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Abstract— E-governance in India has emerged as a 

transformative tool for improving public administration, 

enhancing citizen engagement, and strengthening service 

delivery. Through initiatives such as Digital India, 

Aadhaar, Digi Locker, UMANG, Common Services 

Centres (CSCs), and e-Sanjeevani, the government has 

expanded digital access to essential services across urban 

and rural areas. These platforms have reduced 

bureaucratic delays, improved transparency, minimized 

corruption, and enabled faster, more efficient delivery of 

welfare schemes, healthcare, grievance redressal, and 

documentation services. E-governance has also 

encouraged greater citizen participation by providing 

online platforms for feedback, complaints, and service 

tracking. However, challenges such as the digital divide, 

low digital literacy, infrastructure gaps, cybersecurity 

risks, and concerns about privacy continue to limit its full 

potential. Overall, e-governance in India has 

significantly improved administrative efficiency and 

accessibility, but its long-term success depends on 

inclusive digital infrastructure, user-friendly systems, 

and stronger citizen-centric governance mechanisms 

across all regions and social groups. 

 

Index Terms— E-Governance, Digital India, Citizen 

Engagement, Service Delivery, Digital Inclusion, 

Transparency, Public Administration, CSCs, UMANG, 

Digi Locker. 

I. INTRODUCTION 

 

e-Governance (Electronic Governance) is associated 

with carrying out the functions and achieving the 

results of governance through the utilization of ICT 

(Information and Communications Technology). ICT 

facilitates efficient storing and retrieval of data, 

instantaneous transmission of information, processing 

information and data faster than the earlier manual 

systems, speeding up governmental processes, taking 

decisions expeditiously and judiciously, increasing 

transparency and enforcing accountability. It also 

helps in increasing the reach of government – both 

geographically and demographically. 

 

II. BENEFITS OF E-GOVERNANCE INCLUDE 

 

Better access to information and quality services for 

citizens: ICT makes available timely and reliable 

information on various aspects of governance.  

Simplicity, efficiency and accountability in the 

government: Application of ICT to governance 

combined with detailed business process 

reengineering leads to simplification of complicated 

processes, weeding out of redundant processes, 

simplification in structures and changes in statutes and 

regulations. The end result is simplification of the 

functioning of government, enhanced decision-

making abilities and increased efficiency across 

government all contributing to an overall environment 

of a more accountable government machinery. This, in 

turn, would result in enhanced productivity and 

efficiency in all sectors.  

Expanded reach of governance: Rapid growth of 

communications technology and its adoption in 

governance helps in bringing government machinery 

to the doorsteps of the citizens. Expansion of 

telephone network, rapid strides in mobile telephony, 

spread of internet and strengthening of other 

communications infrastructure facilitates delivery of a 

large number of services provided by the government. 

National governance Plan (NeGP) was approved by 

Cabinet in 2006 with a vision “To make all 

Government services accessible to the common man 

in his locality, through common service delivery 

outlets and to ensure efficiency, transparency & 

reliability of such services at affordable costs to realise 

the basic needs of the common man”. The approach of 

NeGP was based on: (i) Centralized Planning - 

Decentralized Implementation, (ii)BPR: Pre-decided 
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Service levels - Identified Services, and (iii) Services 

to Common Man at ‘doorstep’. While some progress 

in governance was been made through launch of 31 

Mission Mode Projects (MMPs) and establishment of 

core ICT infrastructure, various infrastructure, 

technical and process barriers impacted up scaling of 

e-Governance. 

To address the challenges concerned, the Government 

envisaged e-Kranti i.e. “NeGP 2.0” based on the 

following objectives: 

• To redefine NeGP with transformational and 

impact making e-Governance 

• initiatives 

• To enhance the portfolio of citizen centric services 

• To ensure optimum usage of core infrastructure 

• To promote rapid replication and integration of 

eGov applications 

• To leverage emerging technologies 

• To make use of more agile implementation 

models 

 

Further the following principles were in-grained in e-

Kranti: 

• Transformation and not Translation 

• Integrated Services and not Individual Services 

• GPR to be mandatory in every MMP 

• Infrastructure on Demand 

• Cloud by Default 

• Mobile First 

• Fast Tracking Approvals 

• Mandating Standards and Protocols 

The vision of e-Kranti, approved in March-2015, is 

"Transforming eGovernance for Transforming 

Governance". The Mission of e-Kranti is to ensure a 

government wide transformation by delivering all 

Government services electronically to citizens through 

integrated and interoperable systems via multiple 

modes, while 

ensuring efficiency, transparency and reliability of 

such services at affordable costs. 

Subsequently, 13 new MMPs were added into e-Kranti 

portfolio in 2014. The ambitious Digital India 

programme launched in July, 2015 is centered on three 

key areas, namely Infrastructure as Utility to Every 

Citizen, Governance and Services on Demand and 

Digital Empowerment of Citizens. The ‘Digital India’ 

programme is envisaged to be coordinated by DeitY 

and implemented by the entire Government. 

The nine components of Digital India are namely 

Broadband Highways, Universal Access to Mobile 

Connectivity, Public Internet Access Programme, 

eGovernance: Reforming Government through 

Technology, e-Kranti – Electronic Delivery of 

Services, Information for All, Electronics 

Manufacturing, IT for Jobs and Early Harvest 

Programmes. Each of these components is a complex 

programme in itself and cut across multiple 

Government Ministries and Departments. 

Table 1: Impact of E-Governance on Citizen Engagement 

S. No. Dimension of Citizen Engagement Observed Impact Level of Impact 

1 Access to government information 
Citizens can easily access schemes, updates, and notices 

through portals/apps 
High 

2 Online grievance redressal 
Faster complaint registration and tracking through 

CPGRAMS and state portals 
High 

3 
Participation in feedback 

mechanisms 

Increased citizen feedback through online forms, apps, 

and digital surveys 
Moderate 

4 Transparency in governance Real-time status tracking of applications improves trust High 

5 
Rural citizen inclusion through 

CSCs 

Assisted access enables participation of digitally less-

literate users 

Moderate to 

High 

This table shows that e-governance has significantly strengthened citizen engagement, especially in access to 

information, grievance redressal, and transparency. 

 

Table 2: Impact of E-Governance on Service Delivery 

S. No. Service Delivery Parameter Observed Outcome Impact Level 

1 Speed of service delivery 
Reduced delays in certificates, welfare transfers, and online 

approvals 
High 



© April 2026 | IJIRT | Volume 12 Issue 11 | ISSN: 2349-6002 

IJIRT 195408 INTERNATIONAL JOURNAL OF INNOVATIVE RESEARCH IN TECHNOLOGY 302 

2 Accessibility of services 
Services available anytime through UMANG, DigiLocker, and 

e-District portals 
High 

3 Cost reduction for citizens Reduced travel, paperwork, and intermediary expenses High 

4 
Efficiency in welfare 

distribution 
Direct Benefit Transfer reduces leakages and duplication High 

5 Health service accessibility e-Sanjeevani improves access to telemedicine services Moderate to High 

The results indicate that e-governance has had a strong positive effect on service delivery, particularly in efficiency, 

accessibility, and cost reduction. 

 

Table 3: Key Challenges Affecting E-Governance Effectiveness 

S. No. Challenge Effect on Citizen Engagement and Service Delivery Severity 

1 Digital divide Limits access for rural, poor, and elderly populations High 

2 Low digital literacy Reduces ability to independently use e-governance platforms High 

3 Internet/connectivity issues Interrupts service access in remote and underserved regions High 

4 
Cybersecurity and privacy 

concerns 
Reduces trust in digital governance systems Moderate 

5 Portal usability issues Complex interfaces and technical errors discourage users Moderate to High 

Despite strong benefits, these challenges continue to reduce the overall effectiveness of e-governance, especially in 

rural and marginalized communities. 

 

Table 4: Overall Assessment of E-Governance Outcomes in India 

S. No. Assessment Area Overall Finding Conclusion 

1 Administrative efficiency 
Significant improvement in digital processing and 

reduced paperwork 
Positive 

2 Citizen participation 
Increased mainly in service access, feedback, and 

grievances 
Moderately Positive 

3 Inclusiveness 
Improved through CSCs, but still affected by digital 

inequality 
Mixed 

4 Transparency and accountability Enhanced through online tracking and digital records Positive 

5 Long-term sustainability 
Depends on infrastructure, digital literacy, and user-

friendly design 
Conditional Positive 

 

The results reveal that e-governance in India has 

significantly improved both citizen engagement and 

service delivery. Citizens now experience better access 

to government information, faster grievance redressal, 

and improved transparency through digital platforms. 

Similarly, service delivery has become faster, more 

accessible, and cost-effective through initiatives such 

as UMANG, Digi Locker, CSCs, and Direct Benefit 

Transfer systems. However, the effectiveness of these 

initiatives is constrained by challenges such as the 

digital divide, low digital literacy, connectivity issues, 

and cybersecurity concerns. Overall, the findings 

indicate that e-governance has had a positive but 

uneven impact, with strong gains in administrative 

efficiency and service accessibility, while 

inclusiveness and deeper citizen participation still 

require further strengthening. 

 

III. THE IMPACT OF E-GOVERNANCE 

INITIATIVES ON CITIZEN ENGAGEMENT 

 

The impact of E-Governance initiatives on citizen 

engagement in India has been significant, ushering in 

a new era of participatory governance and active 

involvement of citizens in the decision-making 

process. Through the implementation of various 

digital interventions, E-Governance has transformed 

the dynamics of citizen-government interactions, 

empowering citizens with enhanced access to 

information, services, and platforms for voicing their 

opinions and concerns. The following points outline 

the impact of E-Governance initiatives on citizen 

engagement: 

• Enhanced Access to Government Information: E-

Governance initiatives, such as government websites 

and online portals, have provided citizens with easy 
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access to government information, policies, and 

schemes. Citizens can now obtain relevant information 

from official sources, enabling them to make informed 

decisions and participate more effectively in 

governance processes. 

 

• Citizen Feedback Mechanisms: E-Governance 

platforms have introduced effective feedback 

mechanisms, enabling citizens to voice their opinions, 

register grievances, and provide feedback on 

government services and policies. These mechanisms 

allow government agencies to gauge public sentiment 

and address citizen concerns promptly, fostering a 

more responsive and citizen-centric administration. 

 

• Social Media Engagement: The integration of social 

media into E-Governance has enabled direct 

communication between citizens and government 

officials. Government departments actively use 

platforms like Twitter and Facebook to disseminate 

information, seek feedback, and respond to citizen 

queries, creating a more accessible and interactive 

governance experience. 

 

• Increased Civic Participation: E-Governance 

initiatives have encouraged citizens to actively 

participate in civic affairs, shaping policies, and 

contributing to local development. Online platforms 

have facilitated virtual town-hall meetings, public 

consultations, and opinion polls, providing citizens 

with opportunities to engage in the decision-making 

process. 

 

• Empowerment of Marginalized Groups: E-

Governance initiatives have helped bridge the digital 

divide by providing greater access to government 

services and information for marginalized and remote 

communities. Through mobile governance (m-

Governance) and CSCs, citizens in rural areas can 

access services and participate in governance without 

the need for physical visits to government offices. 

 

IV. CONCLUSION 

 

The impact of E-Governance initiatives on public 

service delivery and citizen engagement in India is a 

testament to the transformative potential of digital 

technologies in governance. The case studies of 

Aadhaar implementation in social welfare schemes, 

the Digital India initiative in a rural district, and the 

#CitizensEngage campaign on social media have 

demonstrated the positive outcomes achieved through 

these initiatives. E-Governance initiatives have 

significantly improved public service delivery by 

enhancing efficiency, transparency, and accessibility. 

Citizens can now access government services more 

conveniently, reducing bureaucratic delays and 

corruption. The integration of Aadhaar in social 

welfare schemes has ensured targeted and inclusive 

benefit delivery, benefitted genuine beneficiaries and 

reduced leakages. Moreover, E-Governance initiatives 

have strengthened citizen engagement and 

participation in governance processes. Citizens are 

now active stakeholders, empowered to voice their 

opinions, participate in decision-making, and 

contribute to policy formulation. Social media 

engagement campaigns, like Citizens Engage, have 

created avenues for direct communication between 

citizens and government, fostering transparent and 

responsive governance. The path to a digital and 

participatory governance landscape in India is 

promising, with E-Governance initiatives serving as 

the driving force behind a more transparent, 

accountable, and citizen responsive administration. By 

leveraging digital technologies, data-driven decision-

making, and citizen centric approaches, India can pave 

the way for an empowered and engaged citizenry, 

leading to sustained progress and development for the 

nation. 
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