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Abstract- E-Governance is considered as a high priority agenda in India, as it is considered to be the only means of taking 
Information & Communication Technology (ICT ) to around  800 million “Aam Aadmi”  who are at the bottom of the 
pyramid. E-Governance provides opportunities to harness the power of ICT to make the government transparent, value for 
money, qualitatively responsive, and truly encompassing.  Standard practices & trends for effective implementation   of E-
governance were highlighted in the paper. The purpose of this paper is to illustrate vital E-Governance aspects viz core 
concepts, implementation and hindrance to target   achievement. In a country like India who is characterized by diversities 
such as digital divide, language, geography & religion, issues and challenges for   E-Governance projects were also 
highlighted. 
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I. INTRODUCTION  
 
The concept of empowering the citizen via electronic 
media specially internet picked the imagination of 
governments in many countries around 2000 for 
creating new channels for delivering services and 
improving its administrative structures. Irrespective 
of ruling party , E-Governance is a top priority item 
on the list of administrative reforms of governments. 
Central and State Government has a very clear 
agenda of promoting e-governance on massive scale. 
This led to many countries establishing e-government 
programs to enhance the services to publics. Over the 
few year period thereafter, e-governance programs 
mainly became learning grounds for defining and 
managing new relationships within the bureaucratic 
structures and between the bureaucracy and the 
public.  E-governance therefore means the application 
of ICT to transform the efficiency, effectiveness, 
transparency and accountability of exchange of 
information and transaction. According to Backus, 
“the three main target groups that can be 
distinguished in e-governance (we call it e-
Government) concepts are government, citizens and 
businesses/interest groups. The external strategic 
objectives focus on citizens and businesses and 
interest groups, the internal objectives focus on 
government itself” (Backus, 2001).  
 
II. METHODOLOGY 
  
The United Nations distinguishes between the 
following areas where governmental operations can 
be improved by the application of ICT:  

 e-Government: This applies to inter-
organizational relationships, and includes 
policy coordination, policy implementation 
and public service delivery.  

 e-Administration: This applies to intra-
organizational relationships, and includes 

policy development, organizational 
activities and knowledge management.  

 e-Governance: This applies to interaction 
between citizens, government organizations, 
public and elected officials, and includes 
democratic processes, open government and 
transparent decision-making. 

 
Any interaction of a governmental agency (G) with 
outside constituencies is called e-government. 
Outside constituencies can be citizens (C), businesses 
(B), or other governmental agencies (G) themselves.  
 
2.1 Components of e-Governance 
2.1.1 G2C – Government to Citizen: 
G2C are those activities in which the government 
provides one-stop, on-line access to information and 
services to citizens. G2C applications enable citizens 
to ask questions of government agencies and receive 
answers; file income taxes returns ,  pay taxes 
(electricity , house ) , utility payments ,  renewal of 
various licenses , property/land  documents . In 
addition, government may disseminate information 
on the web; provide downloadable forms online; help 
citizens find employment; provide tourism and 
recreation information; provide advice about health 
and safety issues; Disaster Management, Natural 
clematis  and the list goes on. 
 
2.1.2. G2B – Government to Business: 
In G2B, the government deals with businesses such 
as suppliers using the Internet and other ICTs. G2B 
includes two two-way interactions and transactions: 
government-to-business and business-to-government 
(B2G). B2G refers to businesses selling products and 
services to government. Two key G2B areas are e-
procurement and auctioning of government surpluses. 
Important reason for e-procurement is the availability 
of required  information or resources with ‘select 
few’ in various departments or institutions. As a 
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result the ‘select few’ would prefer to trade the 
available information/resources that they have, for a 
price. Introduction of Information and 
Communications Technology (ICT) may result in 
easy availability of information through web sites. 
And introduction of ICT may reduce the discretion of 
staff in allocating resources to citizens. e-
procurement gave new dimensions to competitiveness 
with a new branding, brighter image building for the 
agencies involved in the digital paradigm. In spite of 
the several success stories like e-Choupal, which 
facilitates the supply of high quality farm inputs as 
well as purchase of commodities for farmers at their 
doorsteps, the Indian government yet shows an 
optimistic appetite for further expansion. Through e-
Choupals, the farmers can directly negotiate the sale 
of their produce with ITC ,a giant Fast Moving 
Consumer Goods (FMCG) company. The concept has 
been particularly beneficial in reducing the time and 
effort spent by the  farmers on the purchasing 
process. The paradigm not only enabled the farmers 
to acquire better decisions regarding the right time of 
the trade but also increased transparency in the whole 
procurement process.  Apart from procurement 
initiatives were taken for E Tendering, e Selling and e 
Auctions 
 
2.1.3. G2G – Government to Government : 
G2G deals with those activities that take place 
between different government organizations/agencies. 
Many of these activities are aimed at improving the 
efficiency and effectiveness of overall government 
operations. 
 
2.1.4. Government to Constituents (E-Democracy): 
E-Democracy refers to the processes and structures 
that encompasses all forms of  electronic interaction 
between the government (elected) and the citizen 
(electorate).E-Democracy is mostly associated with 
electronic voting, but it is also associated with citizen 
participation in the processes of policy making, 
promoting and preserving the democratic values. 
Successful implementation of Information (E-
Democracy, 2007) E-democracy innovations aim to 
use ICT to engage citizens in the decision-making 
process. Examples include e-voting, e-consultation, e-
representatives, online deliberative polling, e-
petitions, e-referendum etc.When citizens feel that 
their views are respected and contribute to the 
decision-making process, then it might reasonably be 
expected to have an impact on voting turnout at 
elections. 
 
III. CONTRIBUTION OF ICT:  
 
The system of government was fixed, static 
hierarchical regulated, whereas web is dynamic, flat 
and unregulated. Government's function is like 
mammoth, where one hand does not know what the 
right hand is doing. With the development of 

Information Technology and increased dependence 
on the internet as a transaction medium and the 
development of adequate infrastructure and 
regulations, government websites soon developed 
into a highly potential channel for supporting a 
frontend and back end applications.  
 
The Information and Communication Technologies 
(ICT) are being increasingly used by the governments 
to deliver its services at the locations convenient to 
the majority of socially and economically backward 
people . The rural ICT applications attempt to offer 
the services of central agencies (like district 
administration, Revenue, and state & central 
government departments) to the citizens at their 
village door steps. These applications utilize the ICT 
in offering improved and affordable connectivity and 
processing solutions. Several Government-Citizen 
(G-C) e-Government pilot projects have attempted to 
adopt these technologies to improve the reach, 
enhance the base, minimize the processing costs, 
increase transparency, and reduce the cycle times. 
Two major trends are considered as the key drivers 
for ICT to propel e-governance projects : (a) massive 
developments in IT industry that has propelled e-
governance further , aing it more convenient for 
government bodies to e-enable their operations ; and 
(b) development of skills and knowledge of end users 
in computers and internet and increasing adoption of 
ICT in their daily lives. These factors have fuelled the 
usage of ICT in development of e-governance 
solutions and platforms. The e-governance solutions 
are normally offered through internet portals hosted 
on a delivery web server to provide access to the 
citizens through inexpensive internet medium. The 
information flow between the delivery server and the 
other departments is accomplished through Intranet / 
LAN connectivity with servers of those departments 
(if exist). Often, due to non-computerization of back-
end systems, the transactions are manually exchanged 
and response data is keyed in manually through the 
nodes on the delivery server. It may be noticed that 
the end-to-end connectivity between the central 
service providers (G) and the citizens (C) is 
accomplished through a number of stages involving 
layers of various nodal offices. It is crystal clear  that 
success of e-governance project  depends on how 
well these layers are interconnected and coordinated 
one major issue is seamless connectivity; The need 
for improved computer connectivity up to village 
level was recognized by the central government in 
1998 and drafted a National IT Policy11 
recommending the states to create infrastructure to 
facilitate improved data communications. Adhering to 
national IT policy, several state   governments have 
set up or in the process of setting up the state wide 
area networks (SWAN) to overcome the   
connectivity issue. The expected benefits of using 
Information and Communication Technologies (ICT) 
in governance process are: efficient and effective 
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administration; cost minimization; convenience of 
citizen services; accountability of officials; enhancing 
transparency; enhancing accessibility to government 
services; usher in responsive government and 
strengthen democracy by facilitating greater citizen 
participation.  
 
The above examples also demonstrate that ICT is 
emerging as an important growth engine. 
 
ICT presents many avenues for improving 
governance. It has opened up new opportunities for 
governments to manage things differently and in a 
more efficient manner by utilizing information 
effectively and re-engineering processes. ICT tools 
are emerging as important instruments towards the 
goal of “good governance". Many countries have 
launched specific initiatives for open & transparent 
government. Freedom of information is being 
redefined and supported by statutes. India’s Right to 
Information Act 2005 is a prime example in this 
regard. ICT has facilitated a conscious attempt to 
place the citizen at the centre of a governance 
network. Citizens are being perceived as customers 
and clients rather than beneficiaries. The Internet 
revolution has proved to be a powerful tool for 
citizen-centric governance. An important dimension 
of the Internet potential is the possibility of providing 
public services anytime, anywhere. 
 
3.1 Government  ICT and Citizen 
The role of the government in ICT can be analysed 
between the following categories: 

 
a) Laying ICT infrastructure, producing ICT 

equipment, financing public R&D. 
b) Creating the macroeconomic environment 

for growth and innovation in ICT, including 
fiscal policies (cost, innovation, investment, 
venture capital), legal and regulatory 
environment (competition, independent 
regulator, rule of law, intellectual property 
protection) and channeling and mobilizing 
resources for ICT. 

c) Education policy for the right amount and 
quality of manpower resources for a 
network-ready economy – curricula, ICT 
training facilities, wiring/networking of 
educational institutions. 

d) Addressing ‘digital divide’ domestically and 
internationally, giving signals to markets – 
articulating a national vision of ICT, 
according national priority to ICT, 
undertaking large projects, championing 
national interests in international forums. 

e) e-government: services online, e-
procurement, trade facilitation, civil society 
participation, accelerating the adoption of 
ICT by government departments and 
agencies and establishing credibility. 

IV.  FACTORS AFFECTING E-GOVERNANCE 
SUCCESS 
 
e-Government and e-Governance are key challenges 
for governments today as they involve multiple 
stakeholders and multiple processes and demand 
considerable coordination and collaboration as well 
as managerial and financial resources.  
 

 
Fig. 1 Conceptualization for e-Gov. 

 
In e-Governance the ‘People’ dimension is critically 
important. The challenges to e-governance relate to 
people, process, technology  and resources. These are 
success or failure indicators of any e-governance 
project. 
 
4.1 Digital Divide  
The digital divide refers to the separation that exists 
between individuals, communities, and businesses 
that have access to information technology and those 
that do not have such access. Social, economic, 
infrastructural and ethno-linguistic indicators provide 
explanations for the presence of the digital divide . 
Economic poverty is closely related to limited 
information technology resources . An individual 
living below poverty line does not afford a computer 
for himself to harness the benefits of e-governance 
and other online services. As the digital divide 
narrows, broader adoption of e- e-governance in the 
public domain becomes possible.  
 
Economic poverty is not the only cause of digital 
divide. It can also be caused by the lack of awareness 
among the people. Even some of the economic stable 
people don‘t know about the scope of e-governance. 
Awareness can only help to bring users to that service 
delivery channel once. It cannot guarantee sustained 
use of the system unless the system is also designed 
in such a way as to deliver satisfactory outcome. 
Procedures need to be simplified to deliver concrete 
benefits and clear guidelines provided to encourage 
their use by the actual end users and reduce users‘ 
dependence on middlemen/intermediaries.. In this 
light, the countries of the world may be divided into 
three groups: 
1. Rich ·countries of the world who are dominant 
players in the information and communication 
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revolution. They are the greatest beneficiaries of this 
new technology. 
2. Some developing countries that have the potential 
to benefit from information technologies. They work 
for bridging the digital divide. 
3. Other countries,  that show inadequate capacity to 
benefit from information technology. These countries 
are in danger of being left behind. These countries 
may discuss their structural inequalities  that cripples 
their ability to participate in information technology 
revolution 
 
4.2 Judicial System  
In the developed world , dispensation of justice 
involved the role of technology from the very 
beginning. As the technology developed the role 
became larger and larger. The advent of internet 
triggered the availability of almost all government 
records , including those of the judiciary (which were 
meant for the public ) easily available. It becomes 
possible to access government agencies remotely and 
inexpensively. However , in India , use of ICT 
infrastructure , if any was available ( Bhagnagar and 
Bjorn-Andersen  1990 ; Yong , 2003 ). E-
Governance’s first stage was the “computerization”. 
It is expensive , infrasturtural change. It required 
switching from totally paper-based systems and 
services to totally computer and internet based 
solutions. Judiciary is in a very peculiar situation as 
far as its finances are concerned . All the finances of 
lower judiciary are controlled by the state 
governments and the expenses of the High Courts and 
the Supreme Court is charged upon the Consolidated 
Fund of India. Hence , for judiciary , particularly 
lower judiciary , funds were seldom available to 
upgrade the prevalent paper-based system. Thus the 
judiciary has control neither over the sword nor the 
purse. Incorporating e-governance in judiciary is a 
challenge. Online Dispute Resolution (ODR ) is 
accepted by many communities throughout the world 
for large number of disputes with low value and 
having disputants at geographically far places , ODR 
seems to the best bet due to speed , convenience , 
ease of access & cost. 
 
4.3 e-Governance And Corruption: 
An important reason for the prevalence of corruption 
is the availability of required information or resources 
with ‘select few’ in various departments or 
institutions. As a result the ‘select few’ would prefer 
to trade the available information/resources that they 
have, for a price. Introduction of Information and 
Communications Technology (ICT) may result in 
easy availability of information through web sites. 
And introduction of ICT may reduce the discretion of 
staff in allocating resources to citizens. 
 
Referring to the Harshad Mehta scam, N. Vittal, 
former CVC, said, “the famous Harshad Mehta scam 
took place in 1992 because the Public Debt Office of 

the Reserve Bank of India was not computerized. The 
manual system provided a 15-day float, which was 
exploited by the unscrupulous elements.” The 
optimism of the former CVC should be tempered in 
the light of the recent developments. For instance, 
Arthur Andersen was a completely computerized 
consulting firm and used latest ICT in big way. 
Complete computerization of its system did not 
prevent rampant corruption in the organization. Take 
the case of ticketing system in the Indian Railways; 
computerization of ticketing system substantially 
reduced the scope of corruption. Further, due to 
computerization of the ticketing system, the Indian 
Railways was able to handle the substantial increase 
in the workload without commensurate increase in 
the work force. But the introduction of ICT will not 
be able to remove the human element in the 
administrative process and will not be able to ensure 
continuous surveillance of the staff in various 
departments or institutions.  Result of this is that 
many people does get online reservations in festival 
season or  Tatkal tickets in time. Result is that people  
depend on travel agents for tickets in spite of the fact 
that they are capable of doing online transaction on 
their own.  
 
Above example demonstrates mere introduction of e-
governance does not reduce corruption. Moreover 
ICT might also facilitate easy corruption for someone 
who is conversant with the technology. 
 
4.4 Playing With e-Governance – Aadhar 
The concept of UID is based on the assumption that 
lack of identity is the reason for inability of the poor 
to access welfare. The failure of Nandan Nilekani  ( 
who is renowned ICT expert ) and the UIDAI to 
introduce the Aadhar card into the the mainstream of 
India's economic life is one of classic example of 
hurdles  in effective e-governance for “Aam  Aadmi 
“. Majority of  political parties , bureaucrats were in 
favor  Aadhar and felt that it is need for time. Aadhar 
is  patterned on the US Social Security Number, and 
the biometric technology was very much in place to 
uniquely identify each "warm body" and connect him 
or her to a unique number ,yet it was a controversy 
and could not progress well as expected , possible 
reasons may be: 

1) In general Indians are suspicious of and 
reluctant to adopt new practices.  

2) Aadhar would have made a major dent in 
the ability of corrupt middlemen, both 
government employees and private 
contractors, to siphon of public money 
before it reached the eventual beneficiary. 
So there was a caucus or cabal that was bent 
on ensuring its failure. 

3)  Aadhar had the biometric technology to 
connect each human being to a unique 
number and it would have been successful if 
it had restricted itself to that role. However 
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a "scope creep" made Aadhar to record the 
residential address of each person and this is 
where UIDAI fell into a trap and Aadhar 
card was brought down to the same level as 
so many other cards -- PAN, Voter Card, 
Driving License - that are floating around 
the country 

4)  Mismanagement of the Aadhar issuance 
process. Implementation at the district level 
towns was a total nightmare. Ineffective 
communication, incomplete planning, ill-
trained staff, badly designed software and 
inadequate computing and communication 
infrastructure . In spite of it forcing  
population to fall in line by threatening to 
withhold critical government services like 
scholarships, wages, and marriage 
registration or subsidized gas cylinders 
without which the citizen cannot cook his 
daily meal . 

 
While the UIDAI has made great progress in 
enrolling residents, challenges persist. The legislation 
that would have enforced the Aadhaar on all Indian 
residents was rejected by the Parliamentary Standing 
Committee on Finance .  It was rejected due to a 
number of reasons, some of these are ;  

1) Lack of feasibility study 
2) Hasty approval 
3) Threats to national security 
4)  Being directionless  
5)  Using unreliable technology 
6)  Need for privacy and data-protection  
7)  Lack of coordination among 

government agencies involved.  
 
The problem is neither with technology nor the 
money to afford it. The real problem lies in  
collective inability to manage contradictions in e-
governance and put all the processes together so that 
we can deliver a solution that is necessary masses 
who lives at the bottom of pyramid. The UID is a 
fascinating story, and need  to watch in the years to 
come. There will certainly be many lessons to learn 
from this enthusiastic e-governance project. 
  
4.5 Multilingual Citizen 
India is a country where people with different 
cultures and different religions live. People belonging 
to different states speak different languages. The 
diversity of people in context of language is a huge 
challenge for implementing e-Governance projects as 
e-Governance applications are written in English 
language.  
 
Therefore, it becomes need for time to deploy  e-
Governance applications which are to be 
implemented for the mass cirizen in more than one 
language so that these may be acceptable to the users 
of a particular language.  

4.6 Low ICT Literacy 
 Much of the Indian citizen  are not literate and those 
who are literate, they do not have much knowledge 
about ICT. So, in India, having such low level of ICT 
literacy, how can e-Governance projects be 
implemented successfully? 
 
4.7 Privacy and Security 
Typical hurdle  in implementing e-Governance is the 
privacy and security of an individual’s personal data 
that he/she provides to obtain government services. 
With the implementation of e-government projects, 
some effective measures must be taken to protect the 
sensitive personal information of the citizen . Lack of 
security standards in e-governance project may lead 
thread for  national security also. 
 
4.8 Mindset 
The struggle to change phenomenon can explain 
much of the hesitation that occurs on the part of the 
constituents in moving from a paper-based to a web-
based system to interact with government. Policy 
Makers, Stakeholders, Vendors can all have their 
biases & vested interests with respect to how 
transactions should be processed.  
 
4.9 Population 
As population is considered to be an asset to the 
country but it also offers some other challenges e.g. 
establishing person identities , measuring the 
population, keeping the database of all  nationals and 
keeping this database updated and then providing the 
e-governance services to the whole population is a 
hurdle. 
 
4.10 Convergence 
 Most of the e-governance services which are offered 
by the state or central government are not integrated. 
Lack of communication between different 
departments of government may be its major cause. 
Therefore, the information that resides within one 
department has no or very little meaning to some 
other department of the government.  
 
4.11 Cost 
 In developing countries like India, cost is one of the 
most important obstacles in the path of 
implementation of e-Governance where major part of 
the population is living below poverty line.. A huge 
amount of money is involved in implementation, 
operational and evolutionary maintenance tasks. 
Open source ICT resources are also minimal to 
overcome the hurdle. Asset costs must be low enough 
so that to guarantee a good cost/benefit ratio.  
 
V. CONCLUDING REMARKS  
 
Although Indian government is spending a lot of 
money on e-Governance projects, still these projects 
are not successful in all parts of India. Any e-
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Governance initiative, the focus has to be on 
governance reforms with the technological tools 
provided by ICT being utilized to bring about 
fundamental changes in the governmental processes. 
Some of core principles include a clear understanding 
and appreciation of the objectives to be achieved 
through e-Governance, making governance reforms 
rather than ICT the key focus for these projects, a 
step-by-step approach to maximum outcomes and 
benefits, complete re-engineering of government 
systems and procedures, learn lessons from previous 
projects and use of local languages for ensuring 
citizen-friendly interface. It is widely observed that 
many pilot e-governance project started for citizens 
were not   up-scaled and replicated in different 
locations for bottom of pyramid citizen and these are 
lessons to learn. Ultimately, the success of an e-
Governance project  lies in how efficiently it has 
enhanced people’s participation in government 
functioning through proper  ICT access, bringing 
government and the services it offers closer to its 
citizens, promoting accountability, transparency and 
responsiveness in government functioning and 
building confidence that  government is  serious in 
providing services. This is   mantra for   good e-
governance and a vibrant democracy. 
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