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Abstract

The fact is merdy computerization of government will not achieve the objective of e
governance. It will only increase cods and bureaucracy without largdy changing the way
decisons are made or having an impact on the perceived qudity of services. Successfully
implementing the e-governance cdls for fundamentdly changing how Government
operates and implies a new sa of regpongbilities for civil sarvants, businesses, and
citizens. The new sarvices, information and channds of Government to interact with the
different condituencies will require dl paties to become familiar with new technologies
and to develop new kills.

This paper focuses on how to Build effective Egovernance projects. In this paper we had
tried to explan you vaious gaps in dedgning and ddivering vaious E-governance
project. It gives indght in to the factors which government agency should keep in mind
while implementing E-governance projects.

This paper will be hdpful to dl people who are interested in developing E-governance
project like dvil servants in government agency, busnesses houses deveoping E-
governance projects, etc.

Detailed Paper

The liberdization of the early 1990s if it is to prove anything more than episodic rasng
of expectations, has to ensure high growth for severa decades to come. Liberdization,
precisely because it succeeded in the sense of cregting a more open and market oriented
economy, hes resulted in the present dtudion, where the three chalenges mentioned
earlier arise and need to be overcome. These chdlenges are:

» Chdlenge for Economic Policy

» Chdlenge for Policy and Organizationd Deve opment and Governance
» Chdlenge of Governance

Today what we ae? Is because of catan bold decisons, which were taken dretching
beyond the normd decison-making process, like the decison to liberdize the economy
due to ol crigs of 1990s. It depicts that a lot of autonomy is cdled for, for bringng in
action.

The toughest of dl the chalenges is ‘Good Governance. As for any sysem, its
performance can be judged only by the outcome resulting from it. Similar example can be
seen in Noble Prizes, they are avarded not for concepts and theory but for showing their
use for betterment of Human Life (as a matter of fact Eingtein was given Nobd Prize not
for ‘Theory of Rdativity’ but for showing the ‘ Photod ectric Effect’).

The limitation of very notion of governance in societies with extreme inequdities and
severe deprivationisaredly in dl termsachalenge. Indian economy and society is



characterized by certain aspects:

High leve of Corruption.

Limited autonomy for Policy
Making or Changesin Policy.
Information  filtering and non-
avalability.

Lack of Infrastructure for
Ddivery inthe System.

Traditiond means and ways of

Severd dages between Policy
makers and Implementers  and
Benefit seekers.

Resource Crunch.
Inequaities in society.

Divedsty in rdigion, culture,
geogaphy, political will....
Population explogon.

implementing things
[lliteracy.
Lack of Advanced Technology.

On the eve of 50 years of Indian Independence, media initisted a debate on where India
dood after 50 years of Independence? and they even tried to probe the reasons for the
result. Much was attributed to Government and its Policies for the fallure on mgority of
parameters. Governance through the entire system is more often not the leverage point for
change, but has to be efected by Imultaneous changes in other dimendons of society-
economic palicy, politicsand law

Given the complexities of Indian politica, legd and socid systems, poor governance can
be seen as the reason for dl acts of omisson and commisson, poor desgn of inditutions
and their improper waking. The problem is of falure to ddiver what has been planned?
The reasons are many:

Lack of Trangparency in the system.

Corrupt practicesin the system.

Lack of commitment at dl levels.

Lack of synergy between various sub-systems.

» Information ddays.

Here one thing comes in to picture is absence of ‘Consumerism’ in benefit seekers. In the
last decade, ‘Technology’ came as an answer to most of the problems prevaling in
Governance. The term that came in picture adopting technology was e-governance. In
developed nations it was effective as they had the avalable base for operationdizing and
implementing the same. India is dl together a much different case, not only because of
developing nation status but aso due to above mentioned reasons.

The fact remains whether egovernance or any other form of governance, until and unless
can deliver on transparency will remain as the reason of fallure of sysem. Here Johari’s
Window will comein handy. Itisasbdow in Fig.1
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As per the above propodtion by Johari, exigence in ‘Arena box will ensure minimum
grifeand strain in relations. At the base of this were three factors;

1 Openness.
2 Communicaion.



3 Broad Perspective.
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The same is expected to be delivered by egovernance, as a the base of it is technology.
Example can be seen in the case of Brazil. Till recent past, government agencies in Brazil
conducted auctions for purchasing goods and services. However, the auction process had
svad drawvbacks snce paticipating suppliers knew ther competitors and ther pricing
drategies. Companies were able to make an accurate prediction of their competitor’s bid
and usad to price thar offering dightly higher resulting in a loss of cost savings expected
from auctions for the government agencies It was then that Brazilian Government opted
for ‘ComprasNet”, a fully integrated e-marketplace for al its purchesng activity which
not only overcame dl the drawbacks of auctions but dso helped in redizing better results
from its public ds.

Government can face the chdlenges of good governance by integrating and offering their
savices through Internet. Internet has the potentiad to trandform government-to-citizen
and governments-to-busness interface without the need to dismantle the treditiond
ddivery mechanism of government agencies However, e-governance has its own
chdlenges to be addressed. These are pertaining to complex socid, regulaiory and legd
issuesin ddivery modds.

Another important aspect is unlike business, goverrment is not necessaily in the
busness of building loydty, given the lack, for most services, of competing providers,
the prospect of providing better services a lower cost must certainly be gopeding.

How to make E-gover nance Successful ?

We purposed following modd for ddivering qudity governance through technology.
This modd identifies various gaps which govenment mugt fill to provide qudity
govenance. Here we had identifies such type of Ggps in ddiveing successful e

governance.
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Let us try to undersand this modd . Successful E-governance project has minimum
differences in citizen's expectation and perception about E-governance. This Expectation
is based on their past experience with any E-governance project, their Needs regarding
good governance and externd communicetion. received through media, word of mouth
publicity etc.

The gap between this expectation and their perception about projects make any project
successful or unsuccessful in red time gtuaion. Though whatever advance technology
you use or whatever clams government agency mekes until and unless this gep exigts in
citizen's mind, E-governance projects will not be successful. To make this ggp minimum
government has to reduce the other gaps shown in mode. These gaps ae daborated

below in detal.

Ggp 1 : Understanding Citizen's Need : Any E-governance projects has to first
rightly identifying and prioritize dtizen's needs Many time government misnterprets the
needs of citizens. Citizen's expected need of governance and government's interpretetion
of this expectation might be different, this crestes a gep. Here governments can use
technology for minimizing this gap. E-governance project should firg identify and
prioritize customer segments and needs of these groups. Project should magp needs of



information and services organized by citizen's expected needs. Say for example, many
date governments have darted Informetion Kiosks or Avallability of information through
Internet. The success of any of these ventures rests on the ability of the sysem to ddiver
qudity and right information rather than quantity of information. The base is correct
recognition of citizen's information needs. You will dso find many dtes or information is
not regularly updated.

Gagp 2 : Establishing Wrong Standards :  This is because while converting the
perceptions in to qudity governance, government perception about good governance by
faster sarvice  has lead them to set dandards like providing ration cards in  three days,
driving licensss in one day, passports in 60 days. This has created the Gap because
many times dtizen's not only required fader savice deivery but timdy committed
svice ddivery. Once you set such slandards and if you are not able to adhere to that
dandards then that crested dissatisfaction regarding governance. Any E-governance
project should set right standards for quality governance.

Gep 3 : Delivering Governance. This ggp is because of edtablishing standard and
ddivering governance. Once you s&t such slandards and if you are not able to adhere to
those dandards then it creates dissatisfaction regarding governance. Any E-governance
project should st right standards for qudity governance. Many times in India we are
stting good dandards but we fal in ddivering dandards, in terms of behaviord issues
and implementation.  Any E-governance project has to minimize this gap. Due to
technology more and more transparency is coming in sysem. This gap will minimize, but
behaviord and atitude levd problem will minimize only when we provide extensve
training to employess.

Ggp 4: Communicating Standards : Many time our communication of this sandards
ae cregting wrong perception about governance. Any E-governance project must provide
proper communication to the stackholders. This should not create hype about the project
other wise thiswill add gap between expected governance and perceived governance.

In generd, in order to have effectiveness in the e-governance modd it must have
followmg characterigtics imbedded so that gaps shown in models are minimized.

Customer focused Rdiability
Reevant for different user - Assurance
groups . Tangibility
Community  building  through - Empathy
communication - Responsiveness

Integration with back end legecy

system

Change orientation
The fact is merely computerization of government will not achieve the objective of e
governance. It will only increase costs and bureaucracy without largely changing the way
decisons are made or having an impact on the perceived qudity of services. Successfully

implemerting the e-governance cdls for fundamentdly changing how Government
operates and implies a new st of responghilities for civil sarvants busnesses, and



citizens. The new sarvices, information and channds of Government to interact with the
different condituencies will require dl parties to become familiar with new technologies
and to develop new kills.

Conclusion:

To conclude a successful e-governance inititive can guarantee India becoming a fully
developed nation. The vison of e-governance cdls for reinventing the government by
usng multimediainformation technology to improve productivity and ceding a
collaborative environment that fosters an ongoing development of Indian multimedial T
indudry. The initigtive should focus on effectivdy and efficently ddivering sarvices
from the Government to the citizens thereby enabling Government to become receptive to
the needs of customer.
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