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Introduction: 

India is a democratic republic and the philosophy of justice, equality, liberty and fraternity are 

enshrined its constitution. The democratic principles of the country flow from the Preamble of the 

Constitution itself. Democracy is a government of the people, by the people and for the people. 

Effectively this means that the Government is elected by the people, it is responsible and accountable 

to the people. In the early 1990s, two changes swept across the world – the focus on good governance 

with increasing private sector participation in delivery of public services and Information 

Communication Technologies (ICTs) and internet – technologies that potentially could connect any 

and every one in real time. The concept of e-Government or e-Governance was born through the 

amalgamation of these two. India also did not remain untouched from the changes sweeping across the 

world. 

Through E-Governancegovernment is categorically, weaving a new basket of all general 

services for every common. As we all know that over the years, a large number of initiatives have been 

undertaken by various State Governments and Central Ministries to usher in an era of e-Government, 

sustained efforts have been made at multiple levels to improve the delivery of public services and 

simplify the process of accessing them. 

E-Governance in India has steadily evolved from computerization of Government 

Departments to initiatives that encapsulate the finer points of Governance, such as citizen centricity, 

service orientation and transparency. Lessons from previous e-Governance initiatives have played an 

important role in shaping the progressive e-Governance strategy of the country.  
 

Objectives 

1) Make all Government services accessible to the common man in his locality, through 

common service delivery outlets, and ensure efficiency, transparency, and reliability of such 

services at affordable costs to realize the basic needs of the common man. 
 

The ultimate objective is to bring public services closer home to citizens, as articulated in the 

Vision Statement of NeGP. 
 

Methodology of e-Governance 

The National e-Governance Plan (NeGP), takes a holistic view of e-Governance initiatives 

across the country, integrating them into a collective vision, a shared cause. Around this idea, a 

massive countrywide infrastructure reaching down to the remotest of villages is evolving, and large-

scale digitization of records is taking place to enable easy, reliable access over the internet.  
 

The Government approved the National e-Governance Plan (NeGP), comprising of 27 Mission 

Mode Projects (MMPs) and 8 components, on May 18, 2006. The Government has accorded approval 
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Figure 1: Characteristics of Social Media 
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Figure 2: Social Media Framework 
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Citizen Engagement Framework for e-Governance Projects: Draft for Public 

Consultation 

Based on the feedback received from various stakeholders and after two rounds of 

consultations, the revised draft is being put up for final Public Review and Consultation.Unlike 

traditional types of engagement – Communication and Consultation, Citizen Engagement is an 

interactive two way process that encourages participation, exchange of ideas and flow of conversation. 

It reflects willingness on part of government to share information and make citizens a partner in 

decision making. 

Citizen Engagement has been understood and explained in a variety of ways. Engagement as  

 

� Contributor  

� Organization builder  

� Empowering process  

� Combination of all the above  
 

The problems compounded 
 

As the government is incorporating ICTs into the delivery of G2C services, there are hardly any 

embedded mechanisms to facilitate the voice and space for citizen participation in e-governance. This 

is especially true for the weakest and the most marginalized sections of society for whom the e-

Governance projects are created to serve the most. The problem is compounded by  
 

High Rural Population – making outreach and determination of service access point difficult  

Low Literacy Rates – necessitating Assisted Access model of service delivery  

Low Rural Tele-density – lowering the outreach of services in rural areas  

Multi-Lingual Population – necessitating delivery of services in local languages, however, there is 

limited support available for Indian languages in ICT domain. 
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Existing Citizen Engagement Models & Mechanisms  

 

1. National Capacity Building Framework, Ministry of Panchayati Raj (MoPR): MoPR has 

designed a National Capability Building Framework (NCBF), which outlines a comprehensive 

approach towards building the capabilities of Panchayats. NCBF was created inter alia for  

(a) Improving the Gram/Ward Sabha functioning, particularly to provide opportunities to the 

poor, women and scheduled castes/scheduled tribes, to assert their demands through participative 

planning, monitor plan implementation and to hold their local governments to account through 

invoking Right to Information and social audit;  

(b) Developing capacity of ‘lynchpin capacity providers’ and effective mechanisms to engage 

civil society and the private sector in the delivery of capacity development services; and  

(c) Creating conducive socio-political environment through sensitising the media, political 

parties, representatives in the legislatures, civil society organisations and citizens to accepting 

and promoting local governments.  
 

2. Citizen Report Card (CRC): Citizen Report Card is a simple yet powerful tool to provide 

systematic feedback to public agencies from users of public services. Some examples from India 

are given below.  

a) Bangalore: The Citizens’ Report Card in Bangalore was a civil society initiative undertaken in 

1993 to monitor government services in terms of efficiency and accountability. The exercise 

gathered citizen feedback on performance of public agencies and disseminated the findings to the 

citizenry, thus exerting public pressure on the agencies to initiate reforms.  

b) NagrikSahyog Kendra or Citizen Cells, Gujarat: In the post earthquake scenario in 2006 in 

Gujarat, as part of the Reconstruction Programme in Bhachau, Kutch, an Owner Driven Housing 

Process was conceptualised. The NagrikSahyog Kendra were an integral part of the process and 

were entrusted with the responsibility for Educating citizens about all associated processes, 

guidelines and the progress through ‘Nagarvani’ and community meetings;  

• Holding Public consultations for selection of beneficiaries for each participating NGO;  

• Revising beneficiary list on the basis of on site physical verification by different NGOs and 

their feedback;  

 

3. Social Media: This new channel of engagement is becoming increasingly popular amongst the 

various government agencies, departments and ministries. The Delhi traffic Police has joined 

Facebook and Twitter to ease handling of traffic related issues 

(http://www.facebook.com/pages/Delhi-Traffic-Police/117817371573308). The Indore Police 

Department (http://www.indorepolice.org/) has been using a blog, Twitter, online and mobile 
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complaint forms, a Google map of police stations and a digital crime mapper to track criminal 

activities in the region.  

NeGP has three tier architecture. The Common Service Centres (CSCs) are the front-end 

deliverypoints for a range of citizen services. The common man feels empowered when he is 

able to get aservice in a transparent manner, at a convenient location and at an affordable cost. 

These centers alsoprovide employment to the entrepreneurs running them, besides being useful 

in rolling out all kinds ofgovernmental schemes such as those for financial inclusion, 

enumeration of data, insurance and ITeducation.The second tier is of the common and support 

infrastructure that can allow information to be shared electronically between different agencies 

of the government and with citizens. Included in it, are theState Wide Area Networks 

(SWANs), which form the converged backbone network for data, voice andvideo throughout a 

state / UT and the State Data Centers (SDCs) which can provide common secure 

ITinfrastructure to host state-level e-government applications and data.The third tier comprises 

the 27 Mission Mode Projects (MMPs) which will transform high priority citizenservices from 

their current 

manual 

delivery into 

e-delivery.  
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Conclusion 
 

The framework and Guidelines in this document have been formulated with a view to help 

government ministries, departments and agencies to  make effective use of various platforms 

and to engage more meaning fully with their various 

stakeholders.BothinIndiaaswellasacrosstheworld,variousgovernmentdepartmentsandagenciesat

federal, state and local governmentlevelareusingthismedia.However,thisisadynamicandevolving 

area and continuous engagement and nimbleness of response to such an evolving scenario will 

determine the success of suchefforts. 
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