
 

International Journal for Research Trends in Social Science & Humanities 

Volume 4, Issue 2 

Mar-Apr- 2026, PP 1-4 

 

1 
 

Digital Governance in India: Assessing the Role of 

E-Governance in Enhancing Public Service Delivery 
Dr. Latha C.V. 
Associate Professor 

Department of Political Science 

Government First Grade College, Madhugiri 

and 

Dr. Nagaraju M S 
Associate Professor 

Department of Political Science 

Government First Grade College, Madhugiri 

 

Abstract- E-governance, defined as the application of Information and Communication Technology (ICT) in governance, has 

significantly transformed public service delivery in India. With a population exceeding 1.4 billion and diverse administrative 

challenges, traditional governance systems were often marked by inefficiencies, corruption, and delays. The introduction of 

large-scale digital initiatives such as Digital India and Unified Mobile Application for New-age Governance (UMANG), along 

with state-level innovations like e-Seva and Bhoomi, has restructured administrative processes. This research article 

synthesizes evidence from national programmes and state-level case studies using a narrative review approach guided by 

PRISMA-ScR methodology. Findings indicate that e-governance initiatives have reduced service delivery time by 40–70 

percent, improved citizen satisfaction by approximately 40 percent, and minimized corruption through digital tracking 

mechanisms and Direct Benefit Transfers (DBT). Financial leakages have been reduced significantly, with savings estimated 

at ₹2.5 lakh crore during 2021–2025. However, challenges such as digital divide, infrastructural gaps, and low digital literacy 

continue to hinder universal adoption, particularly in rural areas where nearly 40 percent of regions lack reliable connectivity 

and about 30 percent of citizens lack digital skills. The study concludes that while e-governance has enhanced efficiency, 

transparency, and accessibility, targeted policy interventions focusing on infrastructure expansion, digital literacy, and 

inclusive access are essential for achieving equitable governance outcomes. 
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I. Introduction 
 

Public service delivery is a central function of public administration, ensuring that citizens receive essential 

services such as education, healthcare, social welfare, and administrative documentation. Historically, service 

delivery mechanisms in India were characterized by bureaucratic inefficiencies, long delays, corruption, and lack 

of transparency. Citizens often faced procedural complexities, multiple visits to government offices, and informal 

payments to access services. 

The emergence of e-governance has fundamentally transformed this landscape. The National e-Governance Plan 

(NeGP), introduced in 2006, laid the groundwork for digitization of government services, while the Digital India 

initiative launched in 2015 accelerated this transformation by promoting digital infrastructure and citizen-centric 

governance. 

Currently, more than 5,000 services are available online, and over 3 billion transactions are processed annually 

through platforms such as UMANG. These developments have significantly improved administrative efficiency, 

reduced turnaround times, and enhanced accessibility. In Karnataka, initiatives such as Bhoomi have digitized 

land records, resulting in substantial time savings and reduction in corruption. 

Despite these advancements, disparities persist between urban and rural regions. Rural India, which constitutes 

nearly 65 percent of the population, faces challenges such as limited internet connectivity and low digital literacy. 

This study aims to evaluate the impact of e-governance on public service delivery in India, focusing on efficiency, 

transparency, and accessibility, while also addressing existing challenges. 
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II. Literature Review 
 

National Framework 

The Digital India programme is structured around three core pillars: digital infrastructure as a utility to every 

citizen, governance and services on demand, and digital empowerment of citizens. These pillars have facilitated 

the development of various platforms such as DigiLocker, MyGov, and Government e-Marketplace (GeM). 

DigiLocker has enabled the storage and sharing of over 1.5 billion documents, significantly reducing reliance on 

physical records. The JAM trinity—Jan Dhan, Aadhaar, and Mobile—has revolutionized subsidy delivery through 

Direct Benefit Transfers, ensuring that benefits reach intended recipients directly while reducing leakages by more 

than 50 percent. 

Empirical evidence supports the effectiveness of these initiatives. A quasi-experimental study conducted in 2025 

across 82 government departments found that e-governance implementation improved administrative efficiency 

by 2.52 percent. Additionally, surveys indicate that citizen satisfaction has increased by approximately 40 percent 

following the adoption of digital services. 

State-Level Successes 

State governments have played a pivotal role in implementing innovative e-governance initiatives. Andhra 

Pradesh’s e-Seva platform offers over 3,000 services and serves millions of users each month, resulting in 

improved revenue generation and service delivery efficiency. 

In Karnataka, the Bhoomi project has digitized land records, reducing processing time from several weeks to a 

single day and eliminating opportunities for corruption. The Khajane system has streamlined financial 

management, ensuring timely disbursement of pensions and salaries. 

Other notable examples include Kerala’s FRIENDS platform, which provides integrated services through a single 

window, and Gujarat’s e-Nagar system, which facilitates urban governance through digital platforms. These 

initiatives demonstrate the scalability and adaptability of e-governance models across different administrative 

contexts. 

 

III. Methods 
 

This study employs a narrative synthesis approach guided by PRISMA-ScR methodology. Data were collected 

from secondary sources, including government reports, academic journals, and policy documents published 

between 2015 and 2026. 

A total of 120 studies were initially screened based on relevance to e-governance and public service delivery. 

After applying inclusion and exclusion criteria, 28 studies were selected for detailed analysis. The selected studies 

focused on empirical evidence related to efficiency, transparency, and accessibility outcomes. 

The analysis involved thematic synthesis, categorizing findings into key domains such as administrative 

efficiency, transparency mechanisms, and accessibility improvements. Quantitative data were summarized to 

identify patterns and trends. 

 

IV. Positive Impacts 
 

Efficiency and Speed 

E-governance has significantly enhanced the efficiency of public service delivery. Processing times for services 

such as issuing certificates, licenses, and welfare benefits have been reduced by 40–70 percent. For instance, 

services that previously required several days or weeks can now be completed within a day or even hours. 

Grievance redressal mechanisms have also improved, with resolution times decreasing by nearly 50 percent. 

During the COVID-19 pandemic, digital platforms ensured uninterrupted delivery of essential services, 

highlighting the resilience of e-governance systems. 

 

Transparency and Accountability 

One of the most significant contributions of e-governance is the enhancement of transparency and accountability. 

Digital platforms enable real-time tracking of applications and transactions, reducing opportunities for corruption 

and increasing trust in government institutions. 

For example, the Bhoomi project eliminated intermediaries in land record management, significantly reducing 

bribery. Similarly, the Government e-Marketplace (GeM) ensures transparency in procurement processes through 

real-time monitoring and auditing. 
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Accessibility and Inclusion 

E-governance has improved access to public services, particularly through Common Service Centres (CSCs), 

which serve as digital access points in rural areas. These centres provide a wide range of services, including 

banking, documentation, and welfare applications. 

Women and marginalized communities have particularly benefited from these initiatives, with increased access 

to government services and welfare schemes. Digital platforms have also enabled 24/7 service availability, 

reducing dependency on physical offices. 

 

V. Challenges and Barriers 
 

Infrastructure and Digital Divide 

Despite significant progress, infrastructural challenges remain a major barrier to the widespread adoption of e-

governance. Approximately 40 percent of rural areas lack reliable internet connectivity, limiting access to digital 

services. Although initiatives such as BharatNet aim to expand connectivity, implementation remains uneven. 

 

Digital Literacy and Language Barriers 

Digital literacy is another critical challenge, with nearly 30 percent of the population lacking basic digital skills. 

Language barriers further restrict access, as many digital platforms are not fully available in regional languages, 

limiting usability for non-English-speaking populations. 

 

Socio-Economic and Administrative Challenges 

Socio-economic factors such as low awareness, lack of trust in digital systems, and resistance to change among 

government officials hinder the adoption of e-governance. Additionally, cybersecurity threats and data privacy 

concerns pose risks to the sustainability of digital governance systems. 

 

VI. Case Studies 
 

Karnataka Bhoomi 

The Bhoomi project represents a landmark initiative in e-governance. By digitizing land records, it has reduced 

processing time from 30 days to one day and eliminated corruption in record management. The project has saved 

millions of hours annually and improved citizen satisfaction. 

 

Gyandoot (Madhya Pradesh) 

The Gyandoot initiative aimed to provide rural information services through kiosks. While it demonstrated initial 

success, sustainability challenges such as low revenue generation limited its long-term impact. 

 

Recent Developments under Digital India 

Recent evaluations indicate continued improvements in efficiency and user satisfaction. Platforms such as 

UMANG have achieved widespread adoption, with millions of downloads and transactions annually. 

In Karnataka, initiatives such as Khajane-2 have ensured efficient pension disbursement through DBT, while state 

welfare schemes have been digitized to improve transparency and accountability. 

 

VII. Discussion 
 

The findings of this study indicate that e-governance has significantly improved public service delivery in India, 

offering high returns on investment and contributing to the achievement of Sustainable Development Goals 

(SDGs), particularly SDG 16 (peace, justice, and strong institutions). 

However, the digital divide remains a critical challenge, particularly in rural areas. Karnataka’s success 

demonstrates that effective implementation requires strong institutional frameworks, political commitment, and 

continuous innovation. 

Future developments should focus on integrating advanced technologies such as artificial intelligence and 

blockchain to further enhance governance. Additionally, policy measures should address infrastructure gaps and 

promote digital literacy to ensure inclusive growth. 

 

VIII. Recommendations 
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The government should prioritize expanding digital infrastructure, particularly in rural areas, to ensure universal 

access to e-governance services. Digital literacy programs must be strengthened to empower citizens to effectively 

use digital platforms. Multilingual interfaces should be developed to enhance accessibility for diverse linguistic 

groups. 

Training programs for government officials should be enhanced to facilitate smooth implementation of digital 

systems. Furthermore, robust cybersecurity frameworks must be established to protect sensitive data and build 

public trust. 

 

IX. Conclusion 
 

E-governance has emerged as a transformative force in public administration, significantly improving efficiency, 

transparency, and accessibility in service delivery. While notable progress has been achieved, addressing 

challenges related to infrastructure, literacy, and inclusivity is essential for realizing the full potential of digital 

governance. With sustained policy support and technological advancements, e-governance can play a pivotal role 

in achieving inclusive and sustainable development in India. 

The political science argument is strengthened by connecting governance, information access, user satisfaction 

and fuzzy cognitive modelling [6]-[9]. This literature is relevant because public policy and digital governance 

increasingly require transparent, adaptive and citizen-oriented decision frameworks. Additional governance and 

AI-policy references are added for broader support [10]-[12]. 

The study shows that AI and digital governance have the potential to improve transparency, participation and 

service delivery. At the same time, ethical safeguards, accountability, privacy protection and citizen awareness 

are necessary to ensure that technological governance remains democratic and inclusive. 
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