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1. EXECUTIVE SUMMARY

The present report reflects the project entitled 'An impact analysis of Jan Mitra  

Samadhan Kendra of Gwalior district'. This exercise is an outcome based on the 

interactions with various stakeholders – mainly the beneficiaries and the operators 

handling the software and thereby providing the services.

The project was initiated in the mid of December 2009 by ABV-IIITM 

Gwalior in association with the Gwalior Collectorate. The main motto of this study is 

to evaluate the mechanism developed and deployed by the Gwalior Collector as a part 

of e-governance model for reaching out to its citizens. There are various e-governance 

projects initiated by the state government as well as central government in India 

which successfully bridge the digital divide and made available the government in the 

hands of common man with the use of Information & Communication Technology. 

As a unique institute of IT and management together, we thought it pertinent to 

explore the possibility of evaluating the IT intervention as well as modern 

management techniques in existing system and thereby helping the government in 

developing a complete solution to the various problems of its citizens. Not many 

studies have been carried out to assess the post-deployment scenario of such services 

in the country. In most cases it is in the hands of private parties. The present case is 

partially private system and most of the part is through government only. However, a 

very broad study has been made by the IIM Ahmedabad to do the Impact analysis of 

e-governance projects in India and China. But a project specific and focused study 

may strengthen the objective behind the development and deployment of any e-

governance model. There are many factors that may affect the feasibility and 

acceptability and hence the success of such models. 
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The present study measures the overall impact of the 'Jan Mitra Samadhan 

kendra' on the Stakeholders. The analysis has been made qualitatively and 

quantitatively. Both primary and secondary sources of information have been used in 

this study. Surveys, feedbacks and interviews with different kind of stakeholders 

acted as primary sources of information. Secondary sources of information include the 

notified policies, reports and published research works used in the study. 
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2. INTRODUCTION

The working of the user's mind is a mystery which is difficult to solve and 

understanding the nuances of what user satisfaction is, a challenging task. This 

exercise in the context of the e-Governance aims to provide insight into the 

parameters of user satisfaction and their measurement. This vital information will help 

us to build satisfaction amongst the users and user loyalty in the long run which is an 

integral part of any services given by government. The citizens are our target users.

The user's requirements must be translated and quantified into measurable targets. 

This provides an easy way to monitor improvements, and deciding upon the attributes 

that need to be concentrated on so as to improve user satisfaction. We can recognize 

where we need to make changes to create improvements in the future.

With the phenomenal increase in the country's population and the increased 

demand for online services; speed, service quality and user satisfaction are going to be

key differentiators for each service’s future success. E-governance operations are 

becoming increasingly user dictated. The demand for ‘Jan Mitra Samadhan Kendras' 

offering one-stop integrated utility services is well on the rise. 

2.1 SATISFACTION

"Satisfied" has a range of meanings to individuals, but it generally seems to be 

a positive assessment of the service. The word "satisfied" itself had a number of 

different meanings for respondents, which can be split into the broad themes of 

contentment/happiness, relief, and achieving aims and the fact that they did not 

encounter any hassle.
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Clearly then there is some variation in understanding of the term. Some of the 

interpretations fit with the definitions used in much of the service quality and 

satisfaction literature, where satisfaction is viewed as a zero state, merely an 

assessment that the service is adequate, as opposed to "delight" which reflects a 

service that exceeds expectations. Satisfaction is the outcome of one's experiences and 

the ability of the service provider to meet the norms and expectations (Dwyer et al., 

1987; Fornell, 1992; Oliva et al., 1992).

2.2 OBJECTIVES OF STUDY

The main objective of this study is to analyse the impact that has been created 

because of the recently introduced Jan Mitra Kendras under the Barai Block in 

Gwalior District. This exercise captures the feedback of the citizens in these villages 

and indentifies the underlying factors which are necessary to bring about 

transformation in the delivery of the services to its citizens. The study is comparative 

in nature. A comparison has been made on computerized and manual system during 

the assessment. 

2.3 AN OVERVIEW OF JAN MITRA SAMADHAN KENDRA 

Information Technology is being increasingly used by the state as well as 

central governments of many countries these days for delivering its services to the 

citizens conveniently. In our country too number of e-governance models have been 

evolved and implemented successfully by the state as well as central government. 

Especially in Madhya Pradesh we took lead in this area about ten years back but 

couldn't maintain that pace and many other late initiators have gone much ahead. 

There might be many factors for this and we are not interested to discuss those issues 
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in this report but it is good that the present government is paying lot of attention to 

this area and even a small effort are being appreciated. With the same intention an 

effort has been made by the Gwalior Collector through Jan Mitra Samadhan Scheme 

to provide the best reach of the government to its citizens. 

Jan Mitra Samadhan Scheme has been started as pilot project in one block, 

which has completed more than three months in operation and the scheme has got 

overwhelming response from the people of Barai block. There are 12 kiosks for Jan 

Mitra Samadhan Scheme in the block Barai, District Gwalior. A total of 65 services 

are currently being delivered expeditiously through the 12 Jan Mitra Samadhan 

Centres. It also works as an appraisal system to monitor and evaluate the on-field 

presence of field level functionaries of 12 departments which has since been 

institutionalized. Through these centres, data entry is also done under NREGS using 

MIS and has been decentralized to the sub block level. 

The main objective of this Jan Mitra Samadhan Project is to decentralize the 

governmental interface which in turn would reduce the service demand load at higher 

levels. It also monitors and evaluates the on-field presence of key field functionaries. 

The most remarkable feature of Jan Mitra has so far been that services are being 

delivered essentially within the time limits which have on purpose been compressed 

against those provided in relevant Citizen Charters. Further, timely action against 

defaults in attendance has significantly improved the on field availability of 

departmental functionaries. 
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2.4 IMPACT ANALYSIS FRAMEWORK 

Any e-Governance project is meant to deliver benefits to its various 

stakeholders and an effort to bridge the gap between the government and its citizen. 

There would be many possible stakeholders in e-governance projects like the internal 

and external, direct and indirect stakeholders. The internal stakeholders for 'Jan Mitra

Samadhan Kendra' project would be the government employees and the citizens 

availing the services would be treated as external stakeholders. 

The present study assesses the impact on a variety of stakeholders .The key 

stakeholders of 'Jan Mitra Samadhan Kendra' project are:

Table 2.1 – Key stakeholders

Stakeholders Key Impact Areas

Citizens (Users) Economic

Governance

Quality of Service

Employees Work

Efficiency

Effectiveness

Government Economic

Social Governance

On the users, the impact can be seen as - ease of access in terms of time and 

cost, efficiency of service delivery in terms of accountability, time limits etc . In terms 

of time the measurement is broadly based on – number of visits/trips, on-time delivery 

of service, distance travelled to the kiosk. Impact in terms of cost includes opportunity 
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cost, cost of availing the service etc. The trust of people in government and its 

services are factors that affect governance impact. Quality of service is characterized 

by accountability, responsiveness, accessibility etc. 

On the employees, the impact can be explained as satisfaction from the work 

load and the method to cop up with the change is also an important factor for impact 

analysis. 

On the Government, the impact on government can primarily be measured in 

qualitative terms like satisfaction to the citizens from the system, their trust in the 

government and other social factors. The response of people availing the services is 

an important factor in justifying the impact of such e-governance scheme.
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3. RESEARCH METHODOLOGY

The research process involved the following steps. First, focus group

discussions were held with all the Heads and Computer operators of the Jan Mitra

Samadhan Kendra to establish the evaluation criteria. Some of the key areas and 

factors were identified. Second, a questionnaire was constructed and piloted. Last, a 

population and sampling procedure was established and methods of data collection 

and analysis determined. 

Field trips were made to the site of these Jan Mitra kendras to interact with the 

local beneficiaries and citizens residing in these areas. The questionnaire was 

administered to a total of 110 citizens and a data was recorded comparing the Jan 

Mitra Samadhan kendras with the previous system. The questionnaire was 

administered to all users at places, not necessarily during working hours or in the 

vicinity of the kendras, but where they can comfortably answer them. Places like 

shops, near Panchayats, public places were targeted for data collection.

Each item is measured on a five-point Likert Scale with strongly disagree 

allotted a score of 1 and strongly agree a score of 5 points as the extremities of the 

scale. Data on demographics were also collected. It included 20 main statements to 

which the respondent could show varied degree of agreement or disagreement. These 

statements pertained to all factors responsible for complete satisfaction of the user 

with the Jan Mitra Samadhan Kendras. To measure the satisfaction of the user, the 

questionnaire was randomly administered on users.
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The first part consisted of the satisfaction level with the location (accessibility)

of the Jan Mitra Samadhan Kendra, its hours of operation and kind of area the Jan 

Mitra Samadhan Kendra is within. 

The second part of the questionnaire dealt with variables involving User 

service like employee behaviour, responsiveness, problem handling and solving, 

telephonic services. 

The third part of the questionnaire dealt with satisfaction with respect to the 

quality in products and services viz. caste certificate, khasra nakal etc. 

3.1 SAMPLING DESIGN

Sample Population: The population included users of Jan Mitra Samadhan 

Kendras and all citizens in the Barai block.

Sampling Frame: The sampling frame included people all of whom had 

needs in a certain services of Jan Mitra Samadhan Kendra and had dealings with the 

Jan Mitra Samadhan Kendra.

Sampling Element: Individual respondents were the sampling element.

Sampling Size: 110 respondents

3.2 DATA COLLECTION

Self-designed questionnaires were administered for understanding the level of 

satisfaction among the users of Jan Mitra Samadhan Kendras and Earlier service 

provider technique users. Data has been collected on a Likert Scale where 1 represents 

least agreement and 5 represents the most agreement to the given statement.
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Table 3.1 – Profile of Respondents

Attributes Statistics

Number of respondents 110

Occupation

Farmers

Labourers

Vendors

Unemployed

26

39

24

21

Education

Illiterate

Literate

65

45

Average income (per month) < Rs 5000

Gender

Male

Female

97

13
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3.3 TOOLS USED FOR DATA ANALYSIS

Following methods were used for data analysis:

a) Reliability test to check the reliability of the questionnaire.

b) Factor analysis to find out the dominant factors affection user satisfaction and 

thereby reducing the redundant ones.

c) Z-test to compare the level of user satisfaction among Jan Mitra Samadhan 

Kendras and users of the previous service delivery system.

The raw data were captured in spreadsheet software (Microsoft® Excel). The 

spreadsheet was then imported into a software statistical package (SPSS® 16.0 for 

Windows). 

Using reliability analysis, one can determine the extent to which the items in 

your questionnaire are related to each other, you can get an overall index of the 

repeatability or internal consistency of the scale as a whole, and you can identify 

problem items that should be excluded from the scale. Alpha reliability test of the 

administered questionnaires was carried out. Alpha (Cronbach) is a model of internal 

consistency, based on the average inter-item correlation.

Factor analysis is used in data reduction to identify a small number of factors 

that explain most of the variance that is observed in the much larger number of 

manifest variables. Factor analysis by Principal Component method and Correlation 

Matrix was used to analyse and tease out important relationship dimensions of user 

satisfaction of Jan Mitra Samadhan Kendras and previously used system. Principal 

Component method is factor extraction method used to form uncorrelated linear 



17 | P a g e

combinations of the observed variables. The first component has maximum variance. 

Successive components explain progressively smaller portions of the variance and are 

all uncorrelated with each other. Principal components analysis is used to obtain the 

initial factor solution. It can be used when a correlation matrix is singular. This was 

done independently for the Jan Mitra Samadhan Kendras only as we wanted to 

identify the critical factors responsible for the success of this project.

Z-test was carried out by comparing the total score given by each user to the 

20 parameters and compared for the Jan Mitra Samadhan Kendras against those of the 

previous delivery system. This Z-test is also called “The Independent-Samples T 

Test” in SPSS. This procedure compares means for two groups of cases. Ideally, for 

this test, the subjects should be randomly assigned to two groups, so that any 

difference in response is due to the treatment (or lack of treatment) and not to other 

factors. The total scores obtained are in a single column in the data file. The 

procedure uses a grouping variable with two values to separate the cases into two 

groups viz. Group 1 with numeric value 1 for Jan Mitra Samadhan Kendras and 

Group 2 with numeric value 2 for Previous service delivery system. A 95% 

confidence interval for the difference in means was selected for our study.

Null Hypothesis

systempreviousjanmitraH _0 :  

i.e. to state that there is no difference in the satisfaction among the users of Jan Mitra 

Samadhan Kendras and Previous service delivery system.
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Alternative Hypothesis

systempreviousjanmitraaH _:  

i.e. to state that there is difference in the satisfaction among the users of Jan Mitra 

Samadhan Kendras and Previous service delivery system.

Also that

systempreviousjanmitraaH _:  

i.e. to state that the satisfaction among the users of Jan Mitra Samadhan Kendras is 

higher than that of the Previous service delivery system.

Or

systempreviousjanmitraaH _:  

i.e. to state that satisfaction among the users of Jan Mitra Samadhan Kendras is lower

than that of the Previous service delivery system.

Level of significance, α = 0.05 for all the tests conducted here.

First, the descriptive statistics for the two groups was observed. Next, the 

Levene's Test for Equality of Variances was seen. This tells us if we have met our 

second assumption (the two groups have approximately equal variance on the 

dependent variable). If the Levene's Test is significant (the value under "Sig." was 

less than 0.05), the two variances are significantly different. If it was not significant 

(Sig. is greater than 0.05), the two variances are not significantly different; that is, the 
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two variances are approximately equal. If the Levene's test was not significant, we 

have met our second assumption. We can assume that the variances are approximately 

equal. Finally, we see the results of the Independent Samples T Test. A significant 

difference between the two groups (the significance is less than 0.049) was being 

checked. Conclusion can be derived from these results.
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4. RESULTS AND FINDINGS

4.1 RELIABLILITY MEASURE

Cronbach Alpha scores were computed (Table 4.2) to assess inter-item 

reliability for each of the multi-item variables (Vellido et al., 2000). Cronbach's alpha 

coefficient is high in all scales, ranging from 0.900 to 0.963. These alpha scores 

exceed the 0.80 recommended acceptable inter-items reliability limit, indicating that 

the factors within each multi-item variable are, in fact, inter-related (Vellido et al., 

2000).

Table 4.1 - Inter-Item Reliability (Cronbach’s Alpha)

Data Set No. of Items Cronbach's Alpha

Jan Mitra Samadhan Kendras 20 0.930

Previous System 20 0.900

Overall 20 0.963

These alpha scores exceed the .80 recommended acceptable inter-items 

reliability limit, indicating that the factors within each multi-item variable are, in fact, 

inter-related (Vellido et al., 2000). So it can be said that all the items in the 

questionnaire are highly reliable.

4.2 FACTOR ANALYSIS

The initial factor solution was obtained using principal component analysis 

(PCA) and varimax rotation. The rotation converged in 8 iterations identifying the 

five (5) principal components with Eigen value of at least 1.
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Table 4.2 – Total Variance Explained

Component Initial Eigen values

Total % of Variance Cumulative %

1 9.046 45.228 45.228
2 2.172 10.861 56.089
3 1.557 7.787 63.876
4 1.210 6.051 69.927
5 1.035 5.177 75.104

A critical decision to be made in factor analysis is the number of factors to 

extract and a typical approach is the Kaiser-Guttman rule which states that an eigen 

value (i.e. the variance accounted for by each factor) of greater than one is the 

criterion required because it wouldn’t make sense to add a factor that explain less 

variance than is contained in one variable. By employing the method, five factors 

were identified in this study. Factor analysis demonstrated three factors cumulatively 

accounting for 75.104 % of variation in all the items. Table 4.3 represents the rotated 

components matrix of items loading on each of the eight factors. Factor analysis is 

used to examine dominant factors that influenced users of Jan Mitra Kendras and 

citizens of these villages.

Table 4.3 – Measures and Factors of Factor Analysis

Measures and Factors Loading

1. Prompt and Efficient Service (45.228% of Variance)

Location of this Kendra is suitable to me .552

It has expedited the delivery of required services .694



22 | P a g e

I have to bear less expense now .479

The services are delivered within the stipulated time . 721

I know all information regarding the services available .843

I am allowed to give feedback when necessary .764

2. Customer (Citizen)-Oriented (10.861% of Variance)

I have not found any error in the documents .910

I don’t have to deal with the middle men for availing the services .791

I am satisfied with the working hours of this Kendra .790

The behaviour of the officers is generally good .566

3. Rural Benefit (7.787% of Variance)

I do not have to sacrifice my work to get this service .729

The government should spend more on E-Governance project .734

The rural masses are being benefitted because of the computerization .689

Common people fell closer to the govt. / administration .675

More such services can be added at the centres .675

4. Effectiveness (6.051% of Variance)

The number of times that I have to visit to get my work done has 
reduced

.507

All rules & regulations are being followed properly. .761

The implementation of E-Governance has improved the delivery of the 
services

.850

5. Code of Conduct (5.177% of Variance)

Confidentiality of my business is maintained .868

I know about the citizen charter. .836

4.3 Z-TEST

First, the descriptive statistics for the two groups is observed. It is observed 

that the mean for the "Jan Mitra" group (75.4727) is higher than that of the previous
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system’s group (43.2455). That is, citizens or users of Jan Mitra are more satisfied 

now with the Jan Mitra kendras’ services than with the previous system of service 

delivery.

Table  4.4 – Group Statistics and Standard Deviation

Variable N Mean Std. Deviation Std. Error Mean

1 (Previous 
system)

110 43.2455 10.65487 1.01590

2 (Jan Mitra) 110 75.4727 14.96523 1.42688

Table 4.5 – Independent Samples Test (Z-Test)

Levene's 
Test for 

Equality of 
Variances

t-test for Equality of Means

F Sig. t df Mean 
Difference

Std. Error 
Difference

Jan Mitra
Versus

Previous
System

Equal 
variances 
assumed

3.91 .049 -18.399 218 -32.22727 1.75158

Equal 
variances 
not 
assumed

-18.399 196.92 -32.22727 1.75158

From the Levene's Test for Equality of Variances it is found that the 

significance is 0.049, which is lower than the significance level 0.05. Thus the 

variances are unequal. It means that there is remarkable or significant difference 

between the mean scores obtained above. This further strengthens or confirms that the 

Jan Mitra Samadhan Kendras have been efficiently and effectively performing and 

much better than the previous delivery system.
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Hence we reject our null hypothesis viz. systempreviousjanmitraH _0 :   and accept 

the alternative hypothesis viz. systempreviousjanmitraaH _:   and that 

systempreviousjanmitraaH _:   . This implies that the satisfaction among the users of Jan 

Mitra Samadhan Kendras is significantly higher than that of the previous service 

delivery system.

4.3 DISCUSSIONS

In light of the above evidences and quantitative analysis, the following points 

may be noted about the impact analysis of the Jan Mitra Samadhan Kendras: -

 The Jan Mitra Samadhan Kendras have fulfilled the unseen demands and 

needs of thousands of citizens, especially rural and poor people who do not 

have easy access to the government.

 With the setup of these 12 Kendras in the Barai Block of Gwalior district, the 

administration has been able to monitor the various government schemes like 

NREGS etc. The implementation of NREGS at the elementary level is a very 

challenging task and monitoring is required at the grass-root level for proper 

implementation and that it reaches the intended citizens.

 The key success factors which have been revealed in this research are: 

a) Prompt and efficient service – The delivery of the services in a 

timely manner is the most important factor. It has been found in all the 

centres that the services are being delivered promptly. The disposal 

rate across all centres within the stipulated time is, on an average, 

97.73%. The pendency of applications over the stipulated time is 

minimal. This is due to the fact that the system itself provides the 
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necessary checks and balances and notifies the system users of the 

alerts and pending applications. The databases of all the centres are 

updated to a central server to the district headquarter everyday on a 

regular basis. This has instilled efficiency in the system and monitoring 

by the district administration easier. The location of all Kendras is 

proper and this brings the government machinery at the proximity of 

the rural citizens. In the earlier system, the people of these villages 

have to travel at least 10 to 15 kilometres for any simple service. Those 

people who had availed any service under the Jan Mitra Kendras had to 

bear lesser expenses because these services are available at a very 

nominal charge. The time-bound delivery of the services has increased 

faith of the citizens on the administration.

b) Customer (Citizen)-Oriented – Since the computerization of the 

whole process, there is hardly any error found in the documents 

provided to the citizens. The working hours of the kendras is also right 

and people are able to visit them at ease throughout the day. Moreover, 

the arbitration by the middlemen has been completely eliminated. This 

has simultaneously eliminated any chances of bribery and corruption. 

The behaviour of the employees with the applicants at these centres is 

also congenial and healthy. The applicants, who are mostly poor 

villagers and uneducated can easily approach the government 

employees working at these kendras for sorting out any problems or 

getting any kind of information.

c) Rural benefit – Most of the citizens in these areas are workers and 

daily wage labourers. Earlier whenever any requirement of these 
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services was there, they had to use the whole day to visit the district 

headquarter in Gwalior. On top of that, for any menial work to be 

done, on an average they had to make at least 4-10 trips to these offices 

before their application was processed. So they had to leave their work 

and lose their daily earning to get a simple job done. The opportunity 

cost was extreme. With the Jan Mitra Samadhan kendras reaching out 

to them, these people now can get their application entertained within a 

small period of 30 to 60 minutes. So this saves a lot of time and 

unnecessary expenditure. They are given the delivery date and they 

come on the day and completed work is processed before that 

presented to them by the due date. The rural people have greatly 

benefitted with use of ICT and they would like more services to be 

computerized. There is rising demand for increase of government 

expenditure in the e-governance projects. Common people now feel 

that they are being heard by the administration and that they have come 

closer to the regulators.

d) Effectiveness – As discussed above, the frequent trips to the district 

headquarters have become unnecessary. This has instilled confidence 

of the people on the system and which proves that implementation of 

e-Governance has drastically improved the delivery of the services.

e) Code of Conduct – Most citizens are aware of the citizen charter and 

believe that the officials maintain proper confidentiality of their 

information held with them. This has given a professional touch to the 

previously “lackadaisical” government structure.
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 The Z-test results have revealed that the Jan Mitra Samadhan Kendras far 

outweighs the previous delivery system. This is quite evident not only 

quantitatively but also qualitatively. There has been a paradigm shift in the 

work culture, efficiency and effectiveness, timeliness, and delivery of services 

due to the inception of the Jan Mitra Samadhan kendras.

 Economic Impact - The cost of availing the service can be classified into two 

different costs – direct cost and indirect cost. Direct cost can be traced directly 

to the end user like initial payment made for the service, cost incurred in 

making visits to the kiosks, bribe paid to the employees for getting the work 

done etc. The survey shows direct cost has been reduced even though there is 

now a service charge to be paid from December 2009. This is mainly because 

of the presence of the Jan Mitra Centre in the nearby locality. This has reduced 

the number of trips and the distance travelled to the centres. For this reason 

most of the respondents (users) praised about the time factor being saved by 

Jan Mitra Samadhan Kendra.

 The reported cases of direct and indirect bribes have become almost nil. The 

respondents (users) were aware of the Citizen Charter and the prices to be paid 

for each service because every detail is written on the walls and other 

noticeable areas of the centre as well as on the receipt. Indirect cost is the cost 

that cannot be directly traced to the end user. For example if a person is 

working on hourly basis, loss of wages due to time spent in ‘Jan Mitra

Samadhan Kendra’ is indirect cost. This cost has also been reduced because of 

the presence of centre in the vicinity and on-time delivery of the service (in 

most of the cases).
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 Governance Impact - Respondents preferred the computerized system over 

manual because of high degree of transparency and accountability. Now it is 

very easy to trace the employee responsible for the delay of the service 

delivery. The details of each service, its cost and the time limit are known to 

the people beforehand making the government system more reliable. 

Decentralization of the system has reduced the demand load from the central 

hub.

 Quality of Service - The conversion from manual to computerized system has 

reduced the level of corruption because of transparency in the working of the 

system. On-time delivery of the service and alert-mechanism has improved the 

quality of service delivery. The probability of errors has also been reduced 

because of computerized system. The biometric system for attendance has 

increased the on-field availability of field-functionaries. Thus the working of 

the overall system has become faster as compared to centralized, manual 

system.

 Impact on Employees - The overall impact of this ‘Jan Mitra Samadhan 

Kendra’ project on the employees can be summarized as the impact on work, 

efficiency and effectiveness. The responsibility on the employees has been 

increased because of traceability in case of missing any deadlines etc. Their 

attendance has shown a significant rise due to the biometric system and 

because of this on-time service delivery is possible. The efficiency of the 

employees and field functionaries has improved. The deduction from the 

salaries of the poor performing employees has also motivated them to do 

better.
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 Impact on Government - The quality of governance has been assessed on 

different parameters such as transparency, reduced corruption, and fairness of 

treatment and level of accountability. The positive response from the users of 

the ‘Jan Mitra Samadhan Kendra’ project would encourage the government to 

implement it on the other locations on a mass scale. The decentralization of 

the government system through this project has reduced the load from a single 

centre that is why the whole working system has gathered a higher speed.

 Earlier the system was free of cost for the users. But in order to make it 

economically viable, a nominal fee is charged from the users. In most of the 

cases this amount is easily affordable by the public.

4.4 LIMITATIONS OF THE STUDY

The present study can boast of its high reliability as obtained quantitatively in 

the preceding section. However, any study has some of its intrinsic limitations.

 As the samples were very restricted, the segmentation of the users is difficult. 

People of varied age groups need to be participated. The participation of

women in the study was very limited.

 The most important limitation is the difficulty in conducting interviews with 

the respondents for a longer period. The questionnaire prepared and used 

consisted of limited number of questions to bring out all the aspects of 

customer satisfaction.

 The fact that convenience sampling was used to collect data from the citizens

may have restricted the possibilities of taking a more homogenized sample in 

terms of gender and other demographic factors. Data on expectations and
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perceptions of citizens had to be collected at the same time rather than at 

different intervals due to the sampling method used.

 A substantial part of the survey was conducted in the vicinity of these centres. 

Though adequate measures were taken to take the respondents into confidence 

before they could answer, however, they may be bit alarmed or cautious in 

responding due to the nature of our subject.

 Finally, this research is limited by the paucity of its cross-sectional data. With 

a limited number of observations over a comparatively short period, nonlinear 

nature could not be easily captured. When more observations over a longer 

time period are available, a more refined analysis is possible. 

 Concerning future investigations, researchers should consider taking a broader 

view towards identifying the factors impacting customer satisfaction among 

the citizens. Future investigations in this area might focus on the complete 

service package and seek to develop a framework which is based on the major 

customer benefits derived from the service. This approach might yield useful 

insights into the composition of the service from the citizen’s viewpoint. Also, 

including more measures of customer satisfaction and future intentions might 

offer further insights into the drivers of these outcomes. In particular, the 

inclusion of measures of perceived value may be a fruitful direction to pursue.
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5. CONCLUSION AND SUGGESTIONS 

The overall study of the twelve centres of 'Jan Mitra Samadhan Kendra' 

project concludes that it is very beneficial in many respects to the people of that area 

where it is deployed, in terms of cost, time, efficiency and quality. Most of the stake 

holders find the present system more convenient and easily accessible as compared to 

the previous manual system. This has increased their faith in the operations of the 

government system in various domains. Though this system has been appreciated a lot 

by most of the stakeholders but still many things are required to be improved.

In another observation it is found that after the imposition of service fee from 

December 2009, the financial viability of this project has gone up and this will 

certainly help the government in revenue generation. This has also helped in reducing 

the number of fake applications.

The top services of the 'Jan Mitra Samadhan Kendra' availed by the people 

are:

 Income Certificate

 Domicile Certificate

 Khasra Khatauni Nakal 

 Caste Certificate 

 Application of BPL card

 Kisan Credit Card 
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Despite lack of basic infrastructural facilities like uninterrupted power supply, 

communication network and other amnesties, the Jan Mitra Kendras have succeeded 

in making breakthrough in the delivery process.

Some of the possible improvements which can be brought out in this system 

are:

 There is a requirement of an interactive feedback system from the users and 

proper actions are required to be taken on those feedbacks in time. For better 

efficiency and system improvement a drop box may be provided for 

suggestions.

 Though there is mechanism for grievance readdressal and citizens who may 

not be satisfied with the services can address any kind of atrocity or 

discrepancy directly in the meeting with the authorities once/twice in a month, 

during their visit. This may be solved by appointing a nodal officer-in-charge 

who may be available at a selected time period over the telephone and on 

selected dates every centre.

 The biometric finger scanners need to be full proof i.e. there should be 

negligible level of error. This has provided loophole for manual entry of the 

attendances which in turn provides opportunity for manipulation even if 

minimum.

 There is need to improve services with regard to the NREGS. Some 

complaints have been received that wages are not duly and timely disbursed. 

However, this issue needs to be handled at a macro-level and broader 

governance level.
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 There should be some awareness programmes about the 'Jan Mitra Samadhan 

Kendra' for the main beneficiaries in these villages. Though there is a lot of 

awareness among the people in the areas adjoining the Jan Mitra Kendras, 

however people who have never had the requirement in areas far from the 

centres are less aware.

 Instead of private operators, government officials may be given basic training 

on operating computers and they may then be deployed in these Kendras. This 

would improve the efficiency and possibility of data theft completely 

eliminated or other way is to train the temporary fellow with an intention to 

get him absorbed as government employee only after his performance 

evaluation. With this, He/She will certainly keep him away from making any 

harm to the system. 

 As this system is partially computerized and there is no centralized check on 

the records being entered or modified, hence a complete online solution can be 

developed and implemented which would enable real-time processing.
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B. Impact Analysis of Jan Mitra Samadhan Kendras 

Questionnaire

Name of Jan Mitra kendra

Officer-in-Charge

Name of Computer Operator

Date

The following sets of questions about your experiences or opinions related to the 
Jan Mitra Samadhan Kendra and its services

Please use the following scale for these questions:

1 = Strongly Disagree
2 = Disagree
3 = Neutral
4 = Agree
5 = Strongly Agree

Strongly 
Disagree

Disagree Neutral Agree
Strongly 
Agree

1. The locations of the offices 
meet my needs 1 2 3 4 5 

2. . The number of times that 
I have to visit to get my 
work done has reduced 

1 2 3 4 5 

3. It has expedited the 
delivery of required 
services.

1 2 3 4 5 

4. I have to bear less expense 
now 1 2 3 4 5 
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5. The services are delivered 
within the stipulated time. 1 2 3 4 5 

6. I do not have to sacrifice 
my work to get this service 1 2 3 4 5 

7. I have not found any error 
in the documents. 1 2 3 4 5 

8. I don’t have to deal with 
the middle men for availing 
the services.

1 2 3 4 5 

9. I am satisfied with the 
working hours of this 
Kendra.

1 2 3 4 5 

10. The behaviour of the 
officers is generally good. 1 2 3 4 5 

11. I know all information 
regarding the services 
available.

1 2 3 4 5 

12. I am allowed to give 
feedback when necessary. 1 2 3 4 5 

13. Confidentiality of my 
business is maintained. 1 2 3 4 5 

14. I know about the citizen 
charter. 1 2 3 4 5 

15. All rules & regulations are 
being followed properly. 1 2 3 4 5 

16. The implementation of E-
Governance has improved 
the delivery of the services.

1 2 3 4 5 

17. The government should 
spend more on e-
Governance project.

1 2 3 4 5 
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18. The rural masses are being 
benefitted because of the 
computerization.

1 2 3 4 5 

19. Common people fell closer 
to the govt. / 
administration.

1 2 3 4 5 

20. More such services can be 
added at the centres. 1 2 3 4 5 

Name of Respondent

Income Level (per month in Rupees)

Gender (Male/female)

Age (in years)

Services Availed

Education and Current Occupation

Address

Distance of the Kendra from residence (in Km)
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Tkufe= dsUnzks a dk izHkko&fo'ys"k.kkRed 
v/;;u

Hkkx 1 ifjp; fooj.k

dze la[;k -----------------------------------------------      dsUnz tgka ls lsok yh x;h gks------------------
izfroknh dk uke------------------------------------
irk:
                                                                    izfroknh dk in

                            eqf[k;k  
                               ifr@iRuh  

fnukad                                                  lnL; 
                          lsod 
                           vU; 

Hkkx 2 izfroknh dk o.kZu

1 Mez
2 fyax ¼L=h@iq:’k½
3 f'k{kk fuj{kj --------------------------------------------------------------

izkFkfed ls de -------------------------------------------
izkFkfed  --------------------------------------------------------
e/;     ----------------------------------------------------------
gkbZLdwy  --------------------------------------------------------
--
b.VjehfM,V --------------------------------------------------
¼fMIyksek½  ------------------------------------------------------
Lukrd vkSj vf/kd ---------------------------------------   
vU; ------------------------------------------------------------------  

4 O;olk;
5 Ekkfld vk; 5000 ls de -----------------------------------------------

5000 ls vf/kd ----------------------------------------
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Hkkx 3 tufe= dsUnzksa dh tkudkjh vkSj bLrseky

1 vki dc ls tufe= ds ckjs esa tkurs gS \

2 blds ckjs esa vkidks dSls irk pyk \ v[kckj -------------------------------------------------------------

Vhoh- ------------------------------------------------------------------

iMkslh@fj”rsnkj ---------------------------------------------

ljdkjh deZpkjh--------------------------------------------

vU; ----------------------------------------------------------------

3 Tkufe= dsUnz ds ckjs esa vkids vkl&ikl ds 
fdrus yksx tkurs gS \

cgqr de ----------------------------------------------------------

de ---------------------------------------------------------------------

dqN --------------------------------------------------------------------

cgqr-----------------------------------------------------------------------

lHkh-----------------------------------------------------------------------

4 izk;% vki tufe= dsUnz fdlds lkFk tkrs gS \ Loa; --------------------------------------------------------------------

ifjokj &lnL; -----------------------------------------------  

fe= -------------------------------------------------------------------

vfHkdrkZ--------------------------------------------------------------

lsod--------------------------------------------------------------------

vU;-----------------------------------------------------------------------

5 vki ;k vkids ifjokj ds lnL; yxHkx 
fdruh ckj tufe= dsUnz dh lsok,W ys pqds gS 
\

6 Tkufe= dsUnz ij dkSu lh lsok,W miyC/k gS \

Hkkx 4 % lsok dk ykHk ysus esa yxh ykxr
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lsok dk uke
Tkufe= gLrpfyr 

dsUnz
1 vkids ?kj ls dsUnz dh nwjh
2 lsok dk ykHk ysus ds fy, izk;% fdruh fVªi yxkuh 

iM+rh gS
3 vkidh ;k=k dk lk/ku izk;% D;k gksrk gS\

iSny&1] lkbfdy&2] nqifg;k&3] vkVks&4]
cl&5] vU;&6

4 ,d ckj dh ;k=k esa izk;% fdruk [kpZ vkrk gS \
5 ,d ckj dh ;k=k esa izk;% fdruk le; yxrk gS \
6 dsUnz ij igWqpus ds ckn lsok dk ykHk ysus ds fy, 

fdruh izrh{kk djuh iM+rh gS \
7 lsok dk ykHk ysus esa vkidh ru[okg esa fdruk 

uqdlku gksrk gS \
8 lssok dk ykHk ysus esa vkidks dqy fdruh ykxr vkrh 

gS
¼jlhn ysus ij ½

9 D;k vkidks nLrkostksa esa =qfV;kWa feyh gSa \
gkW&1] ugha&2] iz-&11

10 lqq/kkj ds fy;s vkidks fdruh ckj tkuk iMk \
11 lsok ysus esa dqy fdruk [kpZ vk;k \

12 D;k vkius vf/kdkjh@deZpkjh dks fj”or nh \
gkWa&1] ugha&2]  iz-&15

13 fj”or ds :i esa vkius fdrus :i;s fn;s \
14 fdu dkj.kksa ls fj'or nh xbZ \

'kh?kzrk ds fy;s ------------------------------------------------------------------------
-----
viuh ckjh ls igys dke djokus ds fy;s------------------------
--------deZpkfj;ksa dks izHkkfor djus ds fy;s-------------------------
--------------------
vU;-----------------------------------------------------------------------------------------------

15 D;k vkidks fdlh e/;LFk dh vko';drk iM+h \
gkW&1] ugha&2] iz-&16

16 vkius e/;LFk dks fdrus :i;s fn;s \

17 vkosnu dh frfFk ls ysdj lsok dk ykHk ysus esa dqy 
fdruk le; yxrk gS \

18 lsok feyus esa nsjh ls vkidks fdruh fnDdr gqbZ \
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Hkkx 5 % lsokvksa dh ;ksX;rk

tufe= gLrpfyr 
dsUnz

1 dsUnzksa dh orZeku vofLFkfr ls vki voxr gS \
lger&1] vlger&2 

2 dsUnzksa ds dk;Z le; vkids fy, lqfo/kktud gS \
gkW&1] ugha&2]

3 D;k vf/kdkjh feyulkj gS \
dHkh ugha&1] cgqr de&2] dHkh&dHkh&3] 
vf/kdk'kar%&4] ges'kk&5]

4 D;k vf/kdkjh vkidh lsok vuqjks/kksa ij le; ls 
izfrfdz;k nsrs gS \
gkW&1] ugha&2]

5 D;k vki lsokvksa dh lEiw.kZ Lrj ls lger gSa \
gkW&1 ugha&2]

6 D;k vkidks yxrk gS fd dsUnzksa ij vkidh tkudkjh 
xksiuh; jgrh gS \
gkW&1 ugha&2]
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Hkkx 6 % iz'kklu dh ;ksX;rk

tufe= gLrpfyr dsUnz

1 d`i;k Hk"Vkpkj ds Lrj dk vuqeku yxkb,s&
cgqr Hkz"V&1] FkksMk Hkz"V&2] fuf’dz;&3] de 
Hkz’V&4] dksbZ Hkz"Vkpkj ugha&5

2 D;k vkidks ukxfjd vf/ki= dh tkudkjh gS \
gkW&1] ugha&2]

3 ftl le; lhek esa vkidks lsok,aas nh tkrh gS \ D;k 
og ukxfjd vf/ki= ds vuqlkj gS \
dHkh ugha&1] cgqr dHkh&2] dHkh&dHkh&3] 
vf/kdk'kar%&4] ges'kk&5]

4 D;k foHkkxh; vf/kdkjh vius mRrjnkf;Roksa dk lgh 
rjhds ls fuokZgu djrs gSa \
gkW&1] ugha&2]

5 dsUnz ij crk, x, fu;e vkSj dk;Z i)fr Li"V gS \
Li’V&1] vLi’V&2]

6 D;k iz'kklu lwpukvksa dh ;FkkFkZrk ij ftEesnkj gS \
gkW&1] ugha&2]

7 vkius dHkh fdlh vf/kdkjh dks lq>ko fn;s gSa \
gkW&1] ugha&2] iz-&9

8 D;k vkidks vius lq>ko ij izfrfdz;k feyh gS \
gkW&1] ugha&2]

9 D;k vkidks yxrk gS fd vkids lq>ko fu;e] uhfr 
bR;kfn dks cny ldrh gS \
dHkh ugha&1] cgqr de&2] dHkh&dHkh&3] 
vf/kdk'kar%&4] ges”kk&5]
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Hkkx 7 % bZ& xousZUl ij izfroknh dk n`f’Vdks.k

1 D;k vkius dHkh fdlh vkSj bZ&xousZUl lsok dk ykHk fy;k gS \
gkW&1] ugha&2]

2 vxj gkWa] fdUgh lsokvksa dk uke crkb;s \

lger fuf’dz; vlger
3 bZ& xousZUl lsokvksa ls ljdkj dh Nfo esa lq/kkj gqvk gS \

4 ljdkj dks bZ& xousZUl esa vkSj fuos'k djuk pkfg, 
5 vU; ljdkjh n¶rjksa dks Hkh dEi;wVjhd`r fd;k tkuk pkfg,
6 ljdkjh foHkkxksa dk dEi;wVhdj.k ,d rjg ls  lal/kkuksa dks 

O;FkZ djuk gSA
7 bZ& xousZUl ij yxs [kpZ dks nwljh ljdkjh xfrfof/k;ksa esa 

yxkuk pkfg,A
8 ljdkjh lsokvksa ds dEi;wVjhdj.k ls dsoy vehjksa vkSj 

izHkko'kkyh O;fDr;ksa dks ykHk gksrk gSA
9 xzkeh.k ukxfjdksa dks ljdkjh lsokvksa ds dEi;wVjhdj.k ls ykHk 

feyrk gS \

izfroknh ds lq>ko

iz'udrkZ dk uke&&&&&&&&&&&&&&&&&&
gLrk{kj &&&&&&&&&&&&&&&&&&&&&&&

gLrk{kj@ vxwWBk


