPy ey SCeTD 41 27 1 ©12 ¥ &1 ¥l academic body of knowledge-93 THACR
AP TS THAT GO | AT ANCSTT T AP - FALEHE A T & @
IR OF 2P© AN I« FEHe T, A NG A (T THAT FACS AR FACS |

G2 AIFAR @ T RIS 2 ot vraifS 1 ©lw o S wgien @iww ¢ fae
ACNT ©ifgd MCFa Ted mItId (581 F11 R | Secondary Resource-4¥ fefore (31 1 2-
NS o1 Trorely (91 AT e foat =11, sAreitifat Seest T 19e, TP WEaae,
e a7 efera et Seiagd ggfeoe fee | 58 elares ¢ oI e (I
GT2 TR TURY VARG TOR IR |1 G TS (WAl AW Z-NSET 8 -
HAILFNST (SN ©IF GG (MG B 1 | BTN (AR ARCIA qWie 8 AT 7ol e
D@ Sl S, Z-TSCE EIRITT Tol (T *A FIB! 100Ta Sy e O | T 3-
TSI T2 TEINE SITSA TS AR @ IBIRCIA (@ AT I T 2711 3
GO IYIRER W IFM(E ©If g QDA @N AR, (SN S (FHefre 2-or =R
oI TS ST T3 72 | YOI WL ©IACSH (AMFCS Jo qqelere e efel @ Hypothesis
ofel Q& 4T ALCENGT TR W1 QAT QAW SIS 3-SR ey i ¢ Srapetef
SCEG T4 RS A (T (FCG o1 TR A0 ST w41 =7 |

TRl WL SRS TS0 TG (@ TG SCEADA T4 2W, ©ice (Rl @
[P T TG @R IR, AR 4 8 Hypothesis-49 fofers emia w41 2@z 1 I6
NIIATEF &0 (@ T-7OCG 8 B-ASHR 21 e Information Society 1SR Srwely
@ 2 ol 27, Sf SRred ¢F@ Y& TR [ e (e AW @2 @32 o HAPcIReE
(@ A612 A0 @A T, SAPTIHS AT T TR | ©12 59 TS ACEABA AP0
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ffeoq 3-Tere™ Smit =i o spyief M@ aw @ ey mea =311 92T
CFPTAHR AFRFE 71 [y TR [Ew AT 4 TR G2 GOFREG GFME @9
T RIS ATHT TS Ml W JACR, (O AT [ASq G0 N0 A ATFILPICAT
wmwwmewmﬂmuwmm%ﬁwm.

/263 FYIEH SR N4 TR v anelyes a=ifba Teq emia 68 371 =01 «3
TG B-TOEE dOR A APONIHR AT THAMCE QNS Wb T FRCR |
TFLTHCE AR (R (@02 (ST T IR 26 SOy arepefed (e a@eme 2-
TSL(Ce Rt (TN AR 2 SwAglel (ST T, (SN2 g T A0 AeS FS AR | T
AR, (SN T& (T IAATS TP O Qe Fof (72l T ©IF TS ANGANS T AR |
T R wF 2 oifes AEDAR W M @32 (< 27 QEARES SICEbAE @i, T 93
NI FISMO(P SLFLSl A FCA |

v.) AT FfTw

O3 AR NG A RS ergefera Teq el @ T8 AR, (S @ 7
@ el e e 1 9 [Kfey e@ (e Swe ArFediEs e [y
wfoeee! #e 27, ETef 2= -

(i) @ @ wwerd AR =0 NEa N o [AQ oo dge ok AR |
WY o e 47 @ Tz A 911 (@R Arejfes 17914d [ @ e, 58 w9
Y FRFIER A AR TP N oo A @ @i vifemn Mqeas e 49 @
@R AR T GHE WA ARER A [ @ S| Ife o ANteR we ArieE g
AT TIHI FICS ARG TG TRCR | TSI PTae azel Al siexiarzeerd s
GAAL AT G FACE, (8 ~AEE MEF® AR ez TR | $@ bie M2l IR @
T TS [ W @E R AR GR G99 OF & FAR AR elfend e
SRS T @A AT |

(ii) froR @3B wFgeld AT 20T B-TOEHER W AP T AR ~NeqF & @
O SIS G AU (@¥ (NRIECET I IR | O (Ko A0 - oo F2s
3l 2% | QA% Digital India STHICNS (NRIZEACE I HMGCHICTH Application @feltd [eag wwg
M B | SR e ANCE (@ Ol W FR WO S, Ol @exl e
el s sTre 2ok | AW ANIKCE U7 IR fFRo FW, T8 (RIRER JF IR
Al IR 1 iR SifrEiefE s FhE G @i 3-TerE ©i2 ¥-setieE Wy o
ooy wfer fegh! =Fe FA00 THA | (I AT ¢ qME o T2 TM G W Al
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T | @ TAPHE Ry 2t (rdl AW @Rl Ty AIE a2 Website @fet 70 wifos
T ©I2 FAvoTel [P 2 @it @3B I g RETE 2- T o 1E ey Gt Mre 21td |

(iii) @R W 2 Common Service Center 3 312G © i@ @F@ | €3 F@efl 77l
TACGE &pF ST JR (74l T, T8 TPHS &fpd IR | GMd LT Foero! I o]
TR | B G G AT THCE @ (TR AW, (SN FA VAL 7T SAf5ifere zenm
T AR IS @ O QR ©oF | ORiSl @R ¢SC el Tgema aiet SAfapifere 23,
T e ¢ fere afere o et @9 1 I AR (MR, FE @ @ NS
FAALPICA g e Cofd TRCR | WIRIF @Al qSICE Digitalization '8 e-Literacy RE@
WFACE OO FCA (OIC, T TS G A @ ewgsid ! o 3563 1 {758 csc eferm
G A TG ©IF G AT A A4 Y 01 O} €SC e Ay e 2-
ST ABIAC ATy QAT FSI[AT FCACE |

(iv) aTI=ee @ *I2FIET N4 Digital Divide-9F FU Fil RS, MRAIHCNS T- ST
T AT @ AR | (I AL T @ PR TG 27 O 73, *ZAER Aa8 [{exiws
R oI WAl T TP e | f[Kfon Wi« @i feHBent=Ei a1 2ifebre
TG 9F2 APGR o7 (Al TR | *20qF QI WA @ KRG Q9 21 IR A, (o
JC GCAA WS W& Cyber threat 8 Privacy TG Sife qCR | efsf Digital i~
fRIMG el @ 3-SR VIR AL 411 S TG (T AT T AIRAIHCNS
AT AfFIed @ A

(v) WIS Wi Digitalization T Cashless Society ™% WA QF6! IC LA
T G @R A TS [t T wureft arvd w6, g @Fh @ Imer e
J4F] IFER WA A=A FCF 11 GF M O T @9 JRCE, (S PFe! d Mind
setup-9d TS AECZ | T 3-SR [T S P02 TG 2 €W |

(vi) 319 (TP JC MG T (7l TR IAICEd NS Bea @ A7 A @ria feet
TN OIS F4@2 ‘e’ Al Electronic WYNE @M @9 @el 271 fF8 Governance-93
@ATF | @A ARFIOCR o, @ @ere Afa i Ifa abi3 2-srerer @ T
20x TLoTR IS | T Good Governance T 4T 8 2R 1 ©IR AT 3_srerEe qAd
e IREAR |

(vii) ORTST 2-ISHE CF@ A4 4l T WNAreIfFgF AT A, FIFd @3
TG O AT T @G YR AASCHES FAS! SIS G (S NG AT A,
©IR B Mg O AY(G(F HPCT Ol Ol (7] |

O3 RN CFE oS [anels [Rormsis =9 54 79
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V.J Recommendation :

93 AR AAFET S AAF TSI 3-TSE @ Information Society I
fecy fafen senie s e Siesoa <41 23 1 ©i STIees e ALE R- 1o BT
Someel (@ oy oRaned A p=iifad 1 A1 9B A @ AERAR IS IR T A I,
coxfe fJfeq ArFFIHT ToIve (ATFe 2w F41 T | O%T! Second Administrative Reforms
Commission-4% 11" Report (Promoting e-Governance the SMART Way Forward)' -9 3

fg Joifet a1 27
fafoq ArFIHIET WO e srarfefe == -

(i) ffer st afvfrema o 3-TSEER IBINER &) 2718 AP e
I e | f[feq FTasife wfriefice s & help-desk-a A=A fKamyeen qce
G (AT AT @ O (TS 2 (7 A0 (7l 2T | AN S ee! AotTd S
T Scheme 199 41 7IFE, A TR e-literacy {W AR FAE 8 WFACE fafeq 3-
ST AR T Aood FACO A |

(i) /feq Csc-97 597 =7, (@ 3 AW [ TOH A S VIR AW TPTF
FIoW 200z, OOH AT AT TGS 77 | AN cSC efera Fomg 5t 97 T fofs v, ol
IR T AT w1 e AfREReE et Pl T 7 ©ig elf¥EReE el (el
VAR | Sy AP @ AR HAFIEL TR 712 7 Ao o 787 20 IS, ©iL
seifrel e atre | ffe District @ R M CSC-9F AL wHFIR, WS Ol ffon
Tl 3-Tet(o1 NS T qFT 208 AT '8 AF Neeaa TN ©f (oMo e 2 7w
el | Rfoq @t QAT CSC oIt STl (A CSC FRPea Jfw 1 v |

(iif) NLEY VGG T (@ IS T GO TS!l 7AW @RIE! WA
Digitalization-a3 %=1 fq 1 [fey feel M oo o7 Ia T2 w57 o <A@
ApSTOl AR ©f AT emi T e |

(iv) MO NGOs (M OIS 2&, SeoIteld AR & ATATSe AR FRCAor! |
fafen 2ot 1 M Aeiaros neTe 'R I 2biF 2FiR 91 703 oFs Afosf eb™ o
41, TS AR NET ST &

GRITIe FIF0 [ B ORTF AT AR ©f T4 -

(a) IFAMTS PP AN -

1 Second Administrative Reforms Commission, 11th Report, Promoting e-Governance the SMART Way
Forward, December, 2008, pp-177.
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>

OIS Z-TOB ¢ - OCTE N AL T AT WM© ORI T | Z-TCorat
N4 M@ Citizen-Centric Governance 7S (O TS |

TS Information Society ' Knowledge Society TR STATx 3-7SG51d ey s
YRCTH AT |

3-SR NS LA CFE “e” OF (AT “Governance” (F (@ @G (ST AT |
AATOT TR Jiard G Z-TSCo1(F ARSI TR LTS |

G2C ™R E AN C2G6 TR AG I (O AR, IF 7F Sl Siqd
AfSfEA online ML TEHR TAITS AIHH |

B_SC{3T W NGOs (i 1 1 Civil society -9 wieeiarzed Jfa 1 e, I
TN WK TSR FIC2 A0z es A

Z-TSTH0E T FINAT (FIAPOICP FICA Gepeniel Jorb Srmeeiefer Jia w1 rare |

(b) WPFeIF AffTeq (Change of Mindset) -

>
>
>

TN T B-7TSEHA TACE DR ORI AT W |
fafen sfers T F30Ida Wy e-literacy Eafbee e ey mean ecame |
AN T o 2Yfed T AereiiEs Ao A AR |

(c) 3% ¢ wFe! 3@ (Capability Building) -

>

>
>

g3 dfedife ¢ aives FNCwE wvrel Sowe e 91 MEPIA 3T ATEEd
BT &y |

ffen B-sforte @s FNWA ONe ayfed R afmd orem, @ ¢ e T
(@ IR 1T Al rFe waIe |

JETBC Capacity building-97 RAR F3 @ Geolel FAFAE A &BIF-2AIT TGO
Il g |

fafen e ¢ e Ateme s 2o el @ fFfre o, oime Sifsg
QAR Sl TG |

eaa ffeq arfie ey awm Suw fofe 3@ 3-Trerier TS dore 41 v |
AR <5 TS AT TR TS L T ST A 2 |

(d) efevifae wFef@ (Institutional Strengthening) -

>
>

@FH ¢ AT AP 7 CSC @ D 8 @I e |
fifen el e TeEfrel @@ 7R, (SN WeEd Al sifmefE
ISR 7 AR AT |
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> SISl S-TebE WF (@ A | OF &) O AW CFE Aol
LERAEH
> AP I ANAMSCT FI0S G Al eWitad siaferd A2S 96 41 TaFId |

(e) & FAWHIF AN (Technological Solutions) -

> BT AT NG (IS (ACF SR (FeT e, ACS SrEree AFere! I
AR |

> S Tn GEeac o7ie S LA | qrEE A e afevmelire @
BINIRESaEE

» Common support infrastructure-4< et {f\% P, Government to Citizens %
N T |

(f) “fscTat @wi (Service Delivery) -

> AR AWICTR ¢ CSC-49 Afael ¢ Fited “Afafe I w41 ey

> ffeq Kiosks @7 3% CSC 97 i< 41 A7 @ 73a CSC &fer Jifest s csc-aa
Y] FoRO! ] LACEr |

> CSC “ARDERoE e WEetims wiexlard Jfa w1 d0e | I4 [ AR Fieqe! ¢
TFAOR ] |

> R AN Ea AN O ({04 (ST TR, TS YAits 7 27 |

> Mission Mode Project &fe1 IR @ (& (RS 71 |

T T AMcTefe] (e 3-SR Twere! ANSAF TR ACACE, [F8 SRS AT

AEH AeAfod AL | AeArod need Fdd A0 @R MF NJEa &) v Afowfe
IR 1 A O APOITF S A | A (T @ TS 0 FATHA S TSI
Tfeefem AdFel foa T3 1 iR FTFe ey NS AT | THE 74 (AT @M T=GFE
NO(D 8 3-S5 qE W0 ANF FA @2 2-TSHIE Good Governance-A3 STl
SfeR Fed IR | GOIRE TG L T =0 AT |

b0 O R SRS AT A

G IR (@ FoT© IR0 NI AP @ M0 SACADA T A8, G W&

EAF NI AL [TH7 F0ACR A SRS ATl T (@C© AT | (TN,

1. SHmRE (eefere 3-Tere w8 LT AAEDA I G2 (IRITT 3-TSND 8
B3GR W T gRNTe “iidw At 2 N & [ 2w Fat oieifa

131



7.

(TR Information Society TR CF(@ 3-S5 FSIf A2 I @7 RS et
S QTS AL

TRCeR W1 [y A 2-TSHETE Sl @ SOIRR Qeere SACAbA! 4 |
oRred fifoq Atey T-ofere Fedil AR F@E 8 FORM Citizen-Centric
Governance 7190 SR ¢, 7 G 2= 41

OIACS T-TSCHCHA (T QT '@ MRAILCETI T (I ARCIANTS e (e A1y Tt
e {7

CSC-a% g Tt SO Z-TCH0R BRI AN FCACR SRCS?

OGNy M S TEean Praeazd afen weigrd ¢ SR afe
Geltee dfefe e 41 Te9?

OIRCS B-TSCH01R N4 W 911 Good Governance-@d Sl 79 8 BCACR?

Toare fafen famefd sod «3 sERer 7[/ie 98 ¢ SIUd IO QDA FA- el
T | O SRS Qe [T IEae™ i J@eR, I ANGE SHAC ARRG FA |

PROCESS

PEOPLE

e- Governance

RESOURCES

TECHNOLOGY

TARIS BIEG e 2 (@ (@19 (IR 3-SR & s, T 7 RBI 8FS Good

Governance €% fR™ I Good Governance I T2 O3 -G AT !
YRS | AFS ¢ AREIITS TFelF A Ay T Aqfore I Frae azd afam
TS AR FAC A, G 7% A WS4, A AFS Digitally Empowerment 789 |
(I TSI SOol 7T, “AP=A1 e e e @ e @ KA s S |
Al7=a =9 W0, “There is a need to promoted technology literacy as a kind of peoples
movement.”” 4F© ot I Good Governance (& TS OIS T, OIR(E ANCH A3 AGoTo!
reed Mt 432 ARG AR, TR AR FIFIER TRS! € wFel e 2o 1T | T-SE01F

2 Ranabir Samaddar, Suhit k Sen (ed). ‘New Subject and New Governance in India’. New Delhi. Routledge, 2012.
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e e (@Ea PRERE AR Mt Wt A @Y, TR TSR ARE SR
FCH (IR T | A M B-TOcHEE N M 9IS @I AR WSl 8 TRl
IS A FWI, AN Good Governance (& TS (Sl ¥ | @3 ANfAF aaea aafe
e w2 AYfed g Network Society @ (AfFFts RIS AT ARG FRCR | 9
o DA (FE AACR TG 8 O Se¥IeRe G2 #Ifeadt emiv 1 ©iR el fea wieoa
391 412 ARG e e |

sokokokok
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