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EXECUTIVE SUMMARY

A state that has been recognised nationally and internationally for encouraging citizen

patterns and practices of governance is Madhya Pradesh. Amongst the most successful efforts 

of the state to promote responsive and citizen

significant role. It has facilitated to create an accessible state bureaucracy based on an 

accountable and transparent model of governance. 

 

MPOnline stands for ‘MPOnline Information for Citizen Empowerment’. It is a public

intervention that has played a crucial role in improving the delivery of the state’s 

administrative apparatus through the innovative use of information and technology.  This joint 

venture between the state government and Tata Consultancy services was undert

the gap between the government and the citizens. 

 

A major grievance that MPOnline aims to address was the inaccessibility of the administrative 

apparatus. The general public in most cases face a lot of difficulties especially in fulfilling 

administrative requirements. Administrative functions are generally undertaken manually 

giving away to inaccuracies and delays in delivering essential services to the citizens. 

MPOnline has to a great extent addressed these challenges. An official portal c

and the first services were delivered in 2007. The portal was designed to effectively enable 

citizens hassle free and timely access public services at their doorsteps. 

 

Its contributions in improving public service delivery has been recogni

widely. The initiative has been awarded the Editors Choice Best Website India e

2.0(year 2010), CSI Nihilent e-

2009, The Best IT for Masses Project of MP(year 2009

Citizen Centric Services, SKOCH Digital Inclusion for technology in Service Delivery 2011.

METHODOLOGY 
MPOnline was identified as a best practice by the Governance Knowledge Centre research team 

because of its remarkable contributions in strengthening the efficiency and effectiveness of 

public service delivery using information and technology as a tool. Moreover, a

analysis of the basic design and functioning of the portal elevates the scope of public

partnerships in the field of governance.

The case study was developed using primary and secondary methods of research. The 

background study on MPOnlin
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UMMARY 
A state that has been recognised nationally and internationally for encouraging citizen

patterns and practices of governance is Madhya Pradesh. Amongst the most successful efforts 

of the state to promote responsive and citizen-oriented governance, MPOnline has played a 

significant role. It has facilitated to create an accessible state bureaucracy based on an 

accountable and transparent model of governance.  

MPOnline stands for ‘MPOnline Information for Citizen Empowerment’. It is a public

ntervention that has played a crucial role in improving the delivery of the state’s 

administrative apparatus through the innovative use of information and technology.  This joint 

venture between the state government and Tata Consultancy services was undert

the gap between the government and the citizens.  

A major grievance that MPOnline aims to address was the inaccessibility of the administrative 

apparatus. The general public in most cases face a lot of difficulties especially in fulfilling 

administrative requirements. Administrative functions are generally undertaken manually 

giving away to inaccuracies and delays in delivering essential services to the citizens. 

MPOnline has to a great extent addressed these challenges. An official portal c

and the first services were delivered in 2007. The portal was designed to effectively enable 

citizens hassle free and timely access public services at their doorsteps.  

Its contributions in improving public service delivery has been recognised and acknowledged 

widely. The initiative has been awarded the Editors Choice Best Website India e

-Governance for Excellence 2009-10, Nasscom/TV 18 User Awards 

2009, The Best IT for Masses Project of MP(year 2009-10), Golden Peacock Award 2010 for 

Citizen Centric Services, SKOCH Digital Inclusion for technology in Service Delivery 2011.

was identified as a best practice by the Governance Knowledge Centre research team 

because of its remarkable contributions in strengthening the efficiency and effectiveness of 

public service delivery using information and technology as a tool. Moreover, a

analysis of the basic design and functioning of the portal elevates the scope of public

partnerships in the field of governance. 

The case study was developed using primary and secondary methods of research. The 

background study on MPOnline was based on the use of secondary research methods. This 
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A state that has been recognised nationally and internationally for encouraging citizen-centric 

patterns and practices of governance is Madhya Pradesh. Amongst the most successful efforts 

MPOnline has played a 

significant role. It has facilitated to create an accessible state bureaucracy based on an 

MPOnline stands for ‘MPOnline Information for Citizen Empowerment’. It is a public-private 

ntervention that has played a crucial role in improving the delivery of the state’s 

administrative apparatus through the innovative use of information and technology.  This joint 

venture between the state government and Tata Consultancy services was undertaken to bridge 

A major grievance that MPOnline aims to address was the inaccessibility of the administrative 

apparatus. The general public in most cases face a lot of difficulties especially in fulfilling 

administrative requirements. Administrative functions are generally undertaken manually 

giving away to inaccuracies and delays in delivering essential services to the citizens. 

MPOnline has to a great extent addressed these challenges. An official portal created in 2006 

and the first services were delivered in 2007. The portal was designed to effectively enable 

sed and acknowledged 

widely. The initiative has been awarded the Editors Choice Best Website India e-governance 

10, Nasscom/TV 18 User Awards 

10), Golden Peacock Award 2010 for 

Citizen Centric Services, SKOCH Digital Inclusion for technology in Service Delivery 2011. 

was identified as a best practice by the Governance Knowledge Centre research team 

because of its remarkable contributions in strengthening the efficiency and effectiveness of 

public service delivery using information and technology as a tool. Moreover, an indepth 

analysis of the basic design and functioning of the portal elevates the scope of public-private 

The case study was developed using primary and secondary methods of research. The 

e was based on the use of secondary research methods. This 
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primarily included web based information on its working and impact. On the basis of this 

analysis, key stakeholders were identified. 

The primary methods were used to conduct semi

Consultancy Services, the developers of the portal and the owners of rural and urban kiosks to 

assess the local level operations. 

BACKGROUND 
MP Online is a citizen service portal that leverages information and communication technology 

to improve public service delivery in the state of Madhya Pradesh. The state government in 

collaboration with Tata Consultancy Services (TCS) designed and developed the portal to make 

citizen’s access government services more effectively. The online system 

government’s efforts to intensify the impact of e

advanced expertise and experience of TCS in this field.

 

The portal aims at capacitating government to cater to the needs of citizens and busine

time and cost effective way. By 

municipality, forest, district collectorate, urban administration department, commercial tax, 

agriculture, panchayat, rural development, social welfare, education,

police departments, the initiative strives to 

accountability into government functioning and widen the scope of services delivered to the 

citizens. 

MP Online provides more than 200 education

services including filling and submitting application forms for admissions, examinations, death 

and birth certificates and driving licenses, it facilitates online payment of bookings, rent 

collection, insurance premium, electricity bills and such others.

 

The initiative has made a significant impact even in areas with limited or no technological 

connectivity and absence of adequate commuter literacy. The portal employs an ‘Assisted 

Access’ model to effectively deliver the services to these sections of the population. Herein, the 

citizens can access the portal through authorised kiosks, Common Service Centres, cyber cafes 

within their area.  

The Kiosks are operated by a network of franchisees to avail the service

operators have necessary skills, training infrastructure and technological connectivity to run 

these facilities efficiently. Over 9000 kiosks and Common Service Centres spread across the 

state of Madhya Pradesh render round the clo
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primarily included web based information on its working and impact. On the basis of this 

analysis, key stakeholders were identified.  

The primary methods were used to conduct semi-structured interv

Consultancy Services, the developers of the portal and the owners of rural and urban kiosks to 

assess the local level operations.  

MP Online is a citizen service portal that leverages information and communication technology 

o improve public service delivery in the state of Madhya Pradesh. The state government in 

collaboration with Tata Consultancy Services (TCS) designed and developed the portal to make 

citizen’s access government services more effectively. The online system 

government’s efforts to intensify the impact of e-initiatives across the state of MP using the 

advanced expertise and experience of TCS in this field.  

capacitating government to cater to the needs of citizens and busine

time and cost effective way. By integrating key government departments such as the 

municipality, forest, district collectorate, urban administration department, commercial tax, 

agriculture, panchayat, rural development, social welfare, education, health, electricity and 

, the initiative strives to strengthen the level of transparency and 

accountability into government functioning and widen the scope of services delivered to the 

MP Online provides more than 200 educational, recruitment and business to citizens based 

including filling and submitting application forms for admissions, examinations, death 

and birth certificates and driving licenses, it facilitates online payment of bookings, rent 

e premium, electricity bills and such others. 

The initiative has made a significant impact even in areas with limited or no technological 

connectivity and absence of adequate commuter literacy. The portal employs an ‘Assisted 

deliver the services to these sections of the population. Herein, the 

citizens can access the portal through authorised kiosks, Common Service Centres, cyber cafes 

The Kiosks are operated by a network of franchisees to avail the services to the citizens. These 

operators have necessary skills, training infrastructure and technological connectivity to run 

Over 9000 kiosks and Common Service Centres spread across the 

state of Madhya Pradesh render round the clock services to the citizens in real time. 
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primarily included web based information on its working and impact. On the basis of this 

structured interviews with the Tata 

Consultancy Services, the developers of the portal and the owners of rural and urban kiosks to 

MP Online is a citizen service portal that leverages information and communication technology 

o improve public service delivery in the state of Madhya Pradesh. The state government in 

collaboration with Tata Consultancy Services (TCS) designed and developed the portal to make 

citizen’s access government services more effectively. The online system is a product of 

initiatives across the state of MP using the 

capacitating government to cater to the needs of citizens and businesses in a 

integrating key government departments such as the 

municipality, forest, district collectorate, urban administration department, commercial tax, 

health, electricity and 

strengthen the level of transparency and 

accountability into government functioning and widen the scope of services delivered to the 

al, recruitment and business to citizens based 

including filling and submitting application forms for admissions, examinations, death 

and birth certificates and driving licenses, it facilitates online payment of bookings, rent 

The initiative has made a significant impact even in areas with limited or no technological 

connectivity and absence of adequate commuter literacy. The portal employs an ‘Assisted 

deliver the services to these sections of the population. Herein, the 

citizens can access the portal through authorised kiosks, Common Service Centres, cyber cafes 

s to the citizens. These 

operators have necessary skills, training infrastructure and technological connectivity to run 

Over 9000 kiosks and Common Service Centres spread across the 

ck services to the citizens in real time.  
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MPOnline has assisted citizens by providing them a time and cost effective mechanism to seek 

services but also facilitates the government and other clients to focus on delivering essential 

services in real time through advanced use of technology. 

Citizens can access a range of services by paying a nominal fee either by directly logging into 

the portal or approaching a nearby kiosk/Common Service Centre for assistance. These centres 

are distributed across the entire state of MP covering both rural a

The government departments on the other hand save on the costs incurred for managing, 

maintaining and processing these services manually. With the assistance of MPOnline, the 

clients are required to focus only on ensuring the timely delive

 

The portal has ensured the effective disposal of government services based on a citizen

model.  Given its contributions in the field of improving service delivery, MPOnline has 

managed to expand its presence in 50 dis

Madhya Pradesh in a very short span of time.

OBJECTIVE 
MP Online translates the overall objective of the government to make itself and its services to 

the citizen at their doorstep. This is based one st

government services to all citizens. In doing so, the initiative aims at realising an effective, 

transparent and accountable system of public service delivery.

PROJECT DESIGN  

KEY STAKEHOLDERS 

• State government of Madhya Pradesh

• Tata Consultancy Services(TCS)

• Kiosks/Common Service Centres (CSC)

• Citizens 

 

PROCESS FLOW 

 

Service delivery model 

 

Setting up local franchisees 
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MPOnline has assisted citizens by providing them a time and cost effective mechanism to seek 

services but also facilitates the government and other clients to focus on delivering essential 

hrough advanced use of technology.  

Citizens can access a range of services by paying a nominal fee either by directly logging into 

the portal or approaching a nearby kiosk/Common Service Centre for assistance. These centres 

are distributed across the entire state of MP covering both rural and urban areas. 

The government departments on the other hand save on the costs incurred for managing, 

maintaining and processing these services manually. With the assistance of MPOnline, the 

clients are required to focus only on ensuring the timely delivery of the demanded services. 

The portal has ensured the effective disposal of government services based on a citizen

Given its contributions in the field of improving service delivery, MPOnline has 

managed to expand its presence in 50 districts, over 300 tehsils and more than 2800 blocks of 

Madhya Pradesh in a very short span of time. 

MP Online translates the overall objective of the government to make itself and its services to 

the citizen at their doorstep. This is based one stop shop model that avails a variety of 

government services to all citizens. In doing so, the initiative aims at realising an effective, 

transparent and accountable system of public service delivery. 

Madhya Pradesh 

Tata Consultancy Services(TCS) 

Kiosks/Common Service Centres (CSC) 
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MPOnline has assisted citizens by providing them a time and cost effective mechanism to seek 

services but also facilitates the government and other clients to focus on delivering essential 

Citizens can access a range of services by paying a nominal fee either by directly logging into 

the portal or approaching a nearby kiosk/Common Service Centre for assistance. These centres 

nd urban areas.  

The government departments on the other hand save on the costs incurred for managing, 

maintaining and processing these services manually. With the assistance of MPOnline, the 

ry of the demanded services.  

The portal has ensured the effective disposal of government services based on a citizen-centric 

Given its contributions in the field of improving service delivery, MPOnline has 

tricts, over 300 tehsils and more than 2800 blocks of 

MP Online translates the overall objective of the government to make itself and its services to 

op shop model that avails a variety of 

government services to all citizens. In doing so, the initiative aims at realising an effective, 
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MPOnline operates on a dynamic delivery network model. It delivers its services through 

kiosks that are instituted as franchisees in urban areas. In order to expand the scope of the 

initiative into rural areas, the state government integrated Common Service Centres (CSC) of 

service centre agencies like AISECT, Reliance, NICT, CMS into the MPOnline ser

network.  

The franchisees have to pay a registration fee the first time they join the network. Thereafter, 

they have to only pay an annual renewal fee.

The Kiosk/CSC work on a ‘top

recharge a certain amount of money into their account. The money is deducted each time a 

transaction is made through the portal. They can provide services only until they have balance 

in their account.  

Delivery process 

Kiosks/CSC: 

The kiosks/CSC has been designated a login ID. The ID is used to connect to the MPOnline 

portal and render necessary services. An applicant can approach a Kiosk/CSC and request a 

service upon the payment of a portal fee in cash. The owner will assist the a

basic requirements such as filling the form/document, digitizing relevant documents and in 

completing other essential procedures. The Kiosk/CSC would generate an acknowledgement 

receipt and give a copy of the same to the applicant. The 

ID, the personal and fee details of the applicant.

CCOUNTABILITY 

Governance Knowledge Centre 
Promoted by Department of Administrative Reforms and Public Grievances 

Ministry of Personnel, Public Grievances and Pensions 

Researched and documented by 

 

 

 

OneWorld Foundation India 

MPOnline operates on a dynamic delivery network model. It delivers its services through 

at are instituted as franchisees in urban areas. In order to expand the scope of the 

initiative into rural areas, the state government integrated Common Service Centres (CSC) of 

service centre agencies like AISECT, Reliance, NICT, CMS into the MPOnline ser

The franchisees have to pay a registration fee the first time they join the network. Thereafter, 

they have to only pay an annual renewal fee. 

The Kiosk/CSC work on a ‘top-up’ pre-paid model wherein the owners have to regularly 

rge a certain amount of money into their account. The money is deducted each time a 

transaction is made through the portal. They can provide services only until they have balance 

The kiosks/CSC has been designated a login ID. The ID is used to connect to the MPOnline 

portal and render necessary services. An applicant can approach a Kiosk/CSC and request a 

service upon the payment of a portal fee in cash. The owner will assist the a

basic requirements such as filling the form/document, digitizing relevant documents and in 

completing other essential procedures. The Kiosk/CSC would generate an acknowledgement 

receipt and give a copy of the same to the applicant. The receipt contains a unique transaction 

ID, the personal and fee details of the applicant. 
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MPOnline operates on a dynamic delivery network model. It delivers its services through 

at are instituted as franchisees in urban areas. In order to expand the scope of the 

initiative into rural areas, the state government integrated Common Service Centres (CSC) of 

service centre agencies like AISECT, Reliance, NICT, CMS into the MPOnline service delivery 

The franchisees have to pay a registration fee the first time they join the network. Thereafter, 

paid model wherein the owners have to regularly 

rge a certain amount of money into their account. The money is deducted each time a 

transaction is made through the portal. They can provide services only until they have balance 

The kiosks/CSC has been designated a login ID. The ID is used to connect to the MPOnline 

portal and render necessary services. An applicant can approach a Kiosk/CSC and request a 

service upon the payment of a portal fee in cash. The owner will assist the applicant in meeting 

basic requirements such as filling the form/document, digitizing relevant documents and in 

completing other essential procedures. The Kiosk/CSC would generate an acknowledgement 

receipt contains a unique transaction 
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Figure 1

Source: Screenshot from the MPOnline PPT presentation

 

Direct login: 

MPOnline service can be accessed by directly logging into the portal following an optional 

process of registration. Citizens would require a personal computer, credit/debit card and 

access to internet banking. The portal provides ICICI and SBI bank’s payment gatew

enabling the users to pay for the services using his/her credit/debit card. Once a request is 

processed, the user will acquire an acknowledgement receipt that includes a unique transaction 

ID, user details and information about the fee paid.
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1: Role of kiosk owners under the MPOnline project 

Source: Screenshot from the MPOnline PPT presentation 

service can be accessed by directly logging into the portal following an optional 

process of registration. Citizens would require a personal computer, credit/debit card and 

access to internet banking. The portal provides ICICI and SBI bank’s payment gatew

enabling the users to pay for the services using his/her credit/debit card. Once a request is 

processed, the user will acquire an acknowledgement receipt that includes a unique transaction 

ID, user details and information about the fee paid. 
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service can be accessed by directly logging into the portal following an optional 

process of registration. Citizens would require a personal computer, credit/debit card and 

access to internet banking. The portal provides ICICI and SBI bank’s payment gateways 

enabling the users to pay for the services using his/her credit/debit card. Once a request is 

processed, the user will acquire an acknowledgement receipt that includes a unique transaction 
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Figure 

Source: Screenshot from the MPOnline PPT presentation

 

The service delivery mechanism successfully caters to the conveniences of the general public 

including the computer literat

Citizens can not only access the services through the Kiosks/CSCs but also through other 

payment mechanisms such as internet banking, credit/debit cards or cash. 

Financial model of the delivery mechanism

The kiosk/CSC owners incur all institutional costs including that of operating staff and 

infrastructure. The service charge is shared between MPOnline and the franchisees. These units 

are financially sustainable because 60% of the user fee paid b

and 40% owned by MPOnline. In the case of CSC, the commission to be shared with them is 

fixed by the Service Centre Agencies.  

The service charge and the portal fee are determined by a price committee that is constituted

MPOnline team, Prinicipal Secretary of Information and Technology and the concerned client 

department. 
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Figure 2: Process of registration on the portal by a citizen 

Source: Screenshot from the MPOnline PPT presentation 

The service delivery mechanism successfully caters to the conveniences of the general public 

including the computer literate and those with limited technological access and knowledge. 

Citizens can not only access the services through the Kiosks/CSCs but also through other 

payment mechanisms such as internet banking, credit/debit cards or cash. 

mechanism 

The kiosk/CSC owners incur all institutional costs including that of operating staff and 

infrastructure. The service charge is shared between MPOnline and the franchisees. These units 

are financially sustainable because 60% of the user fee paid by the citizens is retained by them 

and 40% owned by MPOnline. In the case of CSC, the commission to be shared with them is 

fixed by the Service Centre Agencies.   

The service charge and the portal fee are determined by a price committee that is constituted

MPOnline team, Prinicipal Secretary of Information and Technology and the concerned client 
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The service delivery mechanism successfully caters to the conveniences of the general public 

e and those with limited technological access and knowledge. 

Citizens can not only access the services through the Kiosks/CSCs but also through other 

payment mechanisms such as internet banking, credit/debit cards or cash.  

The kiosk/CSC owners incur all institutional costs including that of operating staff and 

infrastructure. The service charge is shared between MPOnline and the franchisees. These units 

y the citizens is retained by them 

and 40% owned by MPOnline. In the case of CSC, the commission to be shared with them is 

The service charge and the portal fee are determined by a price committee that is constituted by 

MPOnline team, Prinicipal Secretary of Information and Technology and the concerned client 
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The citizen or businesses seeking to access a service need to pay a service charge above the 

portal fee. The fee accumulated for each service i

department/institution.  

Technical infrastructure and training

MPOnline is supported by multiple high

bandwidth of 45 MBPS link with a 16 MBPS back

networks. 

The initiative receives technical support from Microsoft Technology centre of TCS and from 

Microsoft cooperation. 

In view of the lack of adequately trained IT manpower in the public sector, MPOnline

a BOOT (build-own-operate

constructing, operating and maintaining the project. It developed the full infrastructure and 

manpower to cater to the design, implementation and technical needs of th

 

The company also conducted the training and capacity building of personnel of the client 

departments. Training sessions were organised for the local franchisees as well. The local 

franchisees were in most cases internet café owners as a res

technical training. 
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The citizen or businesses seeking to access a service need to pay a service charge above the 

portal fee. The fee accumulated for each service is transferred to the client 

Technical infrastructure and training 

MPOnline is supported by multiple high-end hex-core servers with 64 GB RAM, increased 

bandwidth of 45 MBPS link with a 16 MBPS back-up link and two fully functional 

The initiative receives technical support from Microsoft Technology centre of TCS and from 

In view of the lack of adequately trained IT manpower in the public sector, MPOnline

operate-transfer) model. Herein, TCS undertook the 

constructing, operating and maintaining the project. It developed the full infrastructure and 

manpower to cater to the design, implementation and technical needs of th

The company also conducted the training and capacity building of personnel of the client 

departments. Training sessions were organised for the local franchisees as well. The local 

franchisees were in most cases internet café owners as a result they did not require extensive 
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s transferred to the client 

core servers with 64 GB RAM, increased 

up link and two fully functional SAN storage 

The initiative receives technical support from Microsoft Technology centre of TCS and from 

In view of the lack of adequately trained IT manpower in the public sector, MPOnline provides 

transfer) model. Herein, TCS undertook the planning, 

constructing, operating and maintaining the project. It developed the full infrastructure and 

manpower to cater to the design, implementation and technical needs of the government.  

The company also conducted the training and capacity building of personnel of the client 

departments. Training sessions were organised for the local franchisees as well. The local 

ult they did not require extensive 
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Monitoring and evaluation 

 

A full time technical team overlooks the project management and monitoring. The senior level 

technical and management team was appointed from TCS. 

 

The portal also incorporates inbuilt features that assist the staff to develop and modify the 

services for better coverage. Through the MPOnline survey, the team is able to capture the 

feedback of its users. The information is analysed and is used to monitor and improve the 

efficiency and effectiveness of the portal.

 

The pre-paid model that is mandatory for all local franchisees assists to monitor financial 

transactions and eliminates all possibilities of corruption and malpractices at the local 

implementation level. 

FINANCIAL MODEL 

MPOnline is developed on a revenue generating model. It is a BOOT model and therefore, 

financially sustainable.  The government was not charged for the development of the software. 

All technical, infrastructural and maintenance costs were borne by MPOnline. The co

was able to recover these costs within three years 

from the time of the project’s initiation. 

IMPACT AND ACHIEVEMENTS

One stop shop services 

 MPOnline is a one stop shop model that provides 

ordinary citizens a wide range of services at a single 

entry point. These include government to citizens, 

academic, employment, business to citizen based 

services. Over 200 services are being availed by 

citizens in real time. More than 9000 rural and urban 

kiosks provide these services across the state. 

Citizens can also access the benefits of the portal 

online. At present, the initiative covers the entire state of Madhya Pradesh and has gradually 

expanded into 15 new states.  

 

CCOUNTABILITY 

Governance Knowledge Centre 
Promoted by Department of Administrative Reforms and Public Grievances 

Ministry of Personnel, Public Grievances and Pensions 

Researched and documented by 

 

 

 

OneWorld Foundation India 

A full time technical team overlooks the project management and monitoring. The senior level 

technical and management team was appointed from TCS.  

ates inbuilt features that assist the staff to develop and modify the 

services for better coverage. Through the MPOnline survey, the team is able to capture the 

feedback of its users. The information is analysed and is used to monitor and improve the 

iency and effectiveness of the portal. 

paid model that is mandatory for all local franchisees assists to monitor financial 

transactions and eliminates all possibilities of corruption and malpractices at the local 

is developed on a revenue generating model. It is a BOOT model and therefore, 

financially sustainable.  The government was not charged for the development of the software. 

All technical, infrastructural and maintenance costs were borne by MPOnline. The co

was able to recover these costs within three years 

from the time of the project’s initiation.  

CHIEVEMENTS 
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A full time technical team overlooks the project management and monitoring. The senior level 

ates inbuilt features that assist the staff to develop and modify the 

services for better coverage. Through the MPOnline survey, the team is able to capture the 

feedback of its users. The information is analysed and is used to monitor and improve the 

paid model that is mandatory for all local franchisees assists to monitor financial 

transactions and eliminates all possibilities of corruption and malpractices at the local 

is developed on a revenue generating model. It is a BOOT model and therefore, 

financially sustainable.  The government was not charged for the development of the software. 

All technical, infrastructural and maintenance costs were borne by MPOnline. The company 

online. At present, the initiative covers the entire state of Madhya Pradesh and has gradually 
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Hassle free access to services                                                                     

Evidences from the field visit revealed that 

citizens can access these services in real time. 

The online system instantly processes their 

requests as a result citizens experience a 

hassle free, time and cost effective way of 

availing services. This form of access is 

further facilitated through the ‘Assisted 

Access’ model that enables rural citizens with 

limited computer literacy to avail the services 

by approaching a nearby community serv

centre. Through MPOnline essential services 

can be accessed by citizens anywhere and 

anytime, thereby preventing the need to 

queue up outside the government

departments and avoiding unnecessary 

delays.  

The institution saves on the infrastructural, 

technical, administrative, staff, processing 

and counselling costs to a significant extent. 

MPOnline has also ventured into the field of 

online examinations and assessment. These 

interventions has greatly benef

and reduced its expenditures.

Moreover, with the help of MPOnline 

government services are available 24x7. The 

portal has enabled government department to 

strengthen the delivery of services. It has 

reduced the burden of manually managing 

and maintaining large volume of data. 

Employment generation  

MPOnline is gradually developing into an important and sustainable basis of livelihood for a 

predominant section of the population. A large network of service delivery centres have 

proliferated across the state in the form rural and urban kiosks. The field study revealed that a 
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Evidences from the field visit revealed that 

citizens can access these services in real time. 

The online system instantly processes their 

requests as a result citizens experience a 

e free, time and cost effective way of 

availing services. This form of access is 

further facilitated through the ‘Assisted 

Access’ model that enables rural citizens with 

limited computer literacy to avail the services 

by approaching a nearby community service 

centre. Through MPOnline essential services 

can be accessed by citizens anywhere and 

anytime, thereby preventing the need to 

queue up outside the government 

departments and avoiding unnecessary 

The institution saves on the infrastructural, 

technical, administrative, staff, processing 

and counselling costs to a significant extent. 

MPOnline has also ventured into the field of 

online examinations and assessment. These 

interventions has greatly benefited the sector 

and reduced its expenditures. 

Moreover, with the help of MPOnline 

government services are available 24x7. The 

portal has enabled government department to 

strengthen the delivery of services. It has 

reduced the burden of manually managing 

d maintaining large volume of data.  

MPOnline is gradually developing into an important and sustainable basis of livelihood for a 

predominant section of the population. A large network of service delivery centres have 

ross the state in the form rural and urban kiosks. The field study revealed that a 

ASSISTIVE ACCESS THRO

Mr. Manoj Tiwari owns a rural kiosk in Anand Nagar 

block. He had been operating a small internet and 

photocopy shop for eight years. With the help of his 

friend, he learnt about mponline 

attended a three day workshop organized by the 

mponline staff. Following his brief training, He registered 

as a franchisee and has been rendering services under 

mponline for the last two years. 

Tiwari shared that his experience as a franchisee has been 

fruitful. He was of the view that customers leave his shop 

satisfied because their services are processed in real time. 

Around 2000-2500 customers visit his shop on a daily 

basis. He recharges almost 30000 rupees and manages to 

cover this cost within 2 days

Tiwari’s monthly income has also increased to almost 50

60% within two years.  

              Figure 1. Manoj Tiwari at his

Source: OneWorld
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MPOnline is gradually developing into an important and sustainable basis of livelihood for a 

predominant section of the population. A large network of service delivery centres have 

ross the state in the form rural and urban kiosks. The field study revealed that a 

SSISTIVE ACCESS THROUGH CSCS 

Mr. Manoj Tiwari owns a rural kiosk in Anand Nagar 

block. He had been operating a small internet and 

photocopy shop for eight years. With the help of his 

mponline and its benefits. Tiwari 

attended a three day workshop organized by the 

staff. Following his brief training, He registered 

as a franchisee and has been rendering services under 

for the last two years.  

Tiwari shared that his experience as a franchisee has been 

ruitful. He was of the view that customers leave his shop 

satisfied because their services are processed in real time. 

2500 customers visit his shop on a daily 

basis. He recharges almost 30000 rupees and manages to 

cover this cost within 2 days and sometimes within a day. 

Tiwari’s monthly income has also increased to almost 50-

 
  

Tiwari at his rural kiosk 

Source: OneWorld Foundation India 
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predominant section of the franchisees registered under MPOnline were internet and 

photocopy shop owners. They have experienced a major growth in monthly earnings. 

Rendering services under MPOnline is gradually transforming into a primary source of income 

for the local population especially small scale entrepreneurs.  

Financially sustainable 

One of highlighting features of the initiative is its financial sustainability. MPOn

recovered its costs of developing and maintain the project. Its turnover has grown from 14 

lakhs in 2008-09 to 13.02 crores in 2010

also profited following their association with the initiative. 

the current year ranges to almost 1242 lakhs.

Improved delivery of services 

Following the initiation of MPOnline, the standard of service delivery has improved manifold. 

The company is serving the needs of 44 clients and 

from students, unemployed, youth and businesses across rural and urban Madhya Pradesh. 

A sector that has benefited the most from MPOnline is education. The Professional Services 

Examinations Board, VYAPAM was the 

tremendously following its association with MPOnline. With the delivery of online services, the 

time and cost savings of the organisation and its students has increased manifold. Students 

have benefited the most as the portal offers them multiple options of submittimg forms. They 

can fill forms, submit fees and fulfil all requirements of the admission process without queuing 

outside the institution. They can access necessary information about the basic proces

procedures easily and in limited time. 

Transparency and accountability

The monetary transactions pursued through the portal are instantly processed and the users are 

also provided an acknowledgement receipt that contains a unique transaction ID, t

details and all essential details about the fee paid thus, enabling a transparent mechanism of 

service delivery.  

The portal is also supported by a delivery mechanism that eliminates the scope of corruption 

and allows the entire transaction to be s

franchisees to misappropriate funds. 

Citizens can access services through kiosks/CSCs or at home using their personal computers. 

The portal offers a range of payment options including cash payments, inter
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predominant section of the franchisees registered under MPOnline were internet and 

photocopy shop owners. They have experienced a major growth in monthly earnings. 

services under MPOnline is gradually transforming into a primary source of income 

for the local population especially small scale entrepreneurs.   

One of highlighting features of the initiative is its financial sustainability. MPOn

recovered its costs of developing and maintain the project. Its turnover has grown from 14 

09 to 13.02 crores in 2010-11. The kiosks/CSC and Service Centre Agencies have 

also profited following their association with the initiative. The commission earned by kiosks in 

the current year ranges to almost 1242 lakhs. 

Following the initiation of MPOnline, the standard of service delivery has improved manifold. 

The company is serving the needs of 44 clients and a large section of the population ranging 

from students, unemployed, youth and businesses across rural and urban Madhya Pradesh. 

A sector that has benefited the most from MPOnline is education. The Professional Services 

Examinations Board, VYAPAM was the first client of the portal. The board has gained 

tremendously following its association with MPOnline. With the delivery of online services, the 

time and cost savings of the organisation and its students has increased manifold. Students 

most as the portal offers them multiple options of submittimg forms. They 

can fill forms, submit fees and fulfil all requirements of the admission process without queuing 

outside the institution. They can access necessary information about the basic proces

procedures easily and in limited time.  

Transparency and accountability 

The monetary transactions pursued through the portal are instantly processed and the users are 

also provided an acknowledgement receipt that contains a unique transaction ID, t

details and all essential details about the fee paid thus, enabling a transparent mechanism of 

The portal is also supported by a delivery mechanism that eliminates the scope of corruption 

and allows the entire transaction to be strictly regulated. The top-up model prevents local 

franchisees to misappropriate funds.  

Citizens can access services through kiosks/CSCs or at home using their personal computers. 

The portal offers a range of payment options including cash payments, inter
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recovered its costs of developing and maintain the project. Its turnover has grown from 14 

11. The kiosks/CSC and Service Centre Agencies have 

The commission earned by kiosks in 

Following the initiation of MPOnline, the standard of service delivery has improved manifold. 

a large section of the population ranging 

from students, unemployed, youth and businesses across rural and urban Madhya Pradesh.  

A sector that has benefited the most from MPOnline is education. The Professional Services 

first client of the portal. The board has gained 

tremendously following its association with MPOnline. With the delivery of online services, the 

time and cost savings of the organisation and its students has increased manifold. Students 

most as the portal offers them multiple options of submittimg forms. They 

can fill forms, submit fees and fulfil all requirements of the admission process without queuing 

outside the institution. They can access necessary information about the basic processes and 

The monetary transactions pursued through the portal are instantly processed and the users are 

also provided an acknowledgement receipt that contains a unique transaction ID, the user 

details and all essential details about the fee paid thus, enabling a transparent mechanism of 

The portal is also supported by a delivery mechanism that eliminates the scope of corruption 

up model prevents local 

Citizens can access services through kiosks/CSCs or at home using their personal computers. 

The portal offers a range of payment options including cash payments, internet banking, 
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credit/debit card and bank pay

user friendly process preventing the need to stand in long queues outside government 

departments or depend on middlemen. This has facilitated great

government and citizens.  

CHALLENGES IN IMPLEMENTATION

Integrating government departments

MPOnline is premised on the need to improve public service delivery and adopts a citizen 

centric design to forward this goal. Amongst the wide range of services that MPOnline avails 

its users, demand for government services remains predominant. There is a need to 

the involvement of government departments in order to strengthen existing levels of service 

delivery. Reorienting their approach towards effective delivery of public services through 

MPOnline can be challenging. It demands greater responsiveness 

of government servants in fulfilling their functions towards the citizens. 

However, the initiative has managed to secure significant support from the government within 

a short period of time. It has managed to secure the confi

through its close association with the Department of IT and key actors representing the state 

government of Madhya Pradesh.

Automating government records

Interactions with the MPOnline

birth/death, land registration and ownership certificates has remained challenging. The 

coverage of these services was limited. In the case of birth/death certificates and registration, 

the concerned government department have not been forthcoming in automating the existing 

records. Moreover, the political factors also limit the incorporation of certain services into the 

portal. 

Motivating Franchisees 

MPOnline operates in all 50 districts of t

the initiative in the rural and urban areas depends upon the franchisees. In certain cases, 

franchisees would limit their assistance to those services that were financially remunerating 

over others. This inhibited the overall objective of the initiative that aims at enhancing public 

service delivery by extending maximum services at the citizen’s doorstep. Maintaining the 

motivation of local franchisees in order to facilitate the delivery of all services ef

one of the major challenges. 
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credit/debit card and bank pay-slips. The users can directly access service through an easy and 

user friendly process preventing the need to stand in long queues outside government 

departments or depend on middlemen. This has facilitated greater transparency between the 

MPLEMENTATION 
Integrating government departments 

is premised on the need to improve public service delivery and adopts a citizen 

centric design to forward this goal. Amongst the wide range of services that MPOnline avails 

its users, demand for government services remains predominant. There is a need to 

the involvement of government departments in order to strengthen existing levels of service 

delivery. Reorienting their approach towards effective delivery of public services through 

MPOnline can be challenging. It demands greater responsiveness and transparency on the part 

of government servants in fulfilling their functions towards the citizens.  

However, the initiative has managed to secure significant support from the government within 

a short period of time. It has managed to secure the confidence of government stakeholders 

through its close association with the Department of IT and key actors representing the state 

government of Madhya Pradesh. 

Automating government records 

Interactions with the MPOnline team revealed that meeting requests related to applications for 

birth/death, land registration and ownership certificates has remained challenging. The 

coverage of these services was limited. In the case of birth/death certificates and registration, 

oncerned government department have not been forthcoming in automating the existing 

records. Moreover, the political factors also limit the incorporation of certain services into the 

MPOnline operates in all 50 districts of the Madhya Pradesh. The successful implementation of 

the initiative in the rural and urban areas depends upon the franchisees. In certain cases, 

franchisees would limit their assistance to those services that were financially remunerating 

inhibited the overall objective of the initiative that aims at enhancing public 

service delivery by extending maximum services at the citizen’s doorstep. Maintaining the 

motivation of local franchisees in order to facilitate the delivery of all services ef
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slips. The users can directly access service through an easy and 

user friendly process preventing the need to stand in long queues outside government 
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is premised on the need to improve public service delivery and adopts a citizen 

centric design to forward this goal. Amongst the wide range of services that MPOnline avails 

its users, demand for government services remains predominant. There is a need to intensify 

the involvement of government departments in order to strengthen existing levels of service 

delivery. Reorienting their approach towards effective delivery of public services through 

and transparency on the part 
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coverage of these services was limited. In the case of birth/death certificates and registration, 
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franchisees would limit their assistance to those services that were financially remunerating 

inhibited the overall objective of the initiative that aims at enhancing public 

service delivery by extending maximum services at the citizen’s doorstep. Maintaining the 

motivation of local franchisees in order to facilitate the delivery of all services effectively was 
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However, several measures have been adopted under the initiative to motivate local 

franchisees. This is in the form of recognising their role and contributions through awards, 

certificates of excellence, events an

Adequate technological connectivity

A major challenge that MPOnline has overcome to significant extent is the lack of adequate 

technological connectivity. The company aims at strengthening the reach 

rural areas. Absence of adequate computer literacy and connectivity often emerge as major 

constraints. Rural kiosks play a crucial role in extending the services provided under MPOnline 

in such areas. It was observed during the field v

completely halt the operation of the kiosk.

Generating awareness 

MPOnline has completed six years in improving the delivery of services successfully. It has 

brought into its ambit almost 44 clients and more th

been making a steady progress, its true potential is yet to be fully realised. There is a need to 

support the growth of the initiative by intensifying efforts towards building existing levels of 

awareness about MPOnline and promoting its benefits on a large scale. Herein, the state 

government can play a crucial role in expanding the scope and reach of the initiative. 

CONCLUSION 
MPOnline is a successful public

achievements of the state of Madhya Pradesh in the field of public service delivery. This joint 

venture between TCS and the state government has contributed to create major advancements 

in promoting a citizen centric model of governance. MPOnline has

effective public service delivery through the innovative use of information and technology. 

Citizens can access a range of services within a click of a button. This service is backed by 

advanced technology and a robust infrastruc

sustainable model, MPOnline has raised the standard of service delivery in India.

Research was carried out by the OneWorld Foundation India (OWFI), Governance Knowledge Centre (GKC) team.

Documentation was crea

For further information, please cont
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However, several measures have been adopted under the initiative to motivate local 

franchisees. This is in the form of recognising their role and contributions through awards, 

certificates of excellence, events and such others. These are conducted at regular intervals.

Adequate technological connectivity 

A major challenge that MPOnline has overcome to significant extent is the lack of adequate 

technological connectivity. The company aims at strengthening the reach 

rural areas. Absence of adequate computer literacy and connectivity often emerge as major 

constraints. Rural kiosks play a crucial role in extending the services provided under MPOnline 

in such areas. It was observed during the field visit that inadequate supply of electricity can 

completely halt the operation of the kiosk. 

MPOnline has completed six years in improving the delivery of services successfully. It has 

brought into its ambit almost 44 clients and more than 200 services. While the initiative has 

been making a steady progress, its true potential is yet to be fully realised. There is a need to 

support the growth of the initiative by intensifying efforts towards building existing levels of 

nline and promoting its benefits on a large scale. Herein, the state 

government can play a crucial role in expanding the scope and reach of the initiative. 

MPOnline is a successful public-private partnership that has emerged as one of the remar

achievements of the state of Madhya Pradesh in the field of public service delivery. This joint 

venture between TCS and the state government has contributed to create major advancements 

in promoting a citizen centric model of governance. MPOnline has facilitated efficient and 

effective public service delivery through the innovative use of information and technology. 

Citizens can access a range of services within a click of a button. This service is backed by 

advanced technology and a robust infrastructure. As a revenue generating and financially 

sustainable model, MPOnline has raised the standard of service delivery in India.

Research was carried out by the OneWorld Foundation India (OWFI), Governance Knowledge Centre (GKC) team.

Documentation was created by Research Associate, Annie Vincent

For further information, please contact Rajiv Tikoo, Director, OWFI at owsa@oneworld.net
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support the growth of the initiative by intensifying efforts towards building existing levels of 

nline and promoting its benefits on a large scale. Herein, the state 

government can play a crucial role in expanding the scope and reach of the initiative.  

private partnership that has emerged as one of the remarkable 

achievements of the state of Madhya Pradesh in the field of public service delivery. This joint 

venture between TCS and the state government has contributed to create major advancements 

facilitated efficient and 

effective public service delivery through the innovative use of information and technology. 

Citizens can access a range of services within a click of a button. This service is backed by 

ture. As a revenue generating and financially 

sustainable model, MPOnline has raised the standard of service delivery in India. 

Research was carried out by the OneWorld Foundation India (OWFI), Governance Knowledge Centre (GKC) team. 
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INTERVIEW QUESTIONNAIRE

 

TATA CONSULTANCY SERVICES

 

Background 

1. What was the motivation behind implementation of the MPOnline project?

2. MP Online covers provision of educational, recruitment and business to citizen services. 

Have any other services been brought under its ambit? If yes, what are the 

services currently being offered through the portal?

 

Programme Design 

 

Stakeholders 

3. According to our research, there are four stakeholders in the programme 

Government of MP, (b) Tata Consultancy Services, (c) kiosk and cyber cafe operators

and (d) citizens of MP. What are their roles and responsibilities? 

i. Are there any other stakeholders in the programme? Please specify their 

responsibilities. 

 

Awareness generation 

4. What methods were/are being adopted to spread awareness about MPOnline in

state and to enhance its usage?

 

Technology 

5. What kind of a technical infrastructure has been set up to support this portal? Kindly 

enumerate in detail the software and hardware components of the system.

6. What are the major stages involved in transferri

request/application/demand for a service to the concerned department? 

i. Does the portal support features that enable citizens to track the status of their 

requests? 

ii. How is the timely approval and completion of a request ensured?

7. How is the information managed at the district, 

i. According to our research, government officers at different levels of administration 

can access the portal with a designated login id. What information do they have 

access to? How is that information utilised? 

ii. Is access to information internally restricte

levels of administration?
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UESTIONNAIRE 

SERVICES 

What was the motivation behind implementation of the MPOnline project?

MP Online covers provision of educational, recruitment and business to citizen services. 

Have any other services been brought under its ambit? If yes, what are the 

services currently being offered through the portal? 

According to our research, there are four stakeholders in the programme 

Government of MP, (b) Tata Consultancy Services, (c) kiosk and cyber cafe operators

and (d) citizens of MP. What are their roles and responsibilities?  

Are there any other stakeholders in the programme? Please specify their 

responsibilities.  

What methods were/are being adopted to spread awareness about MPOnline in

state and to enhance its usage? 

What kind of a technical infrastructure has been set up to support this portal? Kindly 

enumerate in detail the software and hardware components of the system.

What are the major stages involved in transferri

request/application/demand for a service to the concerned department? 

Does the portal support features that enable citizens to track the status of their 

How is the timely approval and completion of a request ensured?

How is the information managed at the district, tehsil and block level? 

According to our research, government officers at different levels of administration 

can access the portal with a designated login id. What information do they have 

access to? How is that information utilised?  

Is access to information internally restricted for government officials at different 

levels of administration? 
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What was the motivation behind implementation of the MPOnline project? 

MP Online covers provision of educational, recruitment and business to citizen services. 

Have any other services been brought under its ambit? If yes, what are the major 

According to our research, there are four stakeholders in the programme – (a) the 

Government of MP, (b) Tata Consultancy Services, (c) kiosk and cyber cafe operators, 

Are there any other stakeholders in the programme? Please specify their 

What methods were/are being adopted to spread awareness about MPOnline in the 

What kind of a technical infrastructure has been set up to support this portal? Kindly 

enumerate in detail the software and hardware components of the system. 

What are the major stages involved in transferring a citizen’s 

request/application/demand for a service to the concerned department?  

Does the portal support features that enable citizens to track the status of their 

How is the timely approval and completion of a request ensured? 

and block level?  

According to our research, government officers at different levels of administration 

can access the portal with a designated login id. What information do they have 

d for government officials at different 
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8. What are the technical and non technical features of the portal that make it user friendly 

and accessible to the beneficiaries?

9. Are all government departments integrated into the system? If 

i. What steps were adopted to secure the cooperation of the government agencies 

and institutions?

ii. What were the challenges faced in involving government departments in a 

system that demands greater accountability and transparency on their part? 

 

Training 

10. Were the operators of the portal at the district, block and village level given any form of 

training? If yes, please provide details of the training provided to traffic police 

personnel: resource persons, exact content, methodology, duration, following 

mechanisms.  

i. What were the main challenges faced during this process?

 

 

Financial costs 

11. What was the cost of development of the MP Online Portal? How were the funds 

procured? Please provide a breakdown of the major heads of expenditure.

12. MP Online operates on a ‘users pay’ model. What are the user charges for availing the 

services through the portal? How does the model benefit the effective functioning of the 

portal? 

 

Monitoring and Evaluation 

13. How is the monitoring and evaluation of the portal condu

involved in the process?

14. How is information collected under the MPOnline Survey section utilised?

 

Impact 

 

Achievements 

15. What have been the major achievements of MP Online portal?

16. The portal supports an ‘Assisted Access’ model for

literacy. What initiatives have been made to connect this section of people with the 

portal? How does the programme extend its services to locations with no internet 

connectivity?  
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What are the technical and non technical features of the portal that make it user friendly 

and accessible to the beneficiaries? 

Are all government departments integrated into the system? If yes, 

What steps were adopted to secure the cooperation of the government agencies 

and institutions? 

What were the challenges faced in involving government departments in a 

system that demands greater accountability and transparency on their part? 

Were the operators of the portal at the district, block and village level given any form of 

please provide details of the training provided to traffic police 

personnel: resource persons, exact content, methodology, duration, following 

What were the main challenges faced during this process? 

What was the cost of development of the MP Online Portal? How were the funds 

procured? Please provide a breakdown of the major heads of expenditure.

operates on a ‘users pay’ model. What are the user charges for availing the 

services through the portal? How does the model benefit the effective functioning of the 

How is the monitoring and evaluation of the portal conducted? Who are the agencies 

involved in the process? 

How is information collected under the MPOnline Survey section utilised?

What have been the major achievements of MP Online portal? 

The portal supports an ‘Assisted Access’ model for users with limited or no computer 

literacy. What initiatives have been made to connect this section of people with the 

portal? How does the programme extend its services to locations with no internet 
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What are the technical and non technical features of the portal that make it user friendly 

yes,  

What steps were adopted to secure the cooperation of the government agencies 

What were the challenges faced in involving government departments in a 

system that demands greater accountability and transparency on their part?  

Were the operators of the portal at the district, block and village level given any form of 

please provide details of the training provided to traffic police 

personnel: resource persons, exact content, methodology, duration, following up 

What was the cost of development of the MP Online Portal? How were the funds 

procured? Please provide a breakdown of the major heads of expenditure. 

operates on a ‘users pay’ model. What are the user charges for availing the 

services through the portal? How does the model benefit the effective functioning of the 

cted? Who are the agencies 

How is information collected under the MPOnline Survey section utilised? 

users with limited or no computer 

literacy. What initiatives have been made to connect this section of people with the 

portal? How does the programme extend its services to locations with no internet 
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17. It has been highlighted that MP is the o

have proven to be financial viable. How has this been achieved?

18. What factors determine the sustainability of the initiative in the long run?

 

Challenges 

19. What are the major technical challenges that have or can 

functioning of the portal?

20. Has it been challenging to expand the coverage of the portal into rural areas? If yes, 

i. What were the major challenges confronted?

ii. How have the local communities responded to these efforts? 

iii. Have you adopted steps to expand the usage of the portal in the area? If yes, 

what have they been?

 

Enhancements  

21. Are you planning to expand the scope of the portal? If yes,

a. What is being planned for upscaling the portal?

b. Are you planning to involve other 

departments?

c. Are you considering technological enhancements in the software? If yes, 

what steps have been adopted and how will this improve the efficacy of the 

system? 

22. Please provide the following data:

i. Current data on t

dissemination centres in rural and urban areas

ii. Total number of districts/tehsils/blocks covered

iii. Portal usage statistics

 

Kiosk/CSC 

1. How long have you been associated with the project?

2. How did you come to know

3. Did you undergo any training? What were the main components of the training?

4. How were you assisted to set up the CSC? What kind of assistance was extended?

5. What are operational costs of the information kiosk? 

i. Are the costs of operations

centre?  

ii. How is revenue generated to support these requirements?
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It has been highlighted that MP is the only state where the Community Service Centres 

have proven to be financial viable. How has this been achieved? 

What factors determine the sustainability of the initiative in the long run?

What are the major technical challenges that have or can potentially limit the effective 

functioning of the portal? 

Has it been challenging to expand the coverage of the portal into rural areas? If yes, 

What were the major challenges confronted? 

How have the local communities responded to these efforts? 

ou adopted steps to expand the usage of the portal in the area? If yes, 

what have they been? 

Are you planning to expand the scope of the portal? If yes, 

What is being planned for upscaling the portal? 

Are you planning to involve other stakeholders besides the government 

departments? 

Are you considering technological enhancements in the software? If yes, 

what steps have been adopted and how will this improve the efficacy of the 

Please provide the following data: 

Current data on the total number of kiosks, CSCs  and information 

dissemination centres in rural and urban areas 

Total number of districts/tehsils/blocks covered 

Portal usage statistics 

How long have you been associated with the project? 

How did you come to know about the portal? 

Did you undergo any training? What were the main components of the training?

How were you assisted to set up the CSC? What kind of assistance was extended?

What are operational costs of the information kiosk?  

Are the costs of operations, infrastructure, and human resources borne by the 

How is revenue generated to support these requirements? 
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nly state where the Community Service Centres 

What factors determine the sustainability of the initiative in the long run? 

potentially limit the effective 

Has it been challenging to expand the coverage of the portal into rural areas? If yes,  

How have the local communities responded to these efforts?  

ou adopted steps to expand the usage of the portal in the area? If yes, 

stakeholders besides the government 

Are you considering technological enhancements in the software? If yes, 

what steps have been adopted and how will this improve the efficacy of the 

he total number of kiosks, CSCs  and information 

Did you undergo any training? What were the main components of the training? 

How were you assisted to set up the CSC? What kind of assistance was extended? 

, infrastructure, and human resources borne by the 
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6. How do you assist citizens who wish to avail this service? Please explain the process flow of 

the programme with the regard to:

i. Entering requests 

ii. Processing of requests

iii. Tracking status 

iv. Approving/completing requests

v. Redressing grievances 

7. On an average, how many requests do you receive in a day? Has the usage increased over 

the years? If yes, can you provide details?

8. Have faced any technical constrains? If yes, what have been the challenges?

9. What are the other major challenges you face on a day to day basis?

10. In your opinion, what has been the impact of the programme with regard to the following:

i. Responsiveness of government departments

ii. Citizens perception about the government 

iii. others 
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How do you assist citizens who wish to avail this service? Please explain the process flow of 

the programme with the regard to: 

 

Processing of requests 

Approving/completing requests 

Redressing grievances  

On an average, how many requests do you receive in a day? Has the usage increased over 

the years? If yes, can you provide details? 

constrains? If yes, what have been the challenges?

What are the other major challenges you face on a day to day basis? 

In your opinion, what has been the impact of the programme with regard to the following:

Responsiveness of government departments 

s perception about the government  
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How do you assist citizens who wish to avail this service? Please explain the process flow of 

On an average, how many requests do you receive in a day? Has the usage increased over 

constrains? If yes, what have been the challenges? 

In your opinion, what has been the impact of the programme with regard to the following: 


