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Abstract

The role of government in any democracy is to address the requirements of its citizens. This role of
government in Indian federal democracy is provided in the various provisions of the 'Constitution of
India'. These provisions elaborate the distribution of powers, authority and responsibility of
governance between the central and state governments and make both the central and the
provincial governments liable for designing and delivering services keeping in mind the interest
and welfare of the public. The framing and designing of policy with citizen centric approach
motivates people to participate in the system of governance. Thus, if services are launched with a
necessary emphasis on the quality of services, the public undertakes participation in the system of
governance. Participatory democracy is the best form of democracy which travels best on the
wheels of information and communication technology. The use of information and communication
technology in governance equips the government with more possibilities to reach the people. The
system of electronic governance is a metamorphosis of changes in attitudes towards the
governance of its services and ultimately the fundamental relationship of government with its
citizens. Under the mandates of chapter Il of the Information Technology Act, 2000, the
government initiated the system of electronic governance and launched the Digital India program
at National level. Several schemes that had a purely provincial character were launched at state
level. Government of Sikkim too has launched many schemes and put efforts to bring a system of
electronic government. Despite launching these efforts, Sikkim is facing challenges in
implementing them. This research paper is designed keeping in mind the role of citizens in a
democracy and the advantage of citizen-centric schemes. The research paper will examine various
initiatives of the government of India and Sikkim government to gauge the challenges in
implementing these various schemes in Sikkim. The paper argues that the designing of the policy
should be based on a citizen-centric approach with the key agenda of public welfare which would
reduce the impediments of implementation.

Introduction

India is a democratic republic based on the inherent and intrinsic principles of justice,
equality, liberty and fraternity enshrined in the Constitution of India.' These democratic
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principles of the country flow from the Preamble of the Constitution itself. In a
democratic setup everything revolves around the citizens or the nationals including the
creation and continuance of the government itself.” This makes the role of government
very important and since the government is elected by the people and is responsible and
accountable to the people for all its action, it embraces a prime responsibility to satisfy
the needs of society’ for which the government was chosen by the people. The agenda of
a popular government should always be public welfare and the schemes the
government introduces must always be with the citizen centric perspective. The
responsibility and agenda of the government should be public welfare and the ways of
ensuring responsibility and accountability include actively engaging the public through
policies. Initially, the system of governance was process and procedure centric with a
top-down approach in policy making. The changes in the system of governance have
transformed public participation which is gradually increasing over a period of time."
The role that the public plays when participating in governance determines the
effectiveness of policies.” Democracy is evaluated on the basis of participation of people
in democracy and the increased participation makes a polity more democratic.’
Nonetheless, people may play a very significant role in the system of governance
depending upon the strategies used to deliver various services to them by the
government to make them participate.” The strategies to deliver services include the
designing of policy as well which is inclusive of the policies to implement the schemes
and programs launched by the government.

Technological revolution has revolutionised the approach of government and people and
this decade has seen copious adoption of technological means and devices in various
sectors. Various governments across the globe also incorporated the use of technology in
the delivery of services and adopted the e-Governance model’ including India.’
Adoption of the e-governance model of governance has also produced an impact on
spread of globalization and provided a fillip to globalization. The E-governance model is
gradually replacing the prior procedure and the process centric model that has been in
vogue in the governance of the country and is gradually becoming a part of the
sustainable development model of governance.” The component of good governance in
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public administration has become an integral part of governance in states.” The
government is required to be connected with the people for a better system of
governance. When the government is connected with people it understands their
requirements.” The advancement of technology has made it easy to encourage people
and ensure with security their involvement in policy making. Nonetheless, the
participation of people in policy making with the horizontal flow of communication® not
only establishes communication between people and government but also builds their
confidence in government and system. E-governance is not merely a technological
interface or an interaction of people with the government, it is a friendly, convenient,
transparent and inexpensive mode of governance.” Thus, designing schemes should
embrace the requirements of the public, must address their needs and provide solutions
to their day-to-day problem, which emphasises citizen centricity in policy making.

Research Methodology

The state of Sikkim hasn't been able to achieve a complete implementation of the e-
governance services that were launched and several challenges are there in the
execution of many e-Governance projects in Sikkim. The impediments are gauged with
the help of research conducted in the project. The research is conducted using both the
doctrinal and non-doctrinal method. After analysing various primary and secondary
sources including laws, digital directives, research reports, policy papers, government
websites applications, e-applications, their working, merits and demerits the report has
been generated. The report also includes input from field surveys and interviews
conducted with various department heads such as the 'Information Technology
Department' of Sikkim etc. The surveys were conducted on people of different age
groups which includes 'college-going students' of different age groups and senior people
of age group between 30-40. The methodology utilised was the snowball sampling
methodology. The interviews were to examine the problems in bringing new projects
and issues of implementation which helped us to conclude this paper.

Citizen - centricity and Governance

To involve citizens in the process of governance, the services must be developed with a
focus on citizen- centricity. To provide citizen's centric services, the services should be
designed with the objective of protecting the interest of citizens and this requires proper
planning & scheming of services in accordance with the aspirations and needs of
people. The rate of success of these services depends upon the successful
implementation of services that needs efficacious identification of the necessities and
requirements which at times varies from person to person, group to group, community to
community and even place to place. It is thus important to learn the different needs of
people and thereafter provide the most appropriate services to address them. A service
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when launched without taking into consideration the needs may have a strong
possibility of failure. Citizen-centricity lies in identifying and measuring the
requirements of the citizens and to providing services accordingly with consistency
which means providing the quality services and taking measures to improve the quality
of such services according to these changing requirements. E-Governance with key
feature of responsibility, transparency, and accountability etc. have potential to improve
the quality of human life and thereby the level of their satisfaction'® with the services so
designed with the citizen's perspective as a focus on operation and other similar
imperative. An absence of citizen-centricity may not result in desired implementation of
e-Governance projects.

The government dreamt of "deliberative democracy"* and then designed services for its
citizens to make them participate in the process of policy making” which affects the
people at large spearheading the launch of the Digital India Plan."* Many online schemes
were launched by the government at the central level under plan.

The information revolution has impacted the system of governance at global level. The
unseen and unrealised potential was felt at global level wherefore to legalise electronic
communication in all the spheres of life in particular in global business, the UNCITRAL
Model Law on Electronic Commerce was adopted by the United Nations Commission in
1996". Many countries adopted the provisions or they enacted their laws with slight
modifications to legalise electronic communications. India too introduced its first law to
govern electronic technology accordingly Information technology Act came into
existence followed by many legislative and administrative steps to make India
electronically empowered. The next section will discuss these legislative initiatives in
India.

Indian Legal Storyline

Based on the model law on electronic commerce of 1996, India enacted the
Information Technology Act 2000. The Act came into existence with an objective of
establishing a paperless system of e-Commerce as well as to legalise electronic
communication systems in India.” Participatory democracy requires accountancy and
transparency. For the purpose of being more transparent and accountable, it required
allowing citizens to ask the authorities any information relating to governance, the
parliament enacted the Right to Information Act, 2005 and thereby encouraged the
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citizen's participation in democracy. The Act secured a statutory right to all citizens to
ask information from a public authority on the matter of governance.” This right can be
exercised in online mode too since an online channel to speed up collection of
information on the system of governance has been created by the government of India.
The government has also placed various policies to use and utilise the benefits
associated with cyberspace, internet, and social media platforms. Amongst others there
is a policy framework that emphasises upon the use of social media platforms by the
government organisations to provide information about all the schemes and initiatives
of the government.” The framework guides on how to utilise the social media platform
with optimisation and to be in touch directly with the citizens. The launching of this
framework was influenced and guided by the increasing presence of common man on
social media platforms such as Facebook etc. Another framework is designed with a
focus on citizen engagement in various e-Governance initiatives.”

The government also introduced 'Saaransh - A compendium of Mission Mode Projects
under NeGP' * to make various electronic services available to citizens of India. Since
the date of Saaransh many 'Mission Mode' projects have been launched by the
government. 'The National Information Technology Policy 2012” was created for
bridging the technological gaps and coordinated measures between the governments.
The policy aimed to fully utilise the potential of technology in government schemes. The
Policy Guidelines for Empanelment/Engagement of Social Media Platforms with Bureau
of Outreach and Communication® focuses to spread information about various schemes
of government within a short span of time. All these policy directives aimed at making
India an economy that has adapted itself to the digital highway and is attempting to
bring digital governance to the doorsteps of all. These policy directives guided the
launch of many e-Governance initiatives at national and state levels. Some of these
initiatives couldn't last for long, some worked initially but later shut down by the

#|d. at. Sec. 3
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government whereas, some are successfully operating. This whole legislative and policy
efforts coupled with the launch of electronic governance initiatives opened the door for
evaluation of their success and failures. The next section analyzes these very initiatives
first at central level then at state level. Since the paper focuses on the success of these
initiatives in Sikkim, the paper will analyse the e-Governance policies promoted in
Sikkim by the Union and/or the State and will suggest the appropriate
recommendations.

Electronic Initiatives at Centre Level

The government at central level launched the Digital India Plan® with an aim to
revolutionise the system of public services by making them available in electronic form
or through electronic means and mode.” For making India a digitally equipped and
empowered country, under the 'Digital India Plan',”' The central government introduced
the National e-Governance Plan (NeGP) with 31 Mission Mode projects (MMP) in the
year 2006 with a multi-pronged strategy.” The project aims to reach rural India with the
help of the internet. Various schemes like BharatNet,” Make in India,” Start up India,”
Industrial Corridors,” Bharatmala,” Sagarmala,” dedicated freight corridors® and
UDAN-RCS” etc. have been brought into existence. Digital India envisioned the digitally
empowered India.” Several 'National e-Governance Plan (NeGP)' plans too were

#Ministry of Electronics & Information Technology, About Digital India, Ministry of Electronics &
Information Technology, Government Of India (2020), https://www.digitalindia.gov.in/ (Last visited on 20-
01-2022)
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launched by the Government of India such as e-Kranti.” Launched in 2006 e-Kranti®
aims to reach electronically to the citizen by the unification of many online provisions of
services and by harmonising other mission mode projects. Another application the
'Open Application Program Interface (API)* was launched with an objective to open
multiple digitised channels of delivery of services for the public. APl made services
available on mobile phones, websites etc. without much effort.

Targeting the needs of old aged pensioners of central and state government employees,
the government launched a biometric based initiative Jeevan Pramaan.” This digital
scheme was aimed to make 'acquisition and submission' of Digital Life Certificates
(DLC)" easy and convenient. Thus, extra running, helter-skelter or painful long queuing
at old age was handled electronically through this initiative. A scheme was also
launched by the government to realise the dream of paperless governance, the
DigiLocker.” DigiLocker” provides digital storage for the electronic storage of
documents in a national database that can be accessed from anywhere and at any time
on an internet connection. The Digil.ocker in collaboration with many institution are
making documents available directly from the issuing authority and mitigating the
possibilities of fabrication of documents, forgery and nonetheless corruption. Thus, with
good storage capacity, the Digilocker promotes the usage of providing digital
documents.

To strengthen the district administration with simplified, transparent and convenient

services at district & sub-district level the e-District™ Mission Mode Projects (MMP) were

launched. These services were launched to leverage the electronic infrastructure that
b

was developed for the projects namely the 'State Wide Area Network (SWAN),” State
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Data Centre (SDC),” State Service Delivery Gateway (SSDG)” & Common Services
Centres (CSCs).

The financial irregularities have also been addressed at centre level through the
electronic and digital medium and as a single dashboard to provide information about
electronic transaction thus e-Taal - Electronic Transaction Aggregation and Analysis
Layer” was launched. Further to make payments and collections of money easy, Bharat
Interface for Money (BHIM)™ service was set in motion. Application 'BHIM' is based on
the Unified Payments Interface (UPI).” Public Finance Management Scheme (PFMS)”
which is mandated for all 'central sector schemes” provides monitoring of the capital
flow to beneficiaries wherein the beneficiary of different government welfare schemes
can check all the details by accessing the website.

The centre also introduced many schemes keeping in mind the need of increasing
communications with its people. The app/site MyGov™ provides a platform for
interacting with the government. The application gives an opportunity to people to
participate in the policy making process. Another initiative was also taken by the
government to launch an umbrella application to provide a single platform to access
electronic services that are offered by various governmental, private and semi-private
entities that have been boarded on the platform. This is known as Unified Mobile
Application for New- Age Governance (UMANG).”

National Scholarships Portal,” as the Mission Mode Project under NeGP is launched to
offer various student related services electronically at one platform which includes
online students' applications and allied services, sanction and disbursal of various
scholarships etc. The government launched many initiatives at centre level to
implement a system of electronic governance such as national identity document

https://www.meity.gov.in/content/state-wide-area-network-swan. . (Last visited on 20-01-2022)

*"Ministry of Electronics & Information Technology & Government of India, State Data Centre, Ministry of
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Aadhaar” A long list of digital India initiatives is available on the government website.
The state was also asked to implement certain e-Governance initiatives separately.
Likewise, Sikkim introduced and implemented various Digital India initiatives as well as
many initiatives at state level.

The e-Governance Model of the State of Sikkim

The e-Governance Model of the State of Sikkim places responsibility on the shoulders of
the Department of Information Technology.” The department was established to bring
digitization in the system of governance by computerising the departments which not
only generate the job opportunities but enhance the performances of various
departments. The 'Sikkim State Portal and 'State Service Delivery Gateway Portal' are
the online sources of information for the various services offered by the department. The
state provides various electronic services such as e-District with a single window setup.
This project was conceptualised on 9th July 2016 in the east district of Sikkim for
strengthening the district administration to deliver government services. The services
offered under the project include application for getting various certificates such as
'certificate of senior citizen'; 'property possession/ownership certificate'; 'income
certificate'; schedule tribe, schedule caste and OBC certificates, etc. In the e-District
project, an applicant can apply online and once the physical verification of the document
is over, the applicant will get the certificate. However, since the services offered are not
completely online or in digital mode, it discourages public participation.

Another initiative is the commencement of Community Information Centres (CIC)/
Common Service Centres (CSC). As a part of infrastructure building, to tackle the
problem of communication, 'Community Information Centers' was launched by the
Government of India in September 2001 with the forty CICs, established within Sikkim
initially. An additional five more such centres were added a little late which made it
forty-five. The working of Community Information Centres (CIC) are monitored by the
Department of Information Technology in Sikkim with the assistance of National
Information Centre (NIC). In 2006, the CICs became Common Service Centres (CSC)
when the Government of India stopped the funding of CIC, which are now supervised by
the 'Department of Information Technology in Sikkim'. These Common Service Centres
assist all state departments by channelizing the services to them.

The 'State Portal', 'State Service Delivery Gateway' & 'State Service Portal' projects
started in 2013 under the National e-Governance Plan (NeGP) as a result of
computerization of the departments. The online state portal contains information about
the services offered by the government of Sikkim under its various departments. The
State Portal and State Service Delivery Gateway offers 41 services offered by 9 State
departments such as animal husbandry, labour department, rural management,
agriculture, Urban Dev and Housing Dept etc.

As another valued initiative the "Department of Energy and Power" digitalized the
system of electricity bill payment. The scholarship schemes were also digitised by the

1.

2Department of Information Technology, & Government of Sikkim, Information Technology Department,
Department of Information Technology, & Government of Sikkim (ND),
https://sikkim.gov.in/departments/information-technology-department(Last visited on 10-05-2020)
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Sikkim government; to enable the students to apply online for various scholarships. The
students of ST, SC, OBC (of Central & State List) and minority can avail these
scholarships. The scholarship schemes work through two steps and each step is
regulated differently. The two governments- the central government regulates at the
registration level while physical verification is done by the state government under the
authority of the department of social justice empowerment and welfare. The
government is continuously putting efforts to implement the existing scheme launched
by the centre and the state but is facing hardship. The next section of this research paper
throws some light on various implementation challenges of e-Governance in the state of
Sikkim.

Implementation Challenges in Sikkim and Probable Solutions

The research found the following challenges in implementation of e-Governance
projects and initiation and development of new projects and schemes.

The hilly terrain of Sikkim is prone to landslides. The weather conditions, which includes
heavy rainfall during the monsoon season, disturbs the roadways of Sikkim and makes
the state 'cut off from mainland India. The landslides and heavy rainfall sometimes
disturb the connectivity ultimately resulting in failure to implement citizen-centric
services in the locale/ region. Further, the telecommunication services in Sikkim used by
everyone including various Departments of Sikkim governments for connectivity
(internet also) is of the 'Bharat Sanchar Nigam Limited' of West Bengal circle. Absence of
any telecommunication circle of its own renders the connectivity poor and
implementation of various initiatives very challenging. Further the telecommunication
services to the State of Sikkim are provided through the 'Fibre Optics Network Cables'
while the telecommunications authorities are based in West Bengal. Hilly terrain and
climatic conditions of Sikkim like landslides etc. augments the damage and delays
repairment of the cable which further complicates the situation in case of any major
defect as it lacks local control of authorities. This ultimately leads to the complete
shutdown of delivery of services electronically together with the collapse in the inter-
connectivity of departments, thereby discouraging the people to choose e-Services.
Even sometimes internet speed places constraints in implementation. Poor network
connectivity affects quality of services in some districts as in the rural areas of Sikkim it
is extremely poor.

The Internet is essential for offering electronic services and internet users are potential
customers to avail them. The offering of e-Services includes fulfilling the requirement of
uninterrupted and continuous connectivity to stimulate participation eventually. Since
the major challenge in Sikkim is the internet connectivity on which the success of
electronic services depends, regularisation of connectivity particularly in urban and
suburban areas of Sikkim where a major chunk of internet users with technical
knowledge to avail such services connections reside. In addition, revival of CIC/CSC's
may increase the possibility of successful implementation of such services.

Sikkim has a literacy rate 82.6 percent which is quite high in comparison of many other
states in India, yet people due to low digital literacy are mostly unaware about various
services or schemes of e-Governance, its modalities, who can avail them and similar
information related to services. Moreover, people are not very tech savvy, their age factor
or technological understanding discourages them from using such e-Services.
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Government can launch digital training for them about how to use tech gadgets, access
government web-sites to avail services and use mobile applications. These trained
individuals should be used for providing training to the next batch and can be the part of
training institutes etc. The increased digital literacy, trained volunteers, integrated
departments and citizen-centric services offered by the Sikkim IT department will play a
phenomenal role in ensuring participation. Further an emphasis on the use of various
ICT devices/ modes must be made by the state. Technology attracts youth very much.
They are ready to do experiments, learn many new things which is very vital for e-
Governance implementations. Therefore, this potential of youth could be used for
successful establishment of e-Governance in the State.

Further, most services follow a procedure of two steps verification, from online
applications to offline/physical verification which is not only time-consuming but
complicated too. An Aadhar linked online service not only saves the time of the
applicant but also eases the process of verification because no individual can obtain
multiple Aadhaar numbers. The biometrics enabled Aadhar linking will definitely put a
check on false claims. Thus, linking Aadhaar with services or schemes offered by the
government will save the public's precious time, increase efficiencies and reduce the
issues of corruption. This will enhance the trust in electronic services which is a major
challenge for implementing e-Governance service and an inordinate hurdle to achieve
the goal of a paperless economy. Nonetheless, the state should mandatorily focus in
complete shift towards e-Governance by reducing the paper documentation as is
required in some services. The emphasis should be on efficient delivery of electronic
services like if it is certificate it should be digitally signed and made available on the
DigiLocker portal and accessible to the holder as when needed.

In Sikkim, the rural population is high in comparison to urban population. Thus, a lot of
people are unaware about various services launched by the government. Further hilly
terrain disconnects people staying in villages from the mainland, which aggravates
during rainy seasons. Managing medical needs, medical emergencies become a
challenge. Thus, if the government launches e-Governance initiatives/applications it
will be beneficial for the people staying in such a distant place. These applications can
be launched for calling a taxi or consulting a doctor for small medical issues. Trained
medical persons based on location can attend them.

These issues need to be taken care of by the government to make e-Governance a
success in Sikkim.

Conclusions

It is very evident that e-Governance initiatives in Sikkim are facing issues of
connectivity. This connectivity failure de-motivates people to utilise and avail various
online services. Sikkim is facing issues of internet connectivity due to several reasons
ranging from disruption in telecom services to weather conditions, from digital literacy
to awareness. These issues are not just on the part of people, even departments offering
services face issues in offering and implementing online services. Poor internet
performances besides obstructing the horizontal flow of communication between state
departments discourage people to avail them.

It is an accepted fact that in any participatory democracy people are back bone and
therefore their role is of significant importance. The technological advancement in
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information and communication has brought a paradigm shift in the system of
governance and paved the way to become an inalienable part of democracy. The
omnipresent technology provides a platform and opportunity to the people to participate
in the system of governance.

Past few years have seen enormous progress around the world and many countries have
already implemented the electronic form of government. The technology due to its
accessibility is bringing people closer to each other and towards the government. This
has enabled economic growth rates that were earlier unfathomable. This eventually
lifted people out of poverty. The increased rows have also led to rising inequality, both
within and across the country and to greater vulnerability to the people not familiar with
the new technology trends. Although burgeoning new tech gadgets, technology
revolutions, and newly-fangled ideas to use the same have helped many 'States' and
people move forward, some 'States' or some parts of the 'States' appear to have been left
behind. They are still facing trouble in adoption and acceptance of the new tech trends
and thisleads to limited opportunities for advancement.

Digital India plan provides services in electronic form for availing these services. People
need tech gadgets and devices for accessing services available online. Indians are not
economically rich; people here live below the poverty line and thus cannot afford costly
tech gadgets. Thus, providing devices on subsidised rates with tutorials on how to use
them will increase the most needed people participation. And people when finding
electronic gadgets at an affordable price will come forward to become part of electronic
governance. In addition, the law on e-Governance in India is legislated but there is
absence of mandatory provision to implement the same in the government
departments. It is therefore suggested that the law may be amended in this light and it
should be made compulsory for the government departments to implement e-
governance protocols.
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