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Abstract
E-panchayat is the lowest tier for rural development. Use of 
Information Communication Technology (ICT) in e-governance/
e-panchayat is providing fast services to the citizens. These tools 
make delivery of government services to citizens in transparent 
and efficiency in effective way. The results of previous studies on 
E-panchyat show that urban citizens are taking a lot of benefits 
from these services in comparison to rural population. The rural 
population is not getting advantages from modern ICT services. 
There are many reasons for this gap. It has been seen that this 
difference in utility of ICT services is because of local language 
problems, lack of awareness of public services and sometimes 
availability of proper infrastructure. It has been suggested by 
several scholars that these problems can be overcome by greater 
participation of the people in awareness related public functions at 
panchayat level through dedicated ICT services that makes them 
aware about the proper use of available resources. They should 
be trained in such a way that knowledge about the government 
services is shared amongst them. Since rural communities are the 
closest to bottom level problems. Efforts must be made to provide 
information in local language of the community. It can benefit 
all participants belonging rural community may it be e-learning 
too. Services of accessibility empower the rural citizens and their 
participation can provide innovative solutions to the problems of 
rural areas and urban-rural gap can be reduced.
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I. Introduction
E-Government is a multidimensional and complex concept. 
The crucial element in ICT tools of e-governance is to making 
governing activities transparent and administer interrelationship 
with the customers and the business community. The success of 
e-government initiatives and processes are highly dependent on 
government’s role in ensuring a proper legal framework for their 
operations/services.
The target of e-Government focuses on four main groups viz. 
citizens, businesses, governments and employees. The electronic 
transactions and interactions between government and each 
group constitute the e-Government web of relationships. The 
respective four main blocks of e-government are Government to 
Citizens (G2C), Government to Business (G2B), Government to 
Government (G2G) and Government to Employees (G2E).
Government to Citizen (G2C): It deals with the relationship between 
government and citizens. E-government allows government 
agencies to talk, listen, relate and continuously communicate with 
their citizens; as well as supporting, accountability, democracy and 
improvements public services. G2C allows customers to access 
government information and services instantly, conveniently, from 
everywhere, by use of multiple channels (PC, Web TV, mobile 
phone or wireless device). It also enables and reinforces their 

participation of local community through email to an online 
discussion forum (Riley, 2001).
Government to Business (G2B): It consists of electronic interactions 
between government agencies and private businesses. The business 
organizations are conducting business-to-business e-commerce 
activities in order to lower their costs and improve inventory 
control. The opportunity to conduct online transactions with 
government reduces red tape and simplifies regulatory processes. 
This activity helps businesses to become more competitive (Fang, 
2002).
Government to Government (G2G): It refers to the relationship 
between governmental organizations for example national, regional 
and local governmental organizations. Online communication and 
cooperation allows government agencies and departments to share 
databases, resources, pool skills and capabilities. This enhances 
the efficiency and affectivity of processes (Riley, 2001).
Government to Employees (G2E): It refers to the relationship 
between government and its employees. G2E is an effective way 
to provide e-learning, bring employees together and to promote 
knowledge sharing among them. It gives employees the possibility 
of accessing relevant information regarding: compensation 
and benefit policies, training and learning opportunities, civil 
rights laws, etc. G2E refers to encouraging the implementation 
of government goals and programs as well as human resource 
management, budgeting and accounting (Riley,2001). 
Therefore, ICT can improve living standards of people in remote 
and rural areas by providing important commercial, social and 
educational benefits in India. The objective of the government at 
the center is to implementation of e-Governance in which cover 
135 million rural poor is a very complex process. Huge amounts 
have been disbursed to the state governments to implement 
e-governance project and bridge the digital gap developed since 
last ten years (Charru, 2007).

A. Architectures of E-panchyat:
The architecture of e-panchyat can be a web–based n-tiered. It 
shall function like applications services provider for all panchyats 
level digital services to all the stakeholders (citizens). The elected 
representatives, gram-panchayat officials, the government and 
the knowledge workers are the stakeholders. At panchyat level, 
usual clients can access a lot of information through available 
e-panchyat. So that this level can save a lot of communications 
cost as well as ensure the standardization and excellence of 
e-governance services (Mooji and Jos E,1999). The application 
server software can have four main modules:

Administration Module: This is the module that supports 1. 
the functions of Gram Panchayat official’s duties and 
responsibilities.
Management Information System Module: The MIS module 2. 
manages the state level Gram Panchayat planning, finance 
and revenue department officials.
Citizen Services Module: The Citizen module can be one-stop 3. 
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and non-stop provider of all the services to the citizens.
Elected Representative Module: The elected representatives’ 4. 
module helps in rendering services to the elected 
representatives.

II. Government Initiative for E-panchayat:
E-Panchnayat system focuses on the development of rural areas 
replacing traditional panchayat model using ICT technologies. It 
will provide grass root level information to the ruling government 
authorities for necessary steps to be taken for governance. The 
main objective of e-panchayat is to include providing services 
to the rural population and ensuring transparency in functioning 
of government. Several state governments like Haryana, Andhra 
Pradesh, Himachal Pradesh, Tamil Nadu, Kerala, and Karnataka 
have set up e-panchayat portals for the development of rural area 
( Verma andKumar,2010).
The Indian government has made amendments in the Indian 
constitution (73rd amendment in 1990) to empower the local 
government. By interlinking intra organizations, the efficiency 
and transparency of the public services improves. Following are 
the features of e-panchayat in India:

A. Intra Organization Coordination
Use of ICT at panchayat level is at lowest tier of rural area. 
E-panchayat made villagers powerful with knowledge and 
information. It provides better service delivery on their 
demand.

B. Information and Democracy:
Democratic governance is an ‘information centric’ process as 
maximum participation of the people is required by democratic 
governance. The coordination of working at panchayat level, 
districts level, state level make the democratic structure. This 
process requires wider participation of the citizens. It provides 
knowledge to the people for relevant information.

C. Citizen’s RTI:
Another feature of e-panchayats relates to the right to information. 
Right to information increases citizens’s power as it gives 
information according to the demand of citizens. This powerful 
right increases transparency in government working, decreases 
corruption and shows decision making process at governance 
level.

D. People as Stakeholders:
As e-governance has made a lot of changes for the citizens’ 
services. As people used the services and their feedback is used 
for necessary actions for the better services. It transforms a citizen 
from ‘beneficiary’ to ‘stakeholders’ (Maiti,2009).

E. E-panchayat and Expected outcome:
Experience of above mentioned states who implemented 
e-panchayat system shows that it is multifunctional governance 
having capability of various services: better decision making 
mechanism, better intra-organization management, faster service 
delivery etc. It also provides awareness of ongoing schemes. In 
this way people become ready to participate in both sides, as 
beneficiary and as stakeholders. The most important function 
of e-panchayat is web based program where various progress 
schemes that helps in all-round development of the rural people. 
The most critical function of panchayat is handling overall funds 
given by e-panchayat and e-readiness of the people. E-panchayat 

gives the chances to the people of rural area to access the ICT 
tools at the panchayat level. Main issue of e-panchayat is that the 
services of public should be cost less, reduce corruption and more 
transparent functioning (Verma and Kumar,2010).

F. Functional Aspects of e-Panchayat:
The whole process of governance should be people centric. It 
manages the overall public affairs, sharing benefits, development 
process and investments process. Not only people get services 
but as the stakeholders they provide the services. Shareholders 
as citizens may also provide several inputs to the government’s 
policy making process. Citizens take a lot of benefits from the 
e-panchayat. Panchayat level plays various role like ‘information 
provider’, ‘services provider’, and ‘information seeker’.  ICT 
tools, works for deciding support system, tools of transparency 
and accountability(Verma and Kumar,2010).

G. Functional Areas of e-Panchayat:
Use of ICT at governance level organizations requires useful 
information, effective internal functioning and the well-organized 
services delivery to the rural areas. Malhotra stated about two 
processes. First is critical processes refer to service delivery. 
Secondly, support processes to the internal management of the 
organizations (Malhotra, 2007).

H. Internal Management:
Support processes: Due to the launch of New Panchayat Raj 
Institutions, new panchayat had to face many problem regarding 
funds. The main issue for the panchayat is: representatives 
should properly use these funds for the development of villages. 
In traditional panchayat these funds are not used for the public 
facilities. Due to use of ICT e-panchayat can handle issues of 
PRIs at various levels. Through ICT accounting is done from the 
bottom of organization. With new technologies analyses of cash, 
payment and receipts can do easily. These technologies would 
demand for computer experts for running of e-services at various 
levels. With the help of ICT citizens can know about ongoing 
schemes for social security schemes, national rural employment 
schemes and so on. Common Service Centre (CSC) would provide 
the required information and knowledge for rural area that are 
opened by governments (Maiti,2009). 

I. Service Delivery Functions:
People are worried about panchayat system, when they need 
certificates. Now e-panchayats are capable to provide computerized 
certificates like caste, income, domicile, etc. ICT kiosks at local 
level can provide various social security schemes for rural area. 
People are unaware of the welfare and development programmes 
like Pradhan Mantri Gramin Sadak Yojana (PMGSY), Public 
Distribution System (PDS) etc to help these services work in 
transparent manner(Verma and Kumar,2010). 

III. Problems in Implementing E-governance
It has been observed that the services of ICT are not available in the 
remote or backward areas in the Punjab. Somewhere services are 
available but people are not satisfied due to un-suitable framework 
design. The major problems faced by people of the state are due to 
illiteracy, not suitable infrastructure for services, non-familiarity 
with English language especially in the rural areas. Supplying 
information to the public in a language that they understand and 
are comfortable with, and generally, it is the local language. The 
technology is available by which transliteration from English into 
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other languages can be made. Therefore, the problem is manageable 
provided there is enough motivation to do this burdensome task 
(Monga, 2008).
The state government has made efforts to make e-governance 
services available at the District and Tehsile level through Suwidha 
centers. But, the participation of people in e-governance services is 
low due to reasons mentioned in last paragraphs and another reason 
is the cost involved in getting these services and the efficiency of 
the services. Hence below poverty line people sometimes do not 
afford and thereby do not get benefit from their citizen rights.

A. E-panchyat Implementation Model:
In India lots of funds are invested on implementation of e-panchyat 
as well as making it functional. This strategy suggested that   the 
commissioner panchyat Raj and Rural Employment is required to 
buy only hardware. Thus, through a self-employment generation 
scheme Grampanchayat   facilitate on Build Own and Operate 
(BOO) base system. This makes one or two families of village   
to adopt their occupations by providing services. The   collection, 
feeding data and generating reports are the main responsibility of 
entrepreneurs. The monitoring amount of data fed and the number 
or reports generated are done through software and accounted for 
making payment (C.S.R. Prabhu, 2010). 
The Citizen Services are focused on

Birth & Death Registration and Certification1. 
House Tax Collection2. 
Old Age, Widow & Disabled Pensions3. 
Trade Licenses4. 
Layout Permissions5. 
Grievances Monitoring6. 

B. E-governance for Rural Population in Punjab:
Punjab is an agriculture dominating state and by providing 
government services according to farmers’s need, will benefit 
the population a lot. Punjab has been ranked 16th and 5th on the 
basis of satisfaction and e-readiness level, respectively. But, this 
data depend on the feedback from the urban population. Punjab 
government is implementing e-governance in a rapid manner. The 
projects initiated by the state government are: State Wide Area 
Network (SWAN), State Data Centers (SDC) at state and district 
level, common service centre like SUWIDHA centers through web 
portals. The web portals act as a window to the various services 
and are beneficial not only to the government but also to its citizens 
(Singh V et al, 2011).
The literature survey suggested that there is no systematic study 
has been conducted that takes into account the feedback from the 
services provided to the rural population thru e-governance. 

IV. Suggestions by Various Scholars:
Moon and Bretschneider (2002) said that several attempts have 
been, made to transform or reinvent the government function. 
With the introduction of ICT, government bureaucratic structures 
are going through a new phase of change or transformative 
phase. Increasingly government organization considers 
Information Technology as a “panacea” for improving managerial 
efficiency.
Nityesh Bhatt (2006) illustrates that advent of new ICTs has 
brought a lot of changes and increases economic growth of country. 
On the other hand, it has created digital gap between the societies. 
It divides the society into two categories. One category of people is 
fully aware of ICT and they are using latest technology. Whereas, 
the second category of peoples are living below poverty line and 

not fulfill their basic needs. Therefore, the government should 
consider ICT as well as their basic needs together.  
Bhatnagar (2000) analyses the status of ICT in rural India. There 
are some ways to access the ICT like telephony, internet and 
other electronic media. However, access of ICT is very poor due 
to larger rural area. Although, the rural population is keen to pay 
for true value. But, the amounts of money require for providing 
services of ICT is very high. Hence, in villages services can be 
provided to the people through NGO cooperatives, private sector 
and individual entrepreneurs. 
Charru Malhotra (2007) in her paper stated that since last ten years 
the government has expend a large amount of money to increase 
the use of ICT in government offices. ICT is widely used in public 
and private sectors such as in educational and other centers. On 
the other hand, the active participation of rural communities in 
this field is very nominal. So a lot of work is required to be done 
to improve it. The government makes a lot of effort to provide 
the ICT services. But the people are facing lot of problems in 
its use. Because of some hurdles such as lack of local language 
and need based services, the information becomes useless for the 
rural population.
Bhatanagar (2010) illustrates about his empirical study of 
e-governance project in India. He stated that ICT services are 
required to be reforms. The most of the people favour computerized 
services as compared to traditional or manual systems. But this 
system is not full- fledge of ICT based.
Salman (2004) identified key hurdles for implementing e-commerce 
and information technology in developing countries with special 
focus on three crucial factors of an organization-people, process 
and technology.
Anil Monga (2008) stated that in twentieth century bureaucratic 
structures were more in public services but transparency was less. 
This system was not responsive regarding their duties and involved 
in corruption. Most of the time they were found absent from their 
duties and when needed for community. He further states that 
the information should be supply  in the local language so that 
they can feel comfortable. Technology should be in such  a way 
which converts the English to other local languages. Not only 
that ,there is need to change the mindset of  official employees 
who are using handwritten data and files. He suggested that the 
government must be considering the security and privacy issues 
for the implementation of IT, so without fear public can do online 
transactions and communicate according to their requirements. The 
researcher demonstrated that this study is a theoretical assumption 
about e-governance by analyzing some experience at the local, 
state and federal levels of government in India.
Prasad (2012) suggested  that the success of e-governance in rural 
area require some key factors like providing decision support to 
public administrator reforms, increase the citizens participation, 
improve the service delivery and transparency, organizations 
increase their services and expand jobs opportunities in rural 
areas.
Anil Monga (2008) stated that the implementation of E-government 
system has faced many challenges such as making computerization 
policy required large investments for the purchase of hardware 
as well as software and reduction in investment by government 
on leasing of computer from many agencies.
Kumar and Mishra (2007) stated their view that decentralization 
should be one of the critical output for any e-government system. 
This is more relevant and critical because of the fact that scaled up 
and mission-mode projects need active participation of different 
stakeholders in the governance process including the citizens, 
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the different partners of the government systems, the local self 
government institutions, the extra-state actors from the private 
sector and the civil society. Though required IT infrastructure would 
be available in all layers in the government systems nationally, 
a proper understanding and incorporation of decentralization in 
the e-readiness exercise can contribute effectively in this process 
of scale-up.
Garai and Shadrach (2006) concluded that there is an urgent need to 
recognize the role of local knowledge in sustainable development. 
Since communities are the closest to grassroots’ problems, they 
are the best judge to evaluate technology alternatives and provide 
innovative solutions for the problems of their respective areas.
Rajendra (2010) illustrated that in last decade e-government projects 
has been started in developing countries and E-government have 
been improved the qualities of public administration. Objective of 
these projects is for social and economical welfare development of 
those people who are residing in rural areas. There are necessary 
social, political and institutional factors to help the e-government 
and ICT development projects. There for this project which was 
implemented in three states (Andhra Pradesh, Tamil Nadu, Kerala) 
are having main goal to provide timely, cheaper and with easy 
way government service to common people.
Heeks (2002) stated that a large number of e-governance projects 
either completely or partially fail in developing countries due to the 
gaps that exist between the design and reality of implementations. 
Even the progress towards integrated and transactional 
e-governance is slow.
Bhavya Shorff (2012) observed that Indian government has made 
policies to design e-governance projects. Accountability in the 
governance context requires institutionalizing and internalizing 
the norms of accountability (Malena et al. 2004). E-governance 
is a such tool that manages the affairs and services of public and 
improve the citizens empowerment. The accountability for public 
is based with the social agreement of citizens with state. The 
social accountability can be increased in government and public 
institutions, when e-governance projects will going to consider 
the citizens participation in planning and its designing. In the 
state of Karnataka e-governance Bhoomi project was designed 
in consideration to social accountability. 

V. Conclusion
The e-governance models being implemented are not suitable 
according to the need of the people of the state and regions. These 
factors that must be taken into consideration are economic and 
social and other important factors are security and privacy. The 
policies for the e-governance services implementation must involve 
modern IT equipment even if it requires huge investments for the 
purchase of hardware, software and skilled manpower. There is 
need to change the mindset of the government employees who 
are use to working only in the manual mode. This is a big task 
and needs patience and careful planning, workshops, seminars, 
and training programmers are required to be organized to spread 
awareness among the employee at all levels.
The suitable alternatives must be found out like governments’ 
entering into agreements for leasing of ICT tools through third 
party. This would reduce initial heavy capital investments etc. There 
are problems due to non-connectivity between various ministries 
and departments to transfer of files and papers for efficacious 
speed as an alternative to manual delivery of documents. To make 
this really effective, there is a need to make databases of various 
departments compatible with one another. Thus, interoperability 
of e-governance projects is of vital importance if the citizens are 

to feel the benefit of IT in day to day life.
Scholars also argue that there is the need of more interaction between 
communities based local bodies and development worker to ensure 
the success of the development process. Greater participation of 
the people in public functions leads to the proper use of available 
resources. They are aware of plans and schemes which are running 
at government level. They can access information though internet. 
Since communities are the closest to bottom level problems. In 
this way they can understand their problems. People can take 
information and benefits through technology. The information 
should be provided in local language. Any user can access any 
type information from internet. In this way they can take chance 
of e-learning. Services of accessibility empowered the citizens 
and they provide innovative solutions for the problems of their 
areas.
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