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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 [IM 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 wunderlying 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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24 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.

31 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

Number of respondents 110
Occupation
Farmers 26
Labourers 39
Vendors 24
Unemployed 21
Education
Illiterate 65
Literate 45
Average income (per month) <Rs 5000
Gender
Male 97
Female 13

15| Page




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
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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

H

(U lu Jjanmitra ~ lu previous _ system

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

H a : lu Jjanmitra G Iu previous _ system

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

H a : IU Jjanmitra > IU previous _ system

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

H a : IU Jjanmitra < ,Ll previous _ system

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, a = 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 0930 |
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 § 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 352

It has expedited the delivery of required services 694
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I have to bear less expense now 479
The services are delivered within the stipulated time - 121
I know all information regarding the services available 843
[ 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 [ have to visit to get my work done has 507
reduced

All rules & regulations are being followed properly. 761
The implementation of E-Governance has improved the delivery of the 850
services

5. Code of Conduct (5.177% of Variance)

Confidentiality of my business is maintained 868
I know about the citizen charter. 836

43  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 110 43.2455 10.65487 1.01590
system)

2 (Jan Mitra) 110 75.4727 14.96523 1.42688

Table 4.5 — Independent Samples Test (Z-Test)

Levene's t-test for Equality of Means
Test for
Equality of
Variances
F Sig. t df Mean Std. Error

Difference | Difference

Jan Mitra | Equal 391 | .049 | -18.399 218 | -32.22727 1.75158
Versus variances
Previous | assumed

System Equal -18.399 | 196.92 | -32.22727 1.75158
variances
not

assumed

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. H and accept

0 : ,ll Jjanmitra = ll’l previous _ system
the  alternative  hypothesis  viz.  H, 400 # Horevious syem  @0Dd that
H , fgmivra > Moprevious_sysiem - L11S implies that the satisfaction among the users of Jan

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

delivery system.
43  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: -

e 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.

e 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.

e 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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b)

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.

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.

Rural benefit — Most of the citizens in these areas are workers and

daily wage labourers. Earlier whenever any requirement of these

25| Page




d)

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.

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.
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 beforchand 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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4.4

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.

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

29| Page




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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S. 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

arc:

e Income Certificate

e Domicile Certificate

e Khasra Khatauni Nakal

e (Caste Certificate

e Application of BPL card

e 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.

arc:

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

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

Strongl . Strongl

Dirs(;zfe}e/: Disagree Neutral Agree A;?:eg y
1. The locations of the offices - ~ ~ ~

1 2 3 4 5

meet my needs

2. . The number of times that
I have to visitto getmy ~ © Yo S N R
work done has reduced

3. It has expedited the
delivery of required o S S

services.

4. Thave to bear less expense - -~ - A
now
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10.

11.

12.

13.

14.

15.

16.

17.

The services are delivered
within the stipulated time.

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

I have not found any error
in the documents.

I don’t have to deal with

the middle men for availing *

the services.

I am satisfied with the
working hours of this
Kendra.

The behaviour of the
officers is generally good.

I know all information
regarding the services
available.

I am allowed to give
feedback when necessary.

Confidentiality of my
business is maintained.

I know about the citizen
charter.

All rules & regulations are
being followed properly.

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

The government should
spend more on e-
Governance project.

1

1
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18. The rural masses are being
benefitted because of the ~ © | Yoy R S IR
computerization.

19. Common people fell closer
to the govt. / o o S S R
administration.

20. More such services canbe - -~ -~ -~ ~
added at the centres.

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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TR 3 ST Pl B SIThRT 3R ST

MY B I S0 & R H o d & 2

9P R H 3MUB! B Udl dell ?

UT: 3MY ST bs fhdd AT oild &

MY T Y& URIAR & G T THIT
fpa IR SR & @ A o 9@ ©
?

SR b TR DI O N IUAE © °

URT 4 : JT BT o o9 § i R
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JdT BT A9

—_—

3MUYD BR A s Bl g

JAT BT W oA & o U fhan fou i
Tedl ©

IS AT BT ATE U T Bl &7
tea-1] wfea—2, gufkar-3] amer4]

g9-5] -6

T gN B AT H UI: fhd=T @ ofar & 2

Th IR B I | U T I8 <ordr g ?

B W UgTH b oG Al DT o o B oy
el gefler ol el ® °?

JAT BT A o9 H AMUHI dAEATE H
BT BT & ?

o ~ OO0

HAT BT AT o7 | ATUDI ol fha=1 ANTd Tl
g
(RE & W)

RIT U] TS H FfeAqT el € 2
g1, 781&2] v.-11

10

GuR & ford MUl fha=l gR ST geT ?

11

HAT &1 H Rl fhoT @9 3T ?

12

AT 3MIA JNfIBRT / HHAIRT Bl R ad & ?
g—1] 781-2] u-15

13

R 9a & U & au fbad wuy o ?

14

f1 RN 9 Reaa & 778 ?
2135 L 7R £ 2 S

15

T MMIBT {hAT AeUReT Bl MITIHdl TSl 7
gi—1] g€i-2] u-16

16

MU HERT BT fobad wud o ?

17

3fTae B I I SR HaT BT a4 ol H del
fohdeT THY oTdT © ?

18

HaT e § <X | el fha fahd gg ?
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9T 5 : Aarail B aFgen

Bl BT gaqTd IaRerfT I MY 3T 8 ?

Tead—1, srgaa—2

Tal B BRI A AMMUS forg FlageH s & ?
g8i—1, 7EI-2]

FT RSN e TaR © ?
DIl TEi—1, 980 HA-2] PH—HH-3,
afferepreiq—4] swer—5]

HIT JARTBHRI ATTDB] AT RET R T A
gfcrfear < 8 ?
gi—1, TEi-2]

FIT MY HRI BN FROT R F TEHd § °
gi—1 7E-2,

T JAMYBT oIl 2 b dgl IR IAMYDHT STHBRI
MU Bl 8 ?
gi—1 78-2]
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9T 6 : TIH &1 Il

TRIEId )

HUAT HECTAR & VR BT AFA AU~
ggd wSe—1] erer wse-2] FiRea—3] w4
y3c—4] B3 ISCER TEI-5

PRI 3MUBI ARG 3T B SRR & ?
g—1] 781-2]

1 9 AT H MUl Ward < Sl § 7 T
g ARG AfTH & ATAR © 7

o1 TEI—1] 980 HN—2] HH—H9—3,
arfrpreia—4] gem-5]

T faria Sifder v SRRl &1 Jal

N 9 fdigT &d © ?

gi—1] 7Ei-2]

B WX FA¢ U R &R B ugfy wee ® ?

wee—1] aruze-2]

RIT TR A3 BT FATIAT R RRRER © 2
gi—1] T8-2]

M T fadll TR &1 gemma fe & 2
gi—1] 781-2] iz-&9

FIT ITABT AT FErma TR ufafear feh g 2
gi—1] T81-2]

RIT ATAPI AT & fob MU g 1, A
g BT 991 Fhdll © ?

4 Tei—1] 9g8ad d9-2] F—1-3,
arfdmreia—4] g1 1m-5]
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YRT 7 : 3— a9 WX yfoardl &1 gfl¥eaion

T 3Ma BT fohed) IR S—Ta-=1 WaT &7 oy forar 2 ?
gi—1] "81-2]

MR &1, fh=al Jarell &1 99 darsy ?

$— A QAR W WRER B BT H FoIR gl 8 ?

IRBR BT 35— Tad49 § AR A9 H=A1 =1fzu

3 TGN U bl HT HHFERIdd [bhaT ST =T(RY

@1 FRAT B |

3— MO W oW Gd Pl g1 WRGRI Iffaferl |
SR 1My |

TRBNT HARN & HFIISABIUT | ddel 3MRI AR
THTRITell el Pl o BT 2 |

(o) o ~ oo h

YTHIOT ARTR®] DI FXBRIT HaARI & HHYSIBRT A TH
Aerar 8 2

Al & g

EWIER / 3T[ST
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