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EXECUTIVE SUMMARY 
 
The e-Krishi project was conceived and implemented by the Kerala State IT 

Mission as a piggyback programme on the Akshaya platform. This pilot projectis being 
implemented in the Mallapuram district which has 340 Akshaya centers. Out of these, 
135 most successful entrepreneurs were identified for implementing the e-Krishi project 
based on certain parameters. These centers are already equipped with five computers, 
printers and web cameras and the required space. The entrepreneur therefore need not 
invest on infrastructure. All e-Krishi centers are provided with internet connectivity by 
the project. The project envisaged the setting up of a network to enable farmers, buyers of 
agricultural produce , agricultural service providers such as sellers of fertilizers, 
pesticides and seeds, banking institutions etc., domain knowledge experts at the 
agriculture department, krishi vigyan kendras etc. to interact with each other on a 
common platform at the web portal www.e-krishi.org . A 24x7 toll free call center was 
also set up to enable interaction with domain knowledge experts at the VUAT(virtual 
university for Agricultural Trade) 
  
 Farmers can post the details of their expected crop-wise, variety wise production 
and the details of the place from where the prospective buyer can pick up the produce , by 
registering on the portal. The entrepreneur assists the farmer in this exercise of posting 
the details on the portal. Similarly, buyers can also register themselves on the web from 
anywhere in the world and post their commodity wise and season wise requirements. The 
actual deal may be struck between the seller and buyer through direct communication. 
Prevailing price information, commodity wise and location wise, is also made available 
to the farmer from the database. Apart from this, the portal also makes available 
comprehensive information on scientific farming practices .The project has also supplied 
educational materials in this regard in the form of booklets, books and CDs on a variety 
of topics such as agriculture, fisheries, animal husbandry etc. which the farmer can access 
at the kiosk. Besides KSITM, the state agriculture department and IIIT M-K, are 
associated with the project. IIIT M-K provides technical support whereas the agriculture 
department looks after the domain knowledge related matters. The department also 
provides resource persons for conducting training programmes. 
 
More than 10,000 farmers and 400 buyers have been registered and 10 training programs 
have been conducted for various stake holders such as farmers Akshaya entrepreneurs, 
agriculture officers, panchayat members etc in Mallapuram district. Details of the 
produce of more than 7500 farmers (paddy, coconut, arecanut, cashewnut, vegetables, 
bananas, rubber, vanilla, medicinal plants, honey etc.) were posted on the e-Krishi portal 
for selling these commodities. Similarly, the requirements of 400 buyers (including local 
buyers, institutional buyers, exporters, large scale buyers etc.) were collected and the 
requirements of 60 buyers were posted on the portal. A crop wise buyers directory was 
also prepared. “Bhoomi” clubs were established in 29 gram panchayats which are grass 
roots level farmers clubs that meet once a month to discuss various issues related to 
agriculture and marketing. The president of the gram panchayat is the chief patron of the 
Bhoomi club and the agriculture officer in the local krishi bhavan (which is there in each 
panchayat) is an advisor. Members of the club get training in plant protection, advice on 
soil testing, recommendations on fertilizer inputs, techniques of pest control, organic 
farming methods, post harvest technologies etc. 
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At the e-Krishi kiosks, the farmers get all the assistance for soil testing, advice on 
scientific soil/nutrient management, disease/pest management, harvest management, price 
and market information, information on financial lending institutions etc. The kiosk 
assists them in posting their produce details on the portal to elicit responses from 
prospective buyers and provides facilities to them for watching the educational CDs. The 
Kiosk has space where the farmer can sit and read /scan the literature that is available at 
the kiosk .If the farmer does not have a telephone he can give the e-Krishi center details 
for being contacted by the prospective buyers. 

 
Observations and conclusions 
  

Prima facie there are two fronts on which the project can benefit the farmer community  
a) agriculture practices related issues and  
b) transaction related issues to enable them sell their produce at best possible 

prices 
Insofar as the first issue is concerned, the project has taken care of the issues well 

and quite comprehensively. It has visualised all the necessary linkages at the institutional 
level and has successfully networked them. For example, the tie up with agricultural 
institutions , Krishi vigyan kendras, Krishibhavans, soil testing labs, seed farms, etc. has 
been effectively done. Similarly, it is a good idea to integrate the e-Krishi portal with 
KISSAN(Karshaka Information Systems, Services and Networking)and VUAT(virtual 
University for Agricultural Trade). So also is the idea of sharing of the programming 
done under the Krishideepam TV programme and having access to their archives which 
will be very useful for the farmers. However, when it comes to the second issue of 
transaction related issues there are several weak points. 1)The project, through the portal , 
only provides the needed base level information to the sellers and buyers. No 
mechanisms have been worked out to clinch a deal to mutual convenience. i.e. the project 
does not attempt an end to end solution. In that sense it may meet only with limited 
success. 2) In Kerala ,the average land holding is small and the quantity of any 
commodity that one farmer can offer is not enough to directly attract a large buyer 
/trader. While the possibility of aggregation exists and has in fact been done in a couple 
of cases , no formal mechanisms have been put in place. Also the possibility of setting up 
collection centres has been hinted but there are a number of related problems in that 
process which need to be examined. 3) In the absence of a mandi system in Kerala, if the 
deal is struck through e-Krishi, since there are no middlemen., the buyer may be required 
to pick up the produce directly from the farm which many may find cumbersome and 
inconvenient. 4) There is no formal feedback mechanism in place. The webmaster may 
not know if a deal has been struck. 5) The percentage of transactions that have 
materialised through this channel is very low. 22000 postings and only about 100 
transactions materialised. Perhaps, the farmer does not want to change quickly to the new 
mode of selling or the buyer also finds it more convenient to go to the middleman than go 
directly to the farmer because the middleman takes care of the aggregation, collection and 
safe transport.  

 
The project has definitely helped the farming community in being better informed 

not only on the farm processes but also on the price front. This up to date knowledge on 
the prevailing prices has definitely helped them in negotiating for a better price even from 
the middleman . 
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1. Background 
 
 Five years ago, in November 2002, Malappuram, which was one of the 
comparatively backward districts of Kerala, made news when the then President of India, 
Dr. APJ. Abdul Kalam launched the Akshaya project. That a project could be launched 
for the main purpose of making at least one person from each of the 6 lakh families of the 
district ,computer literate, with very carefully selected locations to ensure easy 
accessibility to the target population and to be implemented by equally carefully selected 
entrepreneurs on a PPP model. Such a project was almost unthinkable for most other 
states at that time. To motivate the people to enrol, rupees 120/- out of the total fees of 
rupees140/- to be paid to the entrepreneur to offer the course, was paid by the Local Self 
Government and the family was required to pay only rupees 20/-. This program called e-
literacy is now over, having accomplished its task. This was followed by the e-Vidya 
program under which 38000 state government employees in the district were imparted 
training on the MS-Office tools for which the government of Kerala paid rupees 450/-per 
candidate to the Akshaya entrepreneur. An ongoing program is the Vijayasree program 
for SC/ST girl students. These initial programs helped the entrepreneur to sustain and 
stabilise . Akshaya is now extended all over the state and a total of 7000 Akshaya centres 
are expected to be operational in the state eventually. Currently there are around1400 
Akshaya centres. It is one of the most talked about IT projects in the country. This is 
what Prof. Kenneth Keniston, Founder and Director of MIT India Programme had to say 
on the project “There are many good projects – sponsored by State Governments and 
NGOs – which are admirable; but nowhere has the kind of vision and strategy been as 
demonstrable as in Akshaya. Neither do I think any other state has the wherewithal for 
accomplishing these because without literacy, without commitment on the part of the 
people concerned, without a certain level of social justice, these things would be very 
difficult to achieve” 
 
These multi purpose community technology centres run by private entrepreneurs, set up 
within 2-3 kilometres of every household, will cater to the requirements of around 1000-
3000 families to make available the power of networking and connectivity to common 
man. Akshaya is a social and economic catalyst focusing on the various facets of e-
learning, e-transaction, e-governance, and information. The Wireless broadband 
connectivity infrastructure that has been established through project Akshaya affords 
several value added services in the district of Malappuram. Since the locations of these 
are strategically planned and spatially distributed to cater to the people in even the 
remotest part of the district, they form a powerful network to bring the benefits of all e-
governance initiatives to common man. These centres have the potential to provide G2C, 
G2G, C2C, B2B and G2B services and act as decentralised information access hubs and 
service delivery points. Collection of utility bills and taxes done through FRIENDS 
centres is integrated with Akshaya e-kendras thereby minimizing transaction costs and 
time to citizens. A variety of corporate services like Business Process Outsourcing, 
hardware sales and services, travel and tour arrangements, multimedia aided training 
programmes, IT enabled vocational training, product selling and financial services 
including rural e-banking have been made available to rural population through Akshaya 
centres. 
 

With the availability of such a platform , it is only natural that new initiatives are 
conceived utilising it. The e-Krishi project is one such initiative conceived by the Kerala 
State IT Mission.  
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The project, which is a Market driven Agricultural Initiative through IT enabled 
Agri Business Centres in Kerala State addresses the existing gap in agriculture 
information flow and transaction management. The project envisages facilitating and 
enabling farmers and other Stakeholders through Agri-Business Centres to interact with 
Agricultural Service Providers in the Private, Government and Non Government sectors. 
The project will provide a web-based solution enabling the small and medium farmers as 
well as owners of large landholdings. Piloting is being done in Malappuram with the 
participation of the existing Akshaya e-Kendra Entrepreneurs. The facilities and 
resources of Akshaya e-Kendras in terms of computers, printers, scanners, cameras etc. 
and Intranet/Internet connectivity, already established throughout Malappuram District 
,are leveraged to reach the masses of farming community and other stakeholders in 
Agriculture sector. 
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2. Goals and Objectives 
 

The vision of the project is to establish a connected farmers community 
throughout Kerala who have access to information on Market Demand, Prices, Good 
Agricultural practices, and Quality Agricultural Inputs , supported by a technology 
enabled robust transaction platform that facilitates all their offline activities.  

 
The key output from the initiative shall be the facilitation and integration of 

economic activities of all member stakeholders involved in Agriculture thus enabling 
conversion of under- performing and non- performing agricultural farms into high 
yielding farms of quality products in demand. 
Objectives of the Project include  
 

• To identify the specific farmers and farming groups and motivate them do their 
postings on the e-Krishi portal. 

• To generate 5000-10,000 postings per month by the farmers and different farming 
groups and cooperatives. 

• To enrol buyers in key markets including manufacturers 
• To enrol agricultural input providers : seeds, plantlets, fertilizers, pesticides, 

technology/methodology providers/consultants, test laboratories and so on. 
• To identify potential women’s self help groups who are actively involved in 

Agricultural and allied sectors and collaborate with them for mutual benefits.  
• To establish an active collaboration with State Agricultural Department to get 

more visible results. 
• To identify potential traders and agents to explore the market opportunity. To 

utilize the power of media and Web to reach targeted farmers and provide various 
information on demand to enhance their productivity and quality improvements. 

•  To enhance the awareness among the small farmers and head them in better 
negotiation with middleman. 

• enrollment of Logistics services support providers and Warehousing facility 
providers 

• enrollment of Banks & Insurers 
• establishment of a robust IT enabled platform where the members can see-Krishi 

information, transact and make or receive electronic payments 
• Put in place a web based support system with over a Million transactions taking 

place in the first year. 
• To collaborate with “Kudumbasree” units who are actively involved in  
 Agricultural and allied sectors. 
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3. Implementing Agencies, Partners And Planning 

 
The Project is led by Kerala State IT Mission, under Department of Information 

Technology with the active support of Agricultural Department, agricultural promotion 
boards, resource institutions etc. Kerala State IT Mission is the nodal IT implementing 
agency for Government of Kerala. Kerala State IT Mission has been spearheading 
various ICT initiatives in Kerala, such as Friends, Akshaya etc. to name a few high 
impact-making projects. Kerala State IT Mission, over the past 5 years have been 
focusing on mass -benefit based ICT intervention programs in the State. 

 
The role of the Kerala State IT Mission includes project leadership, monitoring, 

liaising with participating bodies, managing the data centres, project team etc. 
Malappuram District Administration, Local Self Government Institutions are also pooled 
in for effective participation among all stakeholders in the project. 

 
Agriculture Department being the primary department in development initiatives in 
Agriculture is also involved. 
 

The role and responsibility of Krishi Bhavan, the grass root level structural and 
functional unit of the agriculture department and the basic contact point of the farming 
community is very significant in planning, formulation and execution of any viable and 
need based programme for Agriculture. Krishi Bhavans also act an effective transfer of 
technology agents in the agricultural sector. Proper guidance for Krishi Bhavan officer 
will be imparted by Asst. Director of Agriculture and district level offices. 
 

“Bhoomi” clubs were established in 29 gram panchayats which are grass roots 
level farmers clubs that meet once a month to discuss various issues related to agriculture 
and marketing. The president of the gram panchayat is the chief patron of the Bhoomi 
club and the agriculture officer in the local krishi bhavan (which is there in each 
panchayat) is an advisor. Members of the club get training in plant protection, advice on 
soil testing, recommendations on fertilizer inputs, techniques of pest control, organic 
farming methods, post harvest technologies etc. Implementation of the e-Krishi project is 
regularly reviewed at the meetings of the Bhoomi clubs. 
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4. Services provided 
 

The project is aimed at providing basic inputs and value added information to the 
farming communities as well as to all the stake holders in the Agriculture sector in the 
State. 

 
The primary target groups include: 
 

• Farmers, Self Help Groups, Agri - Buyers/ Exporters, Agri product 
Manufacturers, 

• Agri-input providers with respect to Seeds, Plantlets, Fertilizers, Pesticides, 
• Experts, Test laboratories, Agricultural equipment suppliers, Quality graders, 

Warehousing, Logistics providers etc. 
• Other stake holders like Banks, Insurers, Documentation specialists, Accountants, 

Legal support, Payment Gateway services, Government offices/resources, 
Agricultural institutions, NGOs etc. 
Services provided under the Project include Information on  

• Who is Buying? 
 

Name, Address, location Contact, Tel, Turnover/Stocking yard area 

Crops dealt, Supply chain below (relationship), Partners (Relationship), Agriculture 
Produce Collection points: Inspection point, pick up point 
 

• Who is Selling?  
 Name, Address, Contact, Tel, Acreage / nos cultivated/harvest by 
 month/qtr , Crops dealt , Preferred Delivery point 

• Market prices; 
 Updated Price by product/ by market 

• Buy & Sell Transaction Platform  
 Sell/buy offer - Transaction Item/ Type / Qty / Quality (photo upload) / 
 Delivery point  

• Buyer gets Panchayat/block/ district level aggregation. 
 
With a view to sell his produce using the e-Krishi portal, the farmer can post the details 
of his produce eliciting responses .The sequence goes like this 

 
a. Member farmer posts acreage per crop & harvest qty/variety& quality 

/time available and drop-location  
 
b. Buyer’s bid giving Price & Validity date/ See-Krishi inspection 

date & venue/ Pick up date & venue  
 
c. Seller refers to market prices & confirms/replies 
 
d. Buyers advice and Close transaction offline, keep the info on the portal 

open until close of transaction or it Expires by set date. 
 
  Similarly if the farmer wants to get soil testing done, he can approach the e-Krishi 
entrepreneur who will try to schedule visit by a mobile soil-testing unit based on the 
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Farmers Id, and Plot Id. Once the soil testing report is ready, the farmer can also be 
provided guidance about the fertilizer requirement for his field depending on his crop. If 
he requires any help for the procurement of seeds, plantlets, etc. the same also shall be 
provided.  
 
The following services are also offered. 
 

• Requests for clarification of technical doubts/Requirement of experts help 
• Applications to various schemes, Credits, subsidies 
•  Handholding, Good Agricultural Practices: preparation, planting, maintenance, 
• Harvest, post harvest, Extension officer visit., Q&A , Expert guidance , Clinic 

facility., Harvest time care 
•  Plant protection Mechanisms, Pesticides, Application guidelines w.r.t. age of 

plant/nature of attack, Pesticide Sellers  
•  Fertilizers, Application guidelines w.r.t. age of plant/nature of deficiency 

&requirement regarding certification (JAS, EUREPGAP), Fertilizer Sellers , 
• Options for organic manure  
•  Agricultural equipment ,Own or lease?, Collective ownership & scheduling, Who 

is leasing? 
•  Schedule for plucking/harvesting, warehouse facilities, Self assessment of the 

quality of produce, Availability of Grading centres & certification, information on 
Prices, Buyers, 

• -Decision support on whether to hold goods or to sell now. 
• _ Sales contract, Venue/time/date of delivery, Logistics support, Payment options 

available 
•  Loan, Insurance, Other support, Advance contract with buyers, Credit for goods 

purchased , services availed and availability of Grants, Subsidies. 
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5. Beneficiaries  
 
This initiative is aimed at providing basic inputs and value added information to the 
farming communities as well as to all the stake holders in the Agriculture sector in the 
State. 

The primary target groups include : 
 

• Farmers, Self Help Groups, Agri - Buyers/ Exporters, Agri product 
Manufacturers, 

• Agri input providers with respect to Seeds, Plantlets, Fertilizers, Pesticides, 
Experts, Test laboratories, Agricultural equipments suppliers, Quality graders, 
Warehousing, Logistics providers 

• Other stake holders like Banks, Insurers, Documentation specialists, Accountants, 
Legal support, Payment Gateway services, Government offices/resources, 
Agricultural institutions, NGOs & Ios 

 
Expected Benefits to Stakeholders and Outcomes: 
Benefits to member farmers 

• Access to warehouse, markets with prevailing price information 
• Access to schemes, subsidies, modern agricultural methods, best practices, soil 

testing, seeds, plantlets, fertilizers, pest control 
• Facilities for grading agricultural produce and ensuring correct price for their 

produce 
• Logistics support, cost sharing possibilities 
• Access to micro credits 
• Agri -Insurance support/faster claim processing 
• Access to Accounting practices, Documentation support 

 
Benefits to member buyers and agricultural Input Providers 

• Buyers/exporters to post their pick up quantities by date by 
Market venue/warehouse 

• Plan logistics routes for collection of agri-produce in advance seeing the offer 
quantities from farmers in various locations 

• Contact farmers producing any specific crop and confirm purchases in advance 
facilitating better control over supplies. 

• Select farmers for producing any specific variety of crops on contractual basis 
integrating supplies of seeds/plantlets, farm maintenance etc. 

• Easy access to customers, facility for systematic campaigning/ demonstrations 
• Efficient management of schemes/ programs 
• e- platform assisting in real- time transactions. 

 
Benefits to member agricultural activists, NGOs, Government organizations 

• Informed decision making on policy issues 
• Facilitation of an Integrated approach 
• Dissemination of agri - based interventions becomes more structured and precise 

and customized 
• Faster and larger reach to stakeholders is ensured due to networking 
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6. Project Management and Implementation Methodology 
 
Strategy & Management cell 
 

This cell identifies focus crops considering the strengths of Malappuram and agri 
scope of farm lands of participating farmers. This cell shall hold Resource Planning 
&Synergy building meetings among Agricultural officers, Participating Institutions, 
Banks etc. with the active support of the Local Self Government bodies and District 
Collector. Organizing awareness meetings to Farmers, Traders and training on Web 
based Online 
management platform is also the responsibility of this cell. A separate team works on 
Campaigns & Newsletters etc. and also in the electronic media TV channels, Local Krishi 
news etc. 
 

District Level implementation Team, under the guidance of Strategy 
&Management cell campaigns for the enrollment of Stakeholders: farmers, Small traders 
(Inputs & Buyers) .Technical design and support team builds the structures and 
translation of business rules onto a robust web based platform allowing segregation of 
stakeholder by crops ,by Panchayat, by acreage etc. and bring in Input providers: 
Shops/Establishments in 
Panchayat /Distributors/Manufacturers/State level offices: 
 
 
Farmers (Managed by e-Krishi entrepreneurs) will be able to Add/view/edit plot details, 
crops: existing &planned, Request Soil test, Water testing, Micro condition monitoring, 
Agri-scope for their crops w.r.t. focus crops. The transaction platform was made user-
friendly to manage Request & Receipts of seeds, handholding in terms of site 
preparation, fertilizer, pesticide, maintenance, pre & post 
harvest care, grading etc. etc. 
 

The project success is based on the number active stakeholders on the platform 
and the number of transactions dealt on the platform. Scope for continuous improvement 
and facilitation is provided to make the web platform secure and useful to all 
concerned. 
 
 
 
 
 
 



 

    333

7. Technologies Used 
 

 The e-Krishi application is primarily a web portal hosted on the server at KSITM. 
At the user end, it makes use of the same infra structure that is available at the Akshaya 
centre which is as below 
 
Well furnished 400 sq.ft. space 
PCs 5 – 10 nos (Multimedia) 
Printer, Webcam /Digital Camera, 
Scanner, Gaming gadgets 
Internet Connection (16 kbps CIR, 64 kbps MIR) 
 

The web-based platform is essentially an Internet secure portal. The portal shall 
be maintained and updated by Kerala State IT Mission itself. Necessary security to the 
website, as it involves electronic payment and transfer of money through SBI Online, 
shall be provided on Secure Sockets Layer (SSL) from Approved SSL provider VeriSign. 
Verisign would issuentrepreneur28 bit security - VeriSign GSID (Global Server ID) - 
128Bit encryption security after completion of the Verification Process and would 
extended all required support from CSR generation to Installation of Certificate. Secure 
Sockets Layer technology is a security protocol. It is today’s de-facto standard for 
securing communications and transactions across the Internet. SSL has been implemented 
in all the major browsers and Web servers, and as such plays a major role in today’s e-
commerce and e-business activities on the Web. The SSL protocol uses digital 
certificates to create a secure, confidential communications “pipe” between two entities. 
Data transmitted over an SSL connection can not be tampered with or forged without the 
two parties becoming immediately aware of the tampering. 

 
SSL is supported in the vast majority of browsers, which means that almost anyone with 
a browser can reap the benefits of SSL encryption. SSL is also incorporated into most 
Web servers on the market 
 

The members shall be provided secure login/password pages to access 
information. In the administration side, admin trail of any event that affects the database 
will be captured and archived for verification. The platform will also build in adequate 
hierarchical levels for access to the data preventing aggregation of records by anyone. An 
appropriate access authorization scheme is put in place. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

    334

8. Capacity Building 
 

KSITM has focused on capacity building, conducting awareness programs and 
established strong linkages with the agriculture department, IIITM-K,VUAT, NGOs and 
local self-government institutions to enhance the success of the e-Krishi initiative. 

 
Appropriate linkages have been forged with the agricultural extension programs 

and education initiatives like the KISSAN (Karshaka Information Systems, Services and 
networking), VUAT( Virtual University for Agricultural Trade) and Krishideepam TV 
serial so that the project’s objectives and goals are achieved efficiently and effectively. 
IIITM-K also assists KSITM in e-Krishi implementation in areas like technology 
development, on demand information services, providing expert advisories, setting up on 
demand educational/training programs etc. In addition, a number of training programs 
and workshops were conducted for Akshaya entrepreneurs. Several subject-wise training 
programs were conducted for farmers which were well attended. .A training program and 
an awareness workshop were also conducted for the members of the Local self-
governments .A management skill development training program was also conducted for 
Akshaya entrepreneurs.  

 
Seminars, training programs and awareness generating workshops have been 

conducted for farmers not only in Malappuram district but also in other districts of the 
state in which, in all, more than 2000 farmers participated  

 
Toll free call center 
 

Under the e-krishi project, a toll free call center has been established which is 
being managed by the Indian Institute of Information Technology and Management - 
Kerala. Three postgraduate students in Agriculture have been recruited and 

 
trained for the management of the call center. The call center is monitored and supported 
by the experienced research and extension officers of KISSAN. The farmers and traders 
can reach the call center on the following toll free number1800-425-1661. All the calls 
from BSNL and ss MTNL will be free of cost from anywhere in the country. The call 
centre is equipped with the latest digital call center equipment and software. The call 
center is also equipped with call recording facility during off time so as to retrieve it later. 
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9. Implementation Challenges 
 

Since the e-Krishi project is actually piggy-backing on the Akshaya platform, at 
the field level implementation, there were no major problems as far as the infrastructure 
for the project was concerned. However, since the farmer himself is a key player in the 
project, and not just a passive beneficiary, substantial amount of efforts have been put in 
to involve farmers actively in the project. They were in the form of awareness workshops, 
publicity campaigns, formation of Bhoomi clubs etc. Also creating a portal and putting it 
into operation would not have guaranteed its use however beneficial it may have been. 
The project implementation required a very active role to be played by the field 
coordinators who directly interact with the farmer community as well as a very proactive 
role to be played by Akshaya entrepreneur. This seemed to justify the cautious selection 
of Akshaya entrepreneur s chosen for the e-Krishi project. 
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10. Sustainability 

 
The e-Krishi Initiative is planned to be self sustaining. The centers being Akshaya 

centres are expected to operate on self sustaining basis from the income generated from 
administration fees, transaction charges, advertising income, charges for directory listing, 
training fees collected etc. The exact fees charged etc. would be evolved on the basis of 
market acceptance after the pilot phase is over. During the pilot phase, to build up 
popularity of the model, no service charges have been levied. 

 
  Basically, at the Akshaya center, expenditure on account of the e-Krishi initiative 
is marginal and the Akshaya centers have a number of income generation activities as 
they act as host to a number of other services including Internet browsing, emails, DTP 
services, payment of utility bills, government service delivery points etc. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

    337

11. Replication 
 
 Once the pilot is successfully implemented, it is very easy to replicate the project 
in the state of Kerala because no additional infrastructure needs to be set up as the 
program is envisaged to ride over the ongoing program of the Government of Kerala to 
set up, about 7000 Akshaya e Kendras throughout the state, covering every panchayat in 
the state. Repeating the e-Krishi pilot across the state thus will be an easy task. 
 
  The e-Krishi application entirely relies on Internet based platform and is therefore 
easily scalable and replicable. 
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12. Project Outcomes 
 

All e-krishi centers are provided with Internet connectivity by the Project. 
Farmers, agricultural officers of the panchayat, field coordinators of e-krishi are given 
free access to Internet by the Project. This has increased the use of Internet for posting 
details of agricultural products on the site. Apart from providing connectivity, the Project 
has also supplied educational materials (books, booklets/CDS), which are of use to 
farmers-covering topics on agriculture, animal husbandry, fisheries etc. Around 30 such 
books and videos on 27 topics were supplied to all the centers to establish the library. 
These materials were collected from Kerala Agricultural University, Farm Information 
Bureau, Central Plantation Research Institute, TBGRI, and KISSAN Kerala etc. The 
farmers are free to access these materials through the Centers. “Bhoomi” clubs were 
established in 29 gram panchayats which are grass roots level farmers clubs that meet 
once a month to discuss various issues related to agriculture and marketing. 

 
Members of the club get training in plant protection, advice on soil testing, 
recommendations on fertilizer inputs, techniques of pest control, organic farming 
methods, post harvest technologies etc. 
 
The following are the major outputs from the project 

• Improved access to latest and dependable price and market information which 
could enable the farmer to adopt a demand driven crop planning based on sound 
information. 

• Improved seed and nursery management 
• Improved soil and nutrient management 
• Improved pest/diseases management 
• Improved harvest management 
• Less dependence on the middleman made possible 
• Improved coordination logistics, avoiding crop loss 
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13. Key Lessons Learnt 
 
 One of the key lessons learnt is that the farming community will not adopt new 
technologies very quickly. This is especially true of small farmers .The project team 
considers this as one of the main reasons why the percentage of postings that have 
resulted in transactions that have materialised into actual deals is small. 
 
 The small farmer is also dependent on the middleman in other ways and, despite 
his not offering the best price, the farmer can’t easily break away from him. 
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14. Appraisal and Recommendations 
 

Malappuram district of Kerala was once a comparatively backward district. But it 
made waves through project Akshaya ,to become the only fully computer literate district 
in the country. That also laid the foundation for establishing Akshaya centres all over the 
state. Eventually there will be about 7000 Akshaya centres in the state, so that there 
would be an Akshaya centre not farther than 2- 3km for most people in the state. 

 
In addition to addressing the lofty objective of imparting computer literacy to the 

people in rural areas Akshaya centres now offer the necessary infrastructure and provide 
a platform on which a variety of services can be launched, some of them may be 
traditional but there could be several innovative applications possible. These may not be 
viable in the absence of such a platform. They are like the fast growing flowering creeper 
which requires the firm support of a standing tree or a firm pole to twine onto. The e-
Krishi project is one such application which started as a sequel to the Akshaya project. 
What better place to experiment than Malappuram which has been the birth place of 
Akshaya.  

 
  This project is primarily a web based application piggybacking on the Akshaya 
platform. The district has 340 Akshaya centres and 135 of them were selected for 
offering the e-Krishi service. They were selected on the basis of certain criteria primarily 
ensuring that the entrepreneuris able to play a proactive role effectively. This is important 
during the pilot stage implementation of the project. The web portal created under the 
project facilitates the interaction between the farmers and buyers of their produce and 
also the providers of various agricultural inputs , banking institutions, agricultural domain 
knowledge experts etc. The aim is thus to provide value added information to the farming 
community as well as all the other stake holders in the agricultural sector. The project has 
created a portal and has set in motion the process of systematically collecting the farmers’ 
data and building up a data base which includes all his farm details as well as the types of 
crops he grows. The volume of his production available for sale etc and the point of pick 
up are posted on the portal along with his contact details. If he has no phone he can give 
the number of the Akshaya centre with which he is registered. More than 10000 farmers 
and 400 buyers have been so far registered. However, despite more than 22000 postings 
offering to sell different types of agricultural produce, the number of actual deals that 
have materialised through this medium is only around100. One of the reasons for this is 
the rather low average land holding in Kerala, which is less than one hectare. With the 
result, the quantity of produce available from one farmer is too small for even a moderate 
sized trader to get interested in for a direct sale tot takes place. Some one has to play the 
role of aggregation, collection ,transportation, which, traditionally the so called 
middleman has been playing. The farmer also perhaps feels more secure with his known 
buyers. However, the up-to-date price information made available through the portal has 
enabled the farmer to be better aware to demand a better price from the middleman. 
Unless the project is able to conceive some additional mechanisms of clinching the deal 
by offering some kind of an end to end operation, the situation may not change 
drastically. The project has got reasonably good publicity in the press and has now 
acquired good visibility. There have been some cases of customers approaching the 
farmers from far off places. There was one case of a sale through this to a customer in the 
North Eastern parts of India 
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On the other activities relating to providing agricultural information and advice, the 
project has fared better. The project has been able to establish very good linkages with 
agricultural institutions ,ICAR affiliated units(krishi Vigyan Kendras),soil testing 
laboratories, seed farms and so on. They were also able to get good cooperation from 
other organisations engaged in agricultural extension services. and are able to get access 
to their knowledge banks and provide that information in the form of CDs and literature 
at the e-Krishi kiosks to the visiting farmers. They got good cooperation from 
KISSAN(Karshaka Information Systems, Services and Networking)and VUAT(virtual 
University for Agricultural Trade). 
 
Substantial amount of expenditure is incurred in setting up and running the Toll free call 
centre under the project to answer the queries from the farmers( anywhere in India).The 
effectiveness of this in providing a real solution to the problems faced by the farmer 
needs to be assessed. On a telephone, the question has to be answered on the spot. If the 
question needs to be answered by a domain expert, is it possible on a 24 hour basis? Also, 
how well the problem of the farmer can be understood by the expert in the absence of any 
visuals is also to be seen. The model followed by the Ashwini project appears more 
practical. There, the field coordinator visits the farmer’s field with a digital camera and 
takes photographs of the problem crop and these are sent to the domain expert at the 
nodal centre who suggests the remedial action which is given to the farmer as clear 
written instructions. 
  The project was able to establish good networking with various field level 
entities such as Bhoomi clubs, gram panchayats, Krishi bhavans and all field level 
officers of the state agriculture department . 

 
After the end of the e-Krishi project ,maintaining the portal can be taken care of by 
KSITM. But ,the other activities may require some financial support to sustain. The role 
played , in this regard , by the field coordinators employed by the project should not be 
underscored. 
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 Integrated Citizen Services Delivery  
 
Citizen centricity in governance is a constitutional obligation of the government of India. 
Yet multiplicity basic service providers and combined with bureaucratic hurdles lack of 
transparency and accountability imposes services constraints for the citizens in the 
availment of services.  
 
Integrated citizen service delivery mechanism as envisioned in the ICTD project, 
maintains citizen centricity and dignity at the center stage. The integrated citizen service 
delivery platform is intended to offer citizen high quality service at accessible locations 
with the absolute transparency with in overarching mandate of reduction in drudgery and 
wasteful expenditure. 
 
Due to improved revenue citizens and enhanced participation in the service offering, the 
collections increase significantly resulting in improved financial performance of the 
service provider and consequently more efficient services for the citizen. 
 
A) i-COSC: The i-CoSC project is being implemented by the Dept. of IT, Govt. of 
Himachal Pradesh in Shimla district. The project aimed at setting up one-stop-shop 
information resource and service centres for the people in the State, using simple but 
state-of-the-art methods of organizing, sharing, and communicating information. As a 
tool for development, it aimed to empower the masses by providing access to 
community-based information, communication resources and ICT-based applications - 
particularly on health, education, agriculture/ natural resources, and rural enterprise 
development.  
The project also set out for itself below objectives which have been by and large been 
accomplished:  
--Extension, upgradation and integration of services 
--Improvement in the quality of services by re-engineering the administrative 
processes 
--To ensure greater transparency, efficiency, objectivity, accountability and speed 
--Facilities to the farmers and villagers about latest techniques, advice for their 
problems, new technologies etc. 
--Direct participation of the masses in governance 

The objective of the project was to implement 17 i-CoSC centers covering all tehsils, 
sub-tehsils, sub-divisions and district HQ in Shimla district offering a wide range of 
government services. It was also envisaged that a work flow system would be 
implemented to facilitate citizens to scan and send documents to higher levels in the 
administrative hierarchy, thereby reducing time to travel to government offices. In a 
difficult terrain like Himachal Pradesh, the i-CoSC project was intended to enable the 
citizens to access information and government services cutting across different tiers of 
administration closer to their homes and under a single roof. More than 50 services (27 
categories) are being made available.  
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The Institutional framework for the conceptualisation, implementation and delivery of the 
I-CoSC project is sound with the State Govt’s IT Department taking complete ownership 
of the Project. The formulation of the District level e-Governance Societies chaired by 
the District Collector, besides have the participation of the Sub-Divisional Magistrates 
(SDMs) and State Govt. IT Department as well. This Institutional framework ensures 
self-sustenance apart from providing sustainability mechanism for the project. The 
District e-Governance Society is strengthening decentralization as an essential pre-
requisite to people’s centered development, in conformance to the 73rd and 74th 
Constitutional amendments on democratic decentralization. However the District e-
Governance Societies and the State Govt. may want to ensure participation of elected 
representative of the people, few local NGOs, Teachers and representative of few 
marginalized communities, in order to ensure wider participation in decision-making and 
for promoting community management of services and resources.  

B) Bangalore-one:-Seventeen integrated citizen service centers have been set up 
under the project in the city of Bangalore which offer several services at the same 
location and operate on a 24 hour basis and accept payments in multiple modes; cash, 
cheque, or credit card .Courteous and efficient service is the hallmark of these centers 
that have 10 to 15 counters at each center and for bill payments the customer does not 
have to pay any service charge. A lot of botheration and drudgery is removed from the 
citizens’ lives with the coming up of these centers. Several convenient features have been 
incorporated in their functioning keeping the citizens’ convenience and comfort as the 
issues of top most priority, making the project a really citizen centric one.  
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ICTD MID-TERM PROJECT EVALUATION : I-CoSC PROJECT (Sugam) 

EXECUTIVE SUMMARY:  

The i-CoSC (Sugam) project implemented by the Dept. of IT, Govt. of Himachal Pradesh 
in Shimla district as part of the overlapping Integrated Services for Citizens and 
Governance UNDPs ICTD themes; aims at setting up one-stop-shop information resource 
and service centres for the people in the State, using simple but state-of-the-art methods 
of organizing, sharing, and communicating information. As a tool for development, it 
aimed to empower the masses by providing access to community-based information, 
communication resources and ICT-based applications - particularly on health, education, 
agriculture/ natural resources, and rural enterprise development.  

The project also set out for itself below objectives which have been by and large been 
accomplished:  

--Extension, upgradation and integration of services 

--Improvement in the quality of services by re-engineering the administrative processes 

--To ensure greater transparency, efficiency, objectivity, accountability and speed 

--Facilities to the farmers and villagers about latest techniques, advice for their problems, 
new technologies etc. 

--Direct participation of the masses in governance 

The objective of the project was to implement 17 i-CoSC centers covering all tehsils, 
sub-tehsils, sub-divisions and district HQ in Shimla district offering a wide range of 
government services. In a difficult terrain like Himachal Pradesh, the i-CoSC project was 
intended to enable the citizens to access information and government services cutting 
across different tiers of administration closer to their homes and under a single roof. 
More than 50 services (27 categories) are being made available.  
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1. Project Background: 

India, over the past decade, has become a test bed for innovations in information and 
communication technologies (ICT) serving the rural user. Various reasons explain this 
emergence. The most obvious may be that rural India has remained poor while the rest of the 
country has moved ahead.  

Despite large-scale political and bureaucratic attention and the more focused, small-scale efforts 
of thousands of non-governmental organizations (NGOs) and other civil society entities, a 
replicable, catalytic approach to rural development remains to be found. The hope that ICT can 
surmount at least some of these social, political, and administrative challenges and become a 
viable technology for the provision of health, education, and other social services is ICT's 
strongest calling card. 

Another reason is the large, underserved market that rural India's 700 million people represent 
(see, for example, Prahalad,). These can include sophisticated services, such as cable TV for 
entertainment and voice telephony to negotiate rates for labor or produce (Dossani,). Further, 
unlike many other developing countries, the country boasts a labor force skilled in ICT. 
For supplementing country’s Rural Development efforts, the Govt. of India has been 
focusing extensively on e-Governance services for the delivery of citizen services. There 
is a wide-consensus on the Objectives and Benefits of the e-Governance services:  
 

• Minimizing distance to access. 
• Extending access to un-served groups. 
• Introducing transparency. 
• Simplifying transaction procedures. 
• Minimizing costs to citizens. 
• Minimizing cost to Govt. (internal efficiency) 
• Increasing the Govt. revenue. 
• Improving the time to transact for citizens& Govt. 
• Offering new services.  
• Modernization/adoption of best practices.  

Towards this end, the National e-Governance Plan (NeGP) is part of the National Common 
Minimum Programme for bringing information and government services to the doorstep of the 
citizens. The scheme has since then been operationalized and the Citizen Service Centres 
(CSCs) are meant to provide high quality and cost effective video, voice and data content, in the 
areas of e-Government, education, health, tele-medicine, entertainment as well as other Govt. 
and Private services.  

Most existing ICT for Development and e-Governance Models are intended 
to deliver Govt. to Citizen (G2C) and Business to Consumer (B2C) services from 
Information Kiosks. NeGP is formulated on 3-pillar delivery model for these services viz. 

 
(a) State Wide Area Network (SWAN/NICNET) that will provide connectivity@ 2mbps up to 
the block level.  
(b) Data Bank/State Data Centres (SDC) 
(c) Common Service Centres (CSC)  
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The i-CoSC project implemented by the Dept. of IT, Govt. of Himachal Pradesh in 
Shimla district as part of the Govt. of India and UNDP ICTD initiative; seeks to work 
towards these goals.  

 The project aimed at setting up one-stop-shop information resource and service centres 
for the people in the State, using simple but state-of-the-art methods of organizing, 
sharing, and communicating information. As a tool for development, it aimed to 
empower the masses by providing access to community-based information, 
communication resources and ICT-based applications - particularly on health, education, 
agriculture/ natural resources, and rural enterprise development. The i-CoSC project has 
been implemented in Shimla district at a Project Funding of Rs 15,000,000. 
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2. Objectives and Goals of the Project:  

Himachal Pradesh is a sparsely populated, land locked State with difficult topographical 
and climatic conditions. The people have to travel large distances on foot or by road to 
reach the appropriate level of administration to get their jobs done. Moreover, certain 
things can be got done at tehsil level whereas for others, a person may have to go to sub-
division or district head quarters. Besides this, within a place, he may have to go to 
different offices for various kinds of jobs. This results in substantial wastage of time and 
money of an individual. Therefore, ICT can play an important role in providing services 
at the doorstep of rural community by bringing all citizen related services and 
information under a single roof cutting across different tiers of administration.  
 
The unique feature of this project is that the submission of documents and collection of 
required certificates/ licence etc. is being done even at a place other than the one where 
sanction is to be done. Besides the experience of Himachal Pradesh Government and 
others as well; with similar experiments in providing G2C interfaces has shown that 
people are willing to pay user charges if they are assured of quick delivery and objective 
decisions.  
The project also set out for itself below objectives to be accomplished:  
--Extension, upgradation and integration of services 
--Improvement in the quality of services by re-engineering the administrative processes 
--To ensure greater transparency, efficiency, objectivity, accountability and speed 
--Facilities to the farmers and villagers about latest techniques, advice for their problems, 
new technologies etc. 

--Direct participation of the masses in governance 

The objective of the project was to implement 17 i-CoSC centers covering all 12 tehsils, 
5 sub-tehsils, 7 sub-divisions and district HQ; touching a total population of 7,21,745 
from Shimla district; offering a wide range of government services. It was also envisaged 
that a work flow system would be implemented to facilitate citizens to scan and send 
documents to higher levels in the administrative hierarchy, thereby reducing time to 
travel to government offices. In a difficult terrain like Himachal Pradesh, the i-CoSC 
project was intended to enable the citizens to access information and government services 
cutting across different tiers of administration closer to their homes and under a single 
roof. 
 

It has been claimed that the I-CoSC Centres have been operationalized in RRoohhrruu,,  SShhiimmllaa  
((UU)),,  SShhiimmllaa  ((RR)),,  TThheeoogg,,  RRaammppuurr,,  DDooddrraa--KKwwaarr,,  KKoottkkhhaaii,,  NNeerrwwaa,,  SSuunnnnii,,  CChhooppaall,,  
KKuummaarrssaaiinn,,  TTiikkkkaarr,,  NNaannkkhhaarrii,,  JJuunnggaa,,  CChhiirrggaaoonn,,  KKuuppwwii  aanndd  JJuubbbbaall..    
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3. Implementation Agencies, Partners and Planning for the Project:  

The Dept. of IT, Govt. of Himachal Pradesh is the implementing agency of the i–CoSC 
(Sugam Project).  
 
The DDiirreeccttoorraattee  ooff  HHeeaalltthh,,    UUrrbbaann  LLooccaall  BBooddiieess  &&  MMuunniicciippaall  CCoorrppoorraattiioonn,,  LLaabboouurr  &&  
EEmmppllooyymmeenntt,,  SSoocciiaall  JJuussttiiccee  &&  EEmmppoowweerrmmeenntt  aanndd  MMuunniicciippaall  CCoorrppoorraattiioonn,,  CCoouunncciillss  &&  
NNaaggaarr  PPaanncchhaayyaattss  aarree  ssoommee  ooff  tthhee  ppaarrttiicciippaattiinngg  aaggeenncciieess..  The Business Process Re-
engineering (BPR) of Land Records, Registration of Deeds and other services like 
issuance of various certificates has been done and these appear to have been effectively. 
The software has been developed in-house and the software has been working well.  
 
TThhee  NNaattiioonnaall  IInnffoorrmmaattiiccss  CCeennttrree  ((NNIICC)),,  HHiimmaacchhaall  PPrraaddeesshh::  NNIICC  hhaass  aallssoo  eexxtteennddeedd  ssoommee  
ssooffttwwaarree  ddeessiiggnn,,  ddeevveellooppmmeenntt  aanndd  iimmpplleemmeennttaattiioonn  ssuuppppoorrtt;;  aanndd  tthhee  cchhooiiccee  ooff  tthhee  ccaarrrriieerr  
ffrroomm  RReelliiaannccee,,  BBSSNNLL  oorr  AAiirrtteell  ((aanndd  iitt  wwoouulldd  bbee  BBSSNNLL  iinn  aallll  pprroobbaabbiilliittyy))  wwoouulldd  mmaakkee  
aavvaaiillaabbllee  cciittiizzeenn  cceennttrriicc  sseerrvviicceess  tthhrroouugghh  mmoobbiillee  ccoommmmuunniiccaattiioonn..  
BBeellooww  sstteeppss  wweerree  uunnddeerrttaakkeenn  ssyysstteemmaattiiccaallllyy  aanndd  iinn  aa  ppllaannnneedd  mmaannnneerr  bbyy  tthhee  II--CCooSSCC  
pprroojjeecctt::    
 
*Services needs assessment was carried out in the project sites. It was conclusively 
established in the Services Needs assessment that the  people are willing to pay user 
charges if the services are provided efficiently, in an integrated manner, at their doorstep.  
 
*An effective study of the design and workflow of Sugam has been completed. A 
Business Process Re-engineering model has been completed and the BPR model covers 
the process re-engineering of Land Records, Registration of Deeds and other services like 
issuance of various certificates have been done.  
 
Development of Software for Revenue Records, Deed Registration, Issuance of 
Certificates/ Licenses, Saarthi & Vahan, Employment Registration, Job Portal, Welfare 
Schemes (Pension, Senior Citizen/ Disability I-Card, Old age Pension), Senior Citizen 
Certificates, Arms License, Grievance Redressal, HRTC online booking, Mandi Rates, e-
Registration of Electors, HPSEB online bill payment, BSNL Bill Payment, Municipal 
Corporation Bill Collection, Death & Birth Registration, Web-interface for Pensioners, 
Examination Results, TCP Permissions, HPTDC online Hotel Reservation, Police- online 
complaint filing, Mandi Rates and Food & Supplies Weekly Rates have been developed 
and implemented.  
 
*An Integrated Web portal for i-CoSC project, brand, logo and portal for i-CoSC was 
finalised and portal was readied.  
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4. Services Provided:  

The HP Govt. has a major stake in the delivery of its services to the citizens, committed 
as it is to SMART (Simple, Moral, Accountable. Responsive and Transparent) 
Governance.  

More than 50 services (27 categories) are being made available. The transactions have 
been steadily increasing from the Centres. Enthusiastic participation of the consumers in 
the Centres has been experienced both from the rural and urban areas of the Shimla 
District.  
 
The categorization of the services is as follows: 
 
*Certificates vs. Licenses/ Permits  
*Utility Bill Payments 
*Social Services 
*Government to Business  
*Grievances  
*Electronic Filing of Returns 
*Revenue, Agriculture/ Horticulture Services Public Information/ Utility  
*Application Forms and Affidavits 
*Miscellaneous Services like Internet, Email etc. 
*Information about various Govt. Schemes.   
 
 
AAddddiittiioonnaall  aapppplliiccaattiioonnss  lliikkee  rreemmeeddyy  ffoorr  ccrroopp  ddiisseeaasseess,,  mmoonniittoorriinngg  ooff  wwoorrkkss  aarree  bbeeiinngg  
ddeevveellooppeedd  aanndd  aarree  pprrooppoosseedd  ttoo  bbee  uunnddeerrttaakkeenn  iinn  tthhee  PPhhaassee  IIII..  BBlloooodd  DDoonnoorrss  lliisstt,,  
TTeelleepphhoonnee//  eemmaaiill  ddiirreeccttoorryy,,  iinnffoorrmmaattiioonn  rreeggaarrddiinngg  tteennddeerrss//  vvaaccaanncciieess,,  HHRRTTCC  ttiimmee  ttaabbllee  
eettcc..  aarree  hhoosstteedd  oonn  wweebb..    
The Services both in terms of footfall and revenue growth; have shown a very impressive 
growth over last few quarter as is evident from some categories of services:  
(a) e-Praman: VVaarriioouuss  ttyyppeess  ooff  cceerrttiiffiiccaatteess  lliikkee  bboonnaaffiiddee,,  ccaassttee,,  ddoommiicciillee,,  aaggrriiccuullttuurree,,  
iinnccoommee,,  bbaacckkwwaarrdd  aarreeaa  cceerrttiiffiiccaatteess  iissssuuaannccee..    
HHiimmbbhhoooommii..    
HHiimmbbhhoooommii::  CCeerrttiiffiieedd  ccooppyy  ooff  RReeccoorrdd  ooff  RRiigghhttss  ((KKhhaattaauunnii//  JJaammaabbaannddii//  KKhhaassrraa//  
GGiirrddaawwaarrii))  
((cc))  HHIIMMRRIISS::  llLLaanndd  DDeeeeddss//  PPrrooppeerrttyy  rreeggiissttrraattiioonn..  
((dd))  SSaaaarrtthhii  &&  VVaaaahhaann::  ��DDrriivviinngg  LLiicceennssee,,  RReeggiissttrraattiioonn  CCeerrttiiffiiccaatteess  ooff  nneeww  vveehhiicclleess,,  
TTookkeenn  TTaaxx  ooff  CCoommmmeerrcciiaall  VVeehhiicclleess,,  CChhaannggee  ooff  AAddddrreessss  ((NNoonn--TTrraannssppoorrtt  oonnllyy)),,  TTrraannssffeerr  
ooff  OOwwnneerrsshhiipp  ooff  NNoonn--ttrraannssppoorrtt  VVeehhiicclleess.. 
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Category of service Transactions in 
January 07 

Revenue in 
January 07 
(Rs.) 

Transactions in 
February 07 

Revenue in 
February 07 (Rs.) 

Transactions 
in March 07 

Revenue in 
March 07 (Rs.) 

Quarterly % 
Growth in 
Transactions 

e-Praman  2492 24920 1274 12740 2854 28540  
Himbhoomi 2550 46089 3122 45193 4373 72129  
HIMRIS 711 105095 300 36510 867 119390  
Saarthi 485 224855 520 206075 749 309020  
Vaahan 226 342433 182 201135 219 367008  
TOTAL  6464 743392 5398 501653 9262 896087  
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5. Beneficiaries:  

Both Rural and Urban people have been the beneficiaries of the Project. As part of the 
UNDP Mid-Term Evaluation, two Centres located in Shimla and Theog Tehsil of Shimla 
District was visited. It was evident that the implementation of the application roll-out has 
happened very recently, making the review process pre-mature. Nevertheless issuance of 
certificates (e-Praman) has been implemented in these two locations and is claimed to be 
implemented from all 16 locations; Property registration (HIMRIS) was implemented in 
both these 2 locations and 4 more, Revenue Records (HimBhoomi) was implemented in 
these two locations and 10 more; and Licenses/Permits (Vahan and Saarthi) has been 
implemented in 5 locations. The copies of land records (jamabandi) is made available to 
farmers across the counter, with instant attestation by the Nayab Thesildar. The 
participation of the women and small, marginal farmers that appear to be in pre-dominant 
strength in the rural areas; has been noticed.  

The number of transactions processed from the Centres is currently low, however has 
been showing an increasing trend. Lack of footfall could also be due to indifferent social 
mobilization and also due to lack of multiple services. In the Theog Centre part of Shimla 
Rural Sub-Division, the Nayab Thesildar covers 556 villages, and maintains Revenue 
Records of 40 Patwaris in a single location; resulting in substantial savings in cost and 
drudgery for the citizen. The projects appears to be serving the intended goal of 
facilitating delivery of Govt. services closer to homes for citizens in a difficult terrain. 
The beneficiaries interviewed during the MTR, expressed satisfaction in the reduction of 
drudgery. 
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6. Project Management and Institutional Arrangement:  

The implementation of the project is being done under the overall supervision of 
Secretary (IT), Govt. of Himachal Pradesh. A State level society headed by Chief 
Secretary, Govt. of Himachal Pradesh has been constituted to ensure better inter 
departmental coordination. Further, there is a Shimla District level society chaired by the 
Deputy Commissioners of the districts. The responsibility of the Project implementation 
in the field in Shimla rests with the district level society. The revenue generated from the 
i-CoSC centres is collected by the Shimla District Level Society and is used for meeting 
the recurring expenditures of the centres and for furthering the ICTD projects in the State. 
The revenue is proposed to be shared between the District level and State level societies 
as per a pre-determined formula. 
 
Extensive Citizen awareness programmes have been organized by way of advertisement, 
seminars/ workshops in schools/colleges and prominent offices. Resident welfare 
societies and extension wings of various departments for spreading awareness about the 
I-CoSC services. The Department of IT claims that Kala Jathas have been taken out to 
spread the message about the services even in the remote areas. The citizens have also 
been encouraged in the awareness campaign to write direct letters, e-mails to the 
departmental heads, deputy commissioners and even to the Secretaries. A commitment 
was given to the citizens for the review of the suggestions at the District and the State 
level every month so as to make the approach more citizen friendly.  
 
The Department of IT also undertook well-structured IEC (Information, Education and 
Communication services) by educating and motivating the concerned officials for 
bringing about a change in their perceptions as well as for bringing about a change in 
their attitude towards citizen services. An attempt was made to motivate the staff by way 
of interactive sessions as to how the I-CoSC Project is aimed at benefiting the population 
without anyhow reducing their importance in the entire administrative set up. The 
objectives of SMART Goveranance were clearly highlighted in these motivation 
sessions.  
 
An ongoing monitoring and evaluation process was sought to be introduced by the Govt. 
to help obtain feedback from the citizens and continuously improve the quality of 
services and speed of delivery.  
 
The citizens will be encouraged to write direct letters/ e-mails to the heads of offices/ 
departments, deputy commissioners and even to the Secretary/ Director of IT 
Department. Their suggestions will be reviewed at the District and the State level every 
month so as to make the approach more citizen friendly. Ultimately only the users can 
bring out the true picture as officials tend to be too convinced about whatever they are 
doing. 
 

Project Management Methodology:  
The project has been by and large implemented by a team of 8 professionals (including 
software professionals working under them) at the State level over a period of one year 
under the overall supervision of Secretary (IT), Govt. of Himachal Pradesh. Apart from 
them a team of software professionals from NIC, HP and Department of IT, HP worked 
on software development for the residual activities.  
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Front end delivery and citizen interface including operational responsibility has been 
assigned to the Private Data Entry Operators who have been imparted training and 
capacity building in the operation of the application, personality development and 
customer handling.  
Extensive Capacity Building efforts have been undertaken by the HP Govt. by rendering 
training to Government Officials has been provided at H. P. Institute of Public 
Administration and DOEACC, Shimla and SITEG Computer Centres at Shimla, 
Dharmshala and Mandi.  
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7. Technologies Used:  

The services are being offered in the Centres using tools and resources pooled from 
various sources including State Government.  
 
Client-Server Architecture is being used currently because HIMSWAN has not yet been 
implemented and Data Centre has not been setup. However, some applications like Death 
& Birth, Water / Phone billing, TCP Clearance, Mandi Rates, REFNIC, Blood Donors 
List, HRTC Reservation, Hotel Booking, Telephone etc. have been hosted on the web. 
Some of the Transaction based Applications are on SQL Server & VB.  
Installation of leased line connectivity & testing for backbone performance from Sugam 
to State Headquarter has been initiated by the HP Govt. and a MoU has been signed with 
bandwidth provider (BSNL) and agreement with HP India has been signed for the 
implementation of HIMSWAN. 
 
In the first phase connectivity in Shimla District will be provided down 

to Tehsil level to run Sugam centres. 
Specifications of Technical Architecture 
  
Software 

Item Qty 
Windows SBS Premium (MOLP) One at each centre 
GIST-SDK One at each centre 
MS Office(English) One at each centre 

Hardware 
Item Qty 
Server One at each level 
Clients 4 at Tehsil level, 5 at Sub-division level 

and 8 at District level 
Touch Screen Kiosk One at each centre 
Laser Printers: 
A3 One at each centre 
A4 Two at each centre 
DMP One at each centre 
Inkjet Printer One at each centre 
Scanner ADF One at each centre 
Web Cam (high resolution) One at each centre 
Biometric Device Two at each centre 
UPS (4 KVA) Online One at each centre 

 

Networking : Leased/ Dialup Line Connectivity between State HQ, Districts, Sub-
divisions and Tehsils/ Sub-tehsils operates. 
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Conformance to Open Standards: The Department of IT claims to have developed the 
application keeping in view the industry standards and has web based interface in 
conformance with open standards (.NET)  
 
Scalability: The Department of IT claims to have developed the workload balancing 
attempted through a single system image across clusters in the long run after connectivity 
stabilizes.  
 
Security: Authorization control at the application (different levels of hierarchy) and web 
service level, as well as for methods claims to have been provided. This security 
mechanism is adequate from the services delivery perspective.  
Only certified gateways for payments have been used. 
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8. Capacity Building:  

TTrraaiinniinngg  ttoo  GGoovveerrnnmmeenntt  OOffffiicciiaallss  iiss  bbeeiinngg  pprroovviiddeedd  aatt  HH..  PP..  IInnssttiittuuttee  ooff  PPuubblliicc  
AAddmmiinniissttrraattiioonn  aanndd  DDOOEEAACCCC,,  SShhiimmllaa  aanndd  SSIITTEEGG  CCoommppuutteerr  CCeennttrreess  aatt  SShhiimmllaa,,  
DDhhaarrmmsshhaallaa  aanndd  MMaannddii..  AAddddiittiioonnaall  TTrraaiinniinngg  CCeennttrreess  aarree  pprrooppoosseedd  ttoo  bbee  mmaaddee  ffuunnccttiioonnaall  
ttoo  hhaavvee  aa  mmoorree  eexxtteennssiivvee  ccoovveerraaggee 

Extensive Citizen awareness programmes have been organized by way of advertisement, 
seminars/ workshops in schools/colleges and prominent offices. Resident welfare 
societies and extension wings of various departments for spreading awareness about the 
I-CoSC services. The Department of IT claims that Kala Jathas have been taken out to 
spread the message about the services even in the remote areas. The citizens have also 
been encouraged in the awareness campaign to write direct letters, e-mails to the 
departmental heads, deputy commissioners and even to the Secretaries. A commitment 
was given to the citizens for the review of the suggestions at the District and the State 
level every month so as to make the approach more citizen friendly.  

The Department of IT also undertook well-structured IEC (Information, Education and 
Communication services) by educating and motivating the concerned officials for 
bringing about a change in their perceptions as well as for bringing about a change in 
their attitude towards citizen services. An attempt was made to motivate the staff by way 
of interactive sessions as to how the I-CoSC Project is aimed at benefiting the population 
without anyhow reducing their importance in the entire administrative set up. The 
objectives of SMART Goveranance were clearly highlighted in these motivation 
sessions. 
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9. Implementation Challenges & limitations:  

The number of transactions processed from the Centres is currently low, however has 
been showing an increasing trend. Lack of footfall could also be due to indifferent social 
mobilization and also due to lack of multiple services. In The Centre part of Shimla Rural 
Sub-Division, the Nayab Thesildar covers 556 villages, and maintains Revenue Records 
of 40 Patwaris in a single location; resulting in substantial savings in cost and drudgery 
for the citizen. The projects appears to be serving the intended goal of facilitating 
delivery of Govt. services closer to homes for citizens in a difficult terrain. The 
beneficiaries interviewed during the MTR, expressed satisfaction in the reduction of 
drudgery. 

It is advised that the services offered by the Centres may be prominently displayed and 
advertised in easy to understand Hindi with appropriate signs and symbols at the Rural 
Centres in particular. The waiting area for the Citizens in the Rural Centres may be 
improved and basic amenities may be made available, since the processing of some 
services becomes a time consuming process. Work on HIMSWAN is underway and with 
improved connectivity, transfer of data from the Sub-Divisional offices to the Divisional 
Offices will get facilitated. This shall also result in the delivery of more planned citizen 
services, making the Centres sustainable and viable. Other applications planned include 
pensions, remedy for crop diseases, employment exchange registration etc. are being 
developed. However, the workflow application is yet to be implemented. 
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10. Sustainability:  

For an Integrated Services Project such as I-CoSC; there are a number of factors 
that affect Sustainability of the Project and each one of them is sought to be 
addressed below:  

(a) Operational Issues:  

--Multiplicity of authorities: For the roll-out of the citizen services, setting up of the 
infrastructure, getting manpower, hardware and software, a multiplicity of Govt. authorities 
from the State HQs level to the District, Tehsil, Block and Panchayat level have to be dealt with. 
Multiplicity of authorities, including presence of large number of Govt. Departments raises 
accountability issues. In the case of I-CoSC the involvement of the State IT Department and 
setting up of e-Governance decentralized District level not-for-profit society streamlines the 
operational issues. The Housing of the Centres within the DM, SDM and tehsil offices also 
ensures reduction in time and drudgery.  

--Govt. Projects need champions: Conclusively it has been established in the case of e-
Governance projects; presence of a Project champion has a catalytic role in project 
implementation; and absence of a Project Champion retards the Project implementation. I-CoSC 
has a very strong champion consistently in form of the State IT Department and its Head.  
 
--Efforts needed for roll-out of larger number of Govt. and e-Government services: 
 
Reasons for low customer foot-fall and usage of the Govt. services, has been concluded 
to be a combination of very few services available from a majority of e-Governance 
Integrated Services projects. However delivery of a large number of citizen services from 
the I-CoSC enhance the Project sustainability.  

--Business Process Re-engineering (BPR) for the delivery of end-to-end service delivery:  

BPR has a direct impact on the delivery of the service. Due to a combination of operational 
issues viz. legacy data not digitized, non-acceptance of a computer-print out as a legal document 
by the authorities, getting back and forth endorsement from a large number of people; before the 
final document gets readied for use by the citizen. I-CoSC is very advanced in eliminating 
intermediate processes by undertaking high quality BPR; and the application has direct impact 
on the citizen’s savings.  

--Ineffective Design of the Kiosks and Customer Care facilities:  

Whereas in 15-20% Govt. Projects such as Bangalore One and Urban eSeva, Urban eMitra in 
Rajasthan, eSampark in Chandigarh, Sugam in NCT; there is a congenial waiting facility for the 
consumer with sitting place, air-conditioned ambience in some Integrated Service Centers 
equipped with newspapers, TV, toilets to help reduce drudgery; similarly in the case of I-CoSC; 
the waiting area is clearly demaracated, toilet facilities have been earmarked and there is 
drinking water facility. However rush time; these facilities may prove to be inadequate. 
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--Downtime of Computers and peripherals:  

In 75% of the Govt. Kiosks during last one year, hardware down time and breakdown in the 
service delivery has ranged from as much 3-5 days. These operational issues affect the server 
and data processing, due to which the delivery of the service also gets affected. The Laser 
Printers and Dot Matrix Printers remain prone to high breakdown time due to lack of servicing 
mechanism in the rural areas. Moreover the AMC Policies of hardware majors viz. HP who do 
not really offer service for stand-alone installation with few peripherals. Hardware majors expect 
the equipment to the delivered to the HPs service Centre for support. Consequently the 
Operators end up spending lot of time in getting their equipment repaired. 

However the IT Department has a backup arrangement for Printers. Data backups are also taken 
at the end of the day centrally. This has ensured continuity in the operations.  

--Lack of standards: 

There is a wide variation in the service and turnaround delivery standards both in the Govt. and 
the Business services. Some times variations occur even within a District & Tehsil itself. There 
is a great need to define service delivery standards for the citizen to ultimate benefit from the e-
services.  

(b) Successes: 

--I-CoSC Ensuing equity and participation:  

The Govt. Kiosks has set up mechanism from the first stage itself, ensuring participation of the 
weakest of the weak, and poorest of the poor.  

--Ensuring delivery of the services to the under-served:  

Regardless of the population density and target segments; I-CoSC has ensured delivery of 
services in remote hamlets.  

--Ensuring transparency and openness:  

The project claims to be following a very well designed and documented Monitoring & 
Evaluation System, that ensures concurrent audit of the procedures and systems. This results in 
efficient record keeping since it is subject to audit and inspection. Therefore transparency and 
openness is ensured automatically in the process.  

--Ensuring fair and consistent pricing:  

The project is ensuring very fair and consistent pricing.  

(c)  Failures:  

--Manual interventions by the Govt. authorities delays service delivery: 
Manual interventions by the District, SDM and Tehsil Authorities, delays the 
delivery of the services. For large number of G2C services, Govt, intervention is 
still needed and the `desk’ to `desk’ follow-up does not go away. Even the 
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issuance of birth and death certificates; the manual signatures and attestation by 
the Officials delay the process.  

--Citizen’s complaints not get redressed efficiently:  

Probably it is still very early in the project implementation to ensure that the citizen’s complaints 
get redressed efficiently by the Govt. authorities to whom the complaints are forwarded. Hardly 
15% complaints appear to be getting redressed by the authorities. 

--Corruption and Malpractices:  

Our research has revealed corruption and malpractices in some of the Registration, e-Panchayat 
Projects. Sufficient checks and balances need to be put in place to ensure that corruption and 
malpractices do not take place.  
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11.  Replication:  

The IT Department has formulated a strategy to actively integrate the pilot 
project into the emerging CSC scheme and also in the roll-out of the NeGP. 
Work on HIMSWAN is underway and with improved connectivity, transfer 
of data from the Sub-Divisional offices to the Divisional Offices will get 
facilitated. This shall also result in the delivery of more planned citizen 
services, making the Centres automatically replicable in other parts of the 
State.  
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12. Project Outcomes: 

Technological Outcomes:  

As part of the UNDP Mid-Term Evaluation, two Centres located in Shimla and Theog 
Tehsil of Shimla District were visited. It was evident that the implementation of the 
application roll-out has happened very recently, making the review process pre-mature. 
Nevertheless issuance of certificates (e-Praman) has been implemented in these two 
locations and is claimed to be implemented from all 16 locations; Property registration 
(HIMRIS) was implemented in these 2 locations and 4 more, Revenue Records 
(HimBhoomi) was implemented in these two locations and 10 more; and 
Licenses/Permits (Vahan and Saarthi) has been implemented in 5 locations. The number 
of transactions processed from the Centres is currently low, however has been showing 
an increasing trend.  
Roll-out of the below Services has ensured improved Citizen services and reduction in 
drudgery: 
• Certificates (Birth/ Death Certificate, Caste Certificate, Other Backward Class 

Certificate, Domicile Certificate, Handicapped Certificate, Marriage Certificate, 
Nationality Certificate, Non-Encumbrance Certificate, Solvency Certificate, 
Surviving Members Certificate, Income Certificate) 

 
• Registration (Birth, Marriage) 
 
• Revenue (Property registration, certified copy of Khatauni/ Jamabandi/ Khasra/ 

Girdawari) 
 
• Licenses/ Permits [Driving License, Registration Certificates of new vehicles, Token 

Tax of Commercial Vehicles, Change of Address (Non-Transport only), Transfer of 
Ownership of Non-transport Vehicles, Issuance of Conductor License, Ration Cards]. 

 
• Agriculture/ Horticulture (Information about Mandi rates in respect of identified 

commodities in important Mandis and extension of this concept even for local 
Mandis, Remedy for crop diseases from experts through remote assistance). 

 
• Utilities (Application for an electricity connection/additional loads, Electricity Bill 

payment, Water & Sewerage Bill payment, Telephone Bill payment, Property Tax, 
House Tax). 

 
• Application Forms and Affidavits of all Government departments and autonomous 

organizations 
 
• Government to Business (Information regarding tenders, Tender Forms, 

Downloading of forms related to Tax payments) 
 
• Social Services (Family pension, Old age pension) 
 
• Grievances (General complaints, Complaint status & Reminder, Suggestions) 
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• Public Information/ Utility (Employment Exchange Registration, Employment 
Opportunities, Examination Results, Road Transport Time Tables, Reservation of 
HRTC Tickets, Government Notifications, Tourism related information, Filing 
Passport Applications, Right to Information, Citizen charter)  

 
• Electronic Filing of Returns (Income Tax, Sales Tax) 
 
• Information about various Government Schemes, release of funds to PRI/ ULB and 

their accounting, and list of beneficiaries in different schemes 
 
Social and empowerment outcomes: 

The Institutional framework for the conceptualisation, implementation and delivery of the 
I-CoSC project is sound with the State Govt’s IT Department taking complete ownership 
of the Project. The formulation of the District level e-Governance Societies chaired by 
the District Collector, besides have the participation of the Sub-Divisional Magistrates 
(SDMs) and other State Govt. Departments.. This Institutional framework ensures self-
sustenance apart from providing sustainability mechanism for the project. The District e-
Governance Society is strengthening decentralization as an essential pre-requisite to 
people’s centered development, in conformance to the 73rd and 74th Constitutional 
amendments on democratic decentralization.  

The Project has set up mechanism from the first stage itself, ensuring participation of the 
weakest of the weak, and poorest of the poor.  

Regardless of the population density and target segments; I-CoSC has ensured delivery of 
services in remote hamlets.  

The project claims to be following a very well designed and documented Monitoring & 
Evaluation System, that ensures concurrent audit of the procedures and systems. This results in 
efficient record keeping since it is subject to audit and inspection. Therefore transparency and 
openness is ensured automatically in the process.  

The project is ensuring very fair and consistent pricing.  
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13. Key Lessons Learnt:  

The IT Department has formulated a strategy to actively integrate the pilot project into 
the emerging CSC scheme and also in the roll-out of the NeGP. Work on HIMSWAN is 
underway and with improved connectivity, transfer of data from the Sub-Divisional 
offices to the Divisional Offices will get facilitated. This shall also result in the delivery 
of more planned citizen services, making the Centres sustainable and viable. Besides 
below lessons emerge from the Project very clearly: 
 
(a) Careful balancing of the Supply-Demand: Service demand assessment appears to 
have been done carefully: Increase in the number of transactions is indicative of the 
demand. Yet from sustainability of point of view of service delivery, it is very important 
to careful balance between Supply and Demand of services.  
 
(b) Necessity of Integration of the Project with the Local Self-Government (LSG) 
and Panchayat Raj Institutions (PRIs) : The project has successfully completed this 
integration; and brought multiplicity of departments all under one roof. 
 
(c) Housing of the Centres within the DM, SDM and Tehsil Premises under a sound 
institutional arrangement: It has been noticed that the decision to house the Centres 
within the LSG buildings, has significantly enhanced the sustainability of the project.  
 
(d) Discard Subsidization : Consumers from all walks of life are prepared to pay for 
reliable and enhanced services.  
 
(e) Connectivity is not the panacea for sustenance and efficiency : 
 
Availability of uninterrupted connectivity cannot reduce the significance of: :  
 
--Value added content understandable in local languages, preferably customized per local 
community’s needs.  
--Value added services that offer to the citizens value for money, ensuring reduction in 
drudgery and strain.  
--Community mobilization and participation.  
 
(f)Ensuring Equity in the running of I-CoSCs: The project conclusively demonstrates 
inclusion of the Dalits, Backward Castes, Women and Physically Challenged people 
Most of the country faces huge power cuts, ranging from 2 hours to 18 hours per day, and 
some parts of the country do not even get power supply for days at a stretch for e.g. in the 
harvesting and sowing season. Sustenance of the e-Governance Projects in the absence of 
effective, clean power supply without surges, spikes is very difficult. Large number of 
Projects spend huge sums of money for operating the Generator sets, apart from incurring 
the capital costs in the Generators and Invertors some of which are very expensive.  
 
 (g) Necessity for encouraging home-grown ICT application and field deployments: 
The Project’s sustenance and replication in the field has emerged from the innovative in-
house application and BPR.  
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(h) Efforts needed for roll-out of larger number of Govt. and e-Government 
services: The project has already implemented many services and is in the process of 
implementing few more.  
 
(i) Integration of the CSC roll-out with the existing Kiosks and Project: 
 
Since most of the existing Projects have successfully demonstrated the proof of concept; 
efforts has been made by the State Govt. to integrate them with the CSC roll-out, apart 
from ensuring competing structures are not created as this would send wrong signals to 
the rural consumers.  
 
If this integration is carried out effectively; not only would the coverage of the service 
delivery points increase, but also roll-out of the services would get strengthened.  
 
(j) Strong, Uniform and consistent Branding for e-Governance service Delivery 
Points and Kiosks: 
 
The project has successfully demonstrated clear branding in the market place..  
 
(k) Integration of the Project with other initiatives and programs of the Central 
Govt. and State Govt.: 
 
To best of our assessment considering the Demand-Supply situation and the ground 
realities; there is no scope for such competing structures in the rural India. Competing 
structures would threaten service delivery quality, create confusion in the minds of the 
consumers where to go and for what; apart from working at cross-purpose; and it is here 
the Project scores very high.  
 
(l) Felt Need for Informational services on Govt, schemes: 
 
The Project is starting to get huge traffic for Informational Services on Govt. schemes 
from the Kiosks, apart from getting downloadable forms. The setting up of a seamless 
portal in local language covering many schemes and programs of the Govt. is a welcome 
step. A unified, information platform enables the rural citizens to get information at a 
click of a mouse 
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14. Appraisal and Recommendations:  
 
It is advised that the services offered by the Centres may be prominently displayed and 
advertised in easy to understand Hindi with appropriate signs and symbols at the Rural 
Centres in particular. The waiting area for the Citizens in the Rural Centres may be 
improved and basic amenities may be made available, since the processing of some 
services becomes a time consuming process 
 
Formulation of a Village Level/Panchayat Level Governance Structure triggered by 
Community-Driven Development (CDD) for the e-Governance Kiosks: 
 
The transformational nature of ICT in human development , particularly that for the rural 
populace can no longer be disputed. Several researches and field studies have also 
conclusively established the over-arching and all encompassing role of the Communities 
in the upkeep and functioning of an Asset created. These are the lessons to be learnt even 
from the failures emanating from Health, Education and Water Supply Infrastructure 
created in Independent India. With little ownership of the communities and a top-down 
approach, most of these assets from these sectors have been wasted in the Rural as well 
as Urban India; forcing the Govt. to implement a Community-Driven Development 
(CDD) approach (www.worldbank.org) during last five years for the assets and public 
goods creation. It is advised that I-CoSC may want to move towards the stage of 
communities owning and operating these assets; ensuring their longevity and value for 
them.  
 
We recommend formation of an SDM-I-Cosc Community led Management Committee, 
with a strong ownership of the local PRI and local community leaders. This Committee 
may be given powers to interface with the local SDM. Tehsil and District officials for the 
roll-out of the citizen services.  
 
Discard Subsidization : The MTR has conclusively established failure of subsidies in 
ensuring sustainability of projects and hence the citizens may be charged the market rates 
for the services. Technical, Institutional and Financial sustainability of the Project can be 
ensured only by a solid framework, in which all players viz. the District, SDM/Tehsil 
level officials and State Govt’s departments recognize the value of high quality, 
committed citizen services; integrity and hard work over anything else, for ensuring the 
sustenance of the Project.  
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EXECUTIVE SUMMARY 
 

The project is being implemented by the Bangalore –One  Directorate (now re-
designated as the Directorate of Electronic delivery of citizen services(EDCS) of the 
Government of Karnataka( GOK ) with the vision to provide to the citizens of Karnataka, 
on a One- Stop basis, all G2C and G2B services and information of departments and 
agencies of Central, State and   Local Governments in an efficient, reliable, transparent 
and integrated manner, through easy access to a chain of Integrated    Citizen Service 
Centers (ICSC's) and the Internet. 
 
 The following is the set of Objectives proposed for B1 Project 
 
• To provide  Government and Business services in a convenient and efficient manner 
• To enhance the accountability, transparency and responsiveness to citizens needs  
• To provide cost-effective methods of service provision to the departments and 

utilities 
• To ensure speed and certainty of providing the services through enforcement of 

Service Level Agreement with the PPP 
• To enable the Government departments and agencies to focus on their core functions 
 
Several state governments have introduced or are in the process of establishing CSCs in 
some form or the other. But the most notable among them is the e-seva centers operating 
in AP. Started in2001,these centers are operating  not only in the capital, Hyderabad but 
also in several other towns.B1 was determined to learn from the experiences of e-seva 
and do better than them. Luckily, the same consortium that implemented the e-seva was 
chosen as the PPP partner for the B1 project. 
 
 All B1 centers are spacious, have uniform appearance, 10-15 counters, and 
seating capacity for 50 waiting customers. They have an EQMS system which keeps 
track of the time taken for each transaction which determines the efficiency and 
performance level which is linked to the payments that the PPP partner receives. 
Currently, there aare17 centers operating  and two more are likely to be opened before the 
end of 2007. Services of 17 govt departments/agencies(G2C) and 9 private 
businesses(B2C) are being offered. This number keeps going up.  The centers operate on 
a24x7 basis .No initial payments have been made to the PPP partner. He gets paid only 
the transaction charges  which are performance related through well formulated SLAs 
which stipulate penalties for poor performance and rewards for better performance. There 
is therefore good incentive to the partner to perform well and grow .The govt departments 
are also bound by the SLAs to keep their backend operations efficient .several 
departments have closed their captive payment counters once B1 has become operational, 
eg. the RPO in Bangalore does not accept passport applications at it offices any more. 
But, BESCOM is still operating its own bill collection centers also. The plan was to set 
up 50 B1 centers but now a days they are finding it difficult to get space. 20 mini b1 
centers each having only three counters are going to be commissioned soon on an 
experimental basis. 
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Observations and conclusions  

 Success of the B1 project is due, in good measure ,to the well designed SLAs of 
the contract and a properly worked out mechanism to measure the performance 
parameters and monitor the SLA mechanism itself. Adequate care has also been taken to 
ensure that the contract is not unilateral. This could be a bench mark which could be 
followed in the case of future projects to be implemented based on the PPP model. 
 
 Several innovations and new features have been introduced in the B1 system to 
reduce the transaction time and waiting time for the customers and in a sense the project 
has benefited from choosing the same PPP partner who had implemented the e-seva 
project. 
 
 A CSC is not just a service center to pay bills ,but it also reflects the face of the 
government to the common man and from it he judges how responsive the government is 
towards his needs. B1 can definitely take pride that it has projected a good image in this 
regard. 
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1. Background 
 
 
  One of the endeavours of the NEGP is that “All Government services must be 
accessible to the common man in his locality through a One-stop-shop (integrated service 
delivery) ensuring convenience, efficiency, transparency and reliability” This is precisely 
the vision with which the GOK has formulated the B1 project. The B1 Project seeks to 
redefine public service through its focus on the common man. The vision of the 
B1Project is “to provide to the citizens of Karnataka, all G2C and G2B services and 
information of departments and agencies of Central, State and Local Governments on a 
One-Stop basis in an efficient, reliable, transparent and integrated manner on a sustained 
basis, with certainty, through easy access to a chain of computerized Integrated Citizen 
Service Centres (ICSC's) and through multiple delivery channels like Electronic Kiosks, 
mobile phones and the Internet’ 
 
 The decision to start a project called Bangalore-One on lines similar to the e-Seva 
project being implemented by the government of AP was taken in March 2004.It was also 
decided that the project be implemented in a phased manner. It is estimated that 
Bangalore would eventually need about 50 citizen service centres to provide about 100 
G2B, G2C and B2C services in the Bangalore City.  
The B1 Project falls within the scope and nature of activities envisaged under the ICT for 
Development program for which the ,Dept of IT ,Govt of India was receiving UNDP 
assistance . Accordingly, DIT advised NISG to prepare a detailed project proposal in 
consultation with GoK and take up necessary preparatory action for expeditious 
implementation of the said project. . B1 is being implemented by the GoK under an over 
all Public Private Partnership Model with some grant assistance to be received from DIT 
through NISG, and funding of some of the components by GoK directly,. Accordingly, 
the responsibilities for implementation of B1 are cast jointly on GoK, NISG and the 
private partner(s).. NISG took on the responsibility of preparing a DPR for the project 
and designing the RFP( Request for proposals)based on the agreed Technology and 
Business Models. They also assisted in the bid evaluation and assisted in the design of 
change management strategy. On the basis of the RFP, open bids were invited and on 
evaluation of the responses, a consortium of M/s CMS computers and M/s Ram InfoTech 
Ltd . were chosen as the private partners. 
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2. Objectives and Goals of the project 
 
The Objectives of the B1 Project are 
 

• Initially, to provide 24 G2C services in a convenient and efficient manner through 
15 B1 Service Centres 

• To scale up the operations to cover eventually all the G2C services throughout 
Bangalore 

• To enhance the accountability, transparency and responsiveness to citizen's needs. 
• To provide cost-effective methods of service provision to the departments and 

agencies 
• To provide efficient and real-time MIS and EIS to the departments. 
• To manage the service provision through partnership with a consortium of Service 

Providers, selected through a competitive bidding process 
• To ensure speed and certainty of providing the services through enforcement of a 

Service Level Agreement with the selected Partner. 
• To enable the government departments and agencies to focus on their core 

functions and responsibilities by freeing them from the routine operations like 
collection of revenues and accounting, issuing of certificates etc, and thereby 
enhance the overall productivity of the administrative machinery. 
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3. Implementing agency/Partners in the project and planning 
 

GoK is implementing the Bangalore-One project on a Public-Private-Partnership 
model, the private partner being a consortium of M/s CMS Computers Ltd. and M/s Ram 
Infotech Ltd. The responsibility of delivering quality services in an efficient manner is 
cast on all the Partners. The project is being executed on a BOT basis with a heavy 
service orientation. The private partner has to take up the task of not only establishing 
Data Centres and Service Centres laden with hardware, software and networks but also 
has to deliver citizen services in compliance with the Service Level Agreement (SLA). 
The payments to the Service Provider/ Partner would be linked tightly to the compliance 
with the SLA. This would ensure that the public and private investments into the B1 
Project fructify into tangible benefits to all the stakeholders. At the time of selecting the 
private partner through open bidding, the bidders were required to quote the most 
competitive cost per transaction in the prescribed slabs, (as defined in the RFP), keeping 
in view, the possibility and scope for enormous increase in the number of services and 
number of transactions as the service becomes popular. 
 

In so far as the project is being implemented on a BOT model, the PPP partner 
would not be compensated additionally for developing the software required for 
providing more and more services or for the requirement to enhance the hardware, 
networks or facilities to handle increased volumes. The additional compensation to the 
Partner would be purely in terms of the additional revenue accruing out of the higher 
aggregate transaction charges. 

A clear definition of the roles and responsibilities of all the Partners in the PPP 
model, has been attempted to bring transparency, 
Accountability, manageability and efficiency into the project and avoiding any 
ambiguity. 

 The following are the roles and responsibilities of GoK, the Selected Partner, 
Participating Departments and the Project Director B1. 

 
Responsibilities of GoK 
 
As owner of the Project, the role of GoK in the successful implementation of B1 includes 
discharging the following responsibilities: 
 
• Ensuring that all the participating departments take active part in the B1 project; 
• Selection and identification of the locations for the operations of the B1 service 

centres, and more locations in future as may be needed to establish more B1 
Service Centres 

• Site preparation including adequate space for parking; 
• Giving a uniform and attractive look and feel to all the B1 Service Centres, both 

externally as well as internally in keeping with the Service Oriented Approach 
• Providing furniture for setting up of adequate number of citizen service counters, 

which shall be in the range of 10 to 15 
• Issuance of Government Orders, wherever required, on policy issues like 
  i. Providing services through electronic service centres. 
  ii. Acceptance of payments through the service centres and their accounting. 
  iii. Discouraging/Scaling down manual operations in terms of collecting taxes, 

bills etc. from the participating Departments. 
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• Contacting GoI Departments/Agencies like Passport Authority, BSNL etc to secure 
the permission for them to join the B1 Project. 

• Effecting a tie-up with a Bank or financial institution to handle all the cash 
transactions as well as transactions through instruments that occur in the service 
centres of B1 on a day to day basis, 

• Constitution of a separate organization structure for administering B1. 
• Creation of suitable structures and procedures to ensure that the revenues due to the 

partner are paid on time in terms of the SLA/ Agreement conditions. 
• Creation of a mechanism for resolution of disputes that may arise between B1 and 

the partner. 
• Meeting the cost of the PC’s required for the counters at B1 Service Centres of the 

first phase, namely, upto 200 PC’s in the 15 Service Centres. 
• Contracting certifying auditors for BS 7799 compliance at the Data centre and 

citizen centres, regarding data security aspects, and paying their charges. 
 

Responsibilities of PPP Partner 
 
The business model of the project is based on a transaction-based service charge payable 
to the PPP service partner that is paid by the Director B1, on a monthly basis strictly in 
conformity with the conditions stipulated in the SLA. With this guiding principle, the 
following roles and responsibilities have been assigned to the PPP Partner : 

• Design, development, testing and installation of a secure, scalable Application 
Software system for B1, adopting open, interoperable standards 

• Procurement of the Hardware for all the service centres of B1, 
15 to be setup initially and upto 35more to be setup in future with required 
number of counters at each Service Center, so as to ensure compliance with the 
requirements of the SLA.(GoK will bear cost of 200 PC’s to be deployed at the15 
service centres in the first phase. The partner will be responsible for all other 
hardware and peripherals). 

• Provide the required trained counter operators to man the B1 counters, including 
the leave reserve,(the PPP Partner will be responsible for recruitment, training 
and controlling the operators. The cost of the salaries will be reimbursed by 
GoK to the extent of Rs. 4000 per shift per counter per month plus 20% reserve. 
The PPP partner would be responsible for making all the statutory payment on 
account of appointment of the counter operators on its rolls) 

• Setting up a Data center at Bangalore for hosting the B1 applications(The data 
center should be scalable to support upto 50 Service Centres of B1 to be set up 
eventually in Bangalore City). 

• Installation of the Hardware, peripherals and System Software at the data center, 
the Service Centres and at any other place required by the Solution Architecture. 
The sizing, procuring/licensing and operation of the hardware, peripherals and 
system software shall be the exclusive responsibility of the Partner. The 
requirement for this purpose is to meet the SLA metrics, especially the 
requirements at the peak hours on peak days. 

• Providing connectivity with adequate bandwidth to the Data Center being set up 
by GoK at Bangalore, to act as the Disaster Recovery Center for the B1 Project.  
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• Setting up the DRC operations at the GoK Data Center for hosting the 
applications of B1 (the cost of the hardware, system software and other 
infrastructure required to host the DRC for B1 Project will be borne by GoK) 

• Setting up of the networks in line with the Network Architecture. The sizing, 
procuring and operation of the bandwidth shall be the exclusive responsibility of 
the Partner. The requirement for this purpose is to meet the SLA metrics, 
especially the bandwidth requirements at the peak hours on peak days. 

• Training of the operators selected to man the counters at the 15 service centres of 
B1, including leave reserve, and such larger number of Service Centres that may 
be established in future.  

• Establishing security services at all the B1 sites in respect of protecting physical 
assets. 

• The PPP partner has to conform to BS 7799 compliance at the Data centre within 
1year of B1 project going live. The PPP partner has to conform to BS 7799 at the 
citizen centres within 2years of B1project going live. The responsibility of 
contracting certifying auditors and paying compensation to them belong to GoK. 

• Design and printing of stationery, including, receipts, forms, certificates, in paper 
or other medium as needed by different applications. Appropriate forms/ 
certificates will have to be designed as a part of the application for the different 
service organizations. 

• Effecting overall coordination with all the participating agencies/Departments to 
achieve successful launch within the prescribed time. 

• Providing the G2C services listed in the RFP , and any other services to be 
included within the scope of B1 project in future, conforming to the SLA 
prescribed in the RFP. 

• Collection of money in the form of cash, cheques, DD and credit cards from the 
citizens at the B1Service Centres, accounting for the same and remitting it to the 
respective departments and agencies of GoK, in accordance with the laid down 
procedure. The PPP Partner will also be responsible for making good, any loss on 
account of mis-appropriation or short collection by the operators or any other 
members of staff deployed by the partner. 

 
Responsibilities of participating Departments 
 

• Participating departments shall computerize their respective department services 
by developing suitable applications and maintaining the databases on a real-time 
basis. 

• Departments intending to participate in the B1 Project should enter into a Service 
Level Agreement with the Director B1, to ensure that they discharge their 
responsibilities in an accountable manner, particularly in relation to the 
maintenance of databases, backend applications and security systems to support 
the requirements of the front-end delivery systems to be set up under the B1 
Project 

• Participating Departments shall also undertake the maintenance of intermediate 
servers as in case of BSNL. 

• The servers of the departments shall be up during the period when the counters 
are scheduled to operate or as per the timing agreed between participating 
department and the PPP Partner of B1. 
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• The Participating departments will co-ordinate with the PPP partner for the 
development of B1 application software for provision of services to the citizens 
through the B1 systems, including the following: 

 
i. Providing the business logic along with the necessary data structures to 

the PPP partner, in relation to the G2C services and any other services 
to be included within the scope of B1 project in future. 

ii. Providing required access to the Database(s) of the department. 
iii. Explaining the functional requirement of the MIS expected from the 

B1 Project. 
iv. Specifying the mode of connectivity to the departmental server(s) 

where their database(s) is stored. 
v. Defining the required throughput for the B1-to-dept link. 
vi. Sizing and scaling up the department's servers and/or tuning their 

application software to meet the demand of the B1 service counters to 
comply with the SLA terms. 

vii. Ensure that the central server infrastructure of the department is made 
accessible for integration with the B1 system, and that these servers 
are capable of supporting the transaction volumes that arise in B1 
Service Centres, including the capacity to handle the peak hour traffic 
on a peak day. 

• The participating departments and agencies will take all such security measures 
including setting up firewalls, as are required to prevent unauthorized access to 
their databases and systems. 

 
Responsibilities of Project Director, B1 Project 
 
The Director, B1 will secure permissions required for providing the B1 system with 
access to the databases of the associated departments as needed, in consultation with the 
departments. Major responsibilities of the Director, include. 
 

• Ensuring a close coordination with all the participating departments. 
• Popularizing B1 Project through a media plan for attracting the attention of 

citizens. 
• Releasing the payments towards the service charges to PPP partner, within the 

time prescribed in the SLA. 
• Levying penalties on the PPP partner and the participating department whenever 

SLA metrics are not met. 
• Examining MIS generated through B1 Software and making appropriate 

interventions for promoting those services/Service Centres that are observed to be 
falling behind in the growth of transactions. 

• Collecting the service charges from the participating departments or from the 
citizens depending on the nature of the transaction and the SLA with the 
departments. 

• Identification of New Services to be introduced in the B1 project. 
• Co-ordination with govt. departments in securing fast track clearances for 

connectivity between the data center of B1 and backend department on the one 
hand and the data center and the Service centres of B1 on the other hand. 

• Training of staff identified by GoK and B1 staff. 
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• Engaging/Conducting the third party security audit for the application & 
infrastructure. 

• Finalization of the formats for the pre-printed stationery in consultation with 
Departments of GoK participating in B1 Project. 

• Ensuring that the B1 organization, including the PPP Partner and the departments 
participating inB1, are responsive to the needs of the citizens and putting in place 
appropriate grievance lodging and redressal mechanisms for this purpose; 

Ensuring that the departments participating in B1 comply with their responsibilities, 
specially in relation to the SLA requirements. 
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4. Services Provided  
 

 As of now 12 government departments and agencies and 9 private agencies are 
offering their services through 17 B1 centres that are spread across the city. Their list and 
the services provided for them is as below,  
 
G2C  (Government to citizen Services) 
 

I. BWSSB 
1. Viewing and Payment of monthly bills 
2. Grievance Redressal 
3. Receipt of Application for New Connections 
4. Statement of Accounts 

 
II. BESCOM 

1. Viewing and Payment of monthly bills 
2. Filing of Grievances 
3. Statement of Accounts 
4. Search for consumer 

 
III. BSNL 

1.Viewing and payment of monthly bills 
 

IV. RTO 
1. Renewal of Learner’s License 
2. Issue of Road Tax for Transport Vehicles 
3. Issue of B-Extract of Vehicles 
4. Payment Against Challan 

 
V. Stamps &Registration 

1. Providing market value assistance 
 
      VI.        BMP 

       1. Payment of Property Tax 
       2. Issue of copies of Birth Certificate 
       3. Issue of Death Certificate 

 
     VII.       RPO 

1. Sale of New Passport Application Forms 
2. New Passport Application Registration 
3.Application for new passport for minor 
4.Renewal of passport for major 
5. Renewal of passport for minor 

   VIII.      Department of Labour 
1. Renewal of registration certificates of Shops and commercial 
establishments 

 
   IX.          Bangalore Police 

1. Collection of fines  
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      X.    Cellone 
   1.Payment of postpaid bills 

     XI.     BMTC 
 

    1. Issue of monthly pass 
    2. Issue of passenger identity card 

     XII.    IRCTC 
    1. Train ticket booking 
    2. Train ticket cancellation 

 
B2C (Business to Citizen Services) 
 

I.        Tata Teleservices 
    1.Viewing and Payment of Bills 

II.      Spice Telecom 
    1.Viewing and Payment of Bills 

III.    Airtel 
   1.Viewing and Payment of Post Paid Bills 

IV.    Reliance 
   1.Viewing and Payment of Bills 

V.     Spice Telecom 
   1.Viewing and Payment of Bills 

VI.    Western Union Money Transfer 
    1. Money Transfer Services 

VII.   ING VYSYA 
    1. Payment of Insurance premium 

VIII.  IRCTC 
     1. Train ticket booking 
     2. Train ticket cancellation 

 IX.    Flight Raja 
    1. Air ticket booking 
    2. Air ticket booking status  

 
The following services are expected to be added soon 
 
 I-Tickets 
 Booking of Tickets for 20 Cinema theatres in Bangalore 
 
Redbus.in 
E-Tickets for travel by bus for a network of 150 private bus operators in South India. 
 
The following is the list of centres currently operational in the city 
 
1.  Airport Road 
2. Banashankhari 
3.  HBR Layout 
4.  JP Nagar 
5.  Jayanagar 
6. Kalasipalyam 
7.  Malleshwaram 



 

 381

8.  Nagarbhavi 
9.  RT Nagar 
10.  Rajajinagar 
11.  Shantinagar 
12.  Tannery Road 
13.  Vijaynagar 
14.  Yeshwanthapura 
15.  Sriramapuram 
16.  Infosys 
17. Government Secretariat 
 
At all the centres except the last two, one counter is operated on a third shift basis also 
i.e. they operate on a 24 hr. basis 
Two more centres are expected to be set up before the end of 2007. They are 
Koramangala and Indira Nagar. 

Eventhough the B1 directorate and the PPP partner are desirous of opening more 
centres, currently expansion is limited by non-availability of space. Initially the project 
was lucky to have got space for the first 16 centres from BMP, BDA, BESCOM etc. 
Because of the rapidly escalating real estate prices now days, it has become difficult to 
get space in Bangalore. Recently, BDA has offered to give 20 built up stalls that they had 
built for some other activity, which was later on dropped. These are comparatively 
smaller rooms of only 145 sq.ft. and would enable operation of only three counters as 
opposed to around fifteen in the regular B1centres. These will be connected by broadband 
network and would provide almost all the services. They will operate from 8AM to 8 PM 
only. These are also likely to be commissioned before the end of the year. 
  As per the contract, the addition of new B2C services is to be approved by the B1 
Directorate as it has to be ensured that these services are not added at the cost of the G2C 
services, which is the raison d’etre of the centres. 
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 Abbreviations 
 
 
 
EC      Executive Council 
GOI      Government of India 
GOK      Government of Karnataka 
GP      Grama Panchayat 
ICT      Information Communication Technology 
ITfC      Information Technology for Change 
ICTD      Information Communication Technology  
       for Development  
KSOU      Karnataka State Open University 
MM      Mahiti Manthana 
MS      Mahila Samkhya 
MSK      Mahila Samkhya Karnataka 
NISG                                                               National Institute of Smart Governance 
NMK                                       Namma Mahiti Kendra 
PRI      Panchayati Raj Institutions 
RTI      Right to Information  
UNDP      United Nations Development Programme 
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EXECUTIVE SUMMARY :  
 
The women empowerment programme that has been taken up in Karnataka as per of the 
UNDP-Govt. of India’s ICTD initiative by IT for Change; and - colloquially called 
Mahiti Manthana (translated as knowledge processes)-explores the use and role of ICTs 
like radio, video and computers in the empowerment process of disadvantaged women. 
MM directly addresses difficult to reach groups- poor, rural, non- literate women from 
disadvantaged castes and helps them to address their needs and issues and to realize their 
rights. For doing this, the implementing agency initiating ICT processes- IT for Change- 
has based itself on Mahila Samkhya, a women empowerment project, as an intervention 
point. ICT tools radio, video, help- lines and computers are the services provided to 
develop contextual processes for women empowerment. 
 
The women appreciate the recognition that they have been receiving post- radio 
broadcasts. Identification has more significance as it denotes being known as someone 
“knowledgeable”. This has a broader connotation than the identity received as being a 
member of the Sangha (which has so far been was restricted to few and only to women). 
Relatives also listen and appreciate women. 
 
The other important aspect is that some of the women feel that a process of their 
inclusion into the main stream has begun, with public recognition by radio broadcasts and 
the community accessing the Centres started by them, they feel that they are becoming an 
important part of the community.  
 
The NMKs (Tele Centres) have also created a platform that brings together women from 
different Sanghas/collectives. It has been observed elsewhere that various GO and NGO 
initiatives (of forming and helping women groups) have been depleting the solidarity of 
women. Mahiti Kendras have become focal points where the women of different 
collectives converge and use the resource centre facility.  
 
ICT interventions have rejuvenate discussions of the Sangha, thereby fulfilling one of the 
goals of MM. There is more enthusiasm to conduct Sangha meetings- ‘hemme, hurupu’ 
(pride and enthusiasm) to do more programmes.  
 
But whether the goals of empowerment are being met is a question, if empowerment 
means increased roles in decision making processes. For the women of the Sanghas, 
empowerment denotes gaining boldness, being able to contact and converse with the 
officials and being able to move around. They also perceive a change in their attitude- to 
educate children, ensure that child marriages are not encouraged. But how much of this is 
because of ICT remains a question. The quantum of change in empowerment process that 
is because of introduction and use of ICT is difficult to be assessed 
 
The empowerment process has a long way to go before power shifts or change in 
knowledge balance is noticed. New relationships that would change power equations at 
the village- via Internet connections (discussion on schemes, discussion on ailments, 
share ideas with others at the district etc) are yet to take place. RTI is being used now and 
help line is yet to take off.  
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1. Background: 
 
Governments in India have been introducing new mechanisms, techniques, principles and 
practices in administration to promote good governance. Some of these reforms have 
been influenced by globalisation and economic reforms and by Information 
Communication Technologies. Revolutionary changes in ICTs have been playing a major 
role in improving governance and changing the social landscapes around us. 
 
Over time, ICTs have made remarkable progress in various avenues, with focus more on 
building business models. In order to develop ICT’s, in contexts other than the it’s (ICTs) 
dominate paradigms, a number of programmes have been taken up by GOI, with support 
from UNDP and NISG. One such effort that -‘blends technological systems and 
processes with development realities’-1 has been in the context of women empowerment 
programme.  

The women empowerment programme that has been taken up in Karnataka- colloquially 
called Mahiti Manthana (translated as knowledge processes)-explores the use and role of 
ICTs like radio, video and computers in the empowerment process of disadvantaged 
women. MM directly addresses difficult to reach groups- poor, rural, non- literate women 
from disadvantaged castes and helps them to address their needs and issues and to realize 
their rights. For doing this, the implementing agency initiating ICT processes- IT for 
Change2- has based itself on Mahila Samkhya, a women empowerment project, as an 
intervention point. 3 

MS has been in existence since 1989, as a grass- root initiative designed specifically to 
educate and empower women of the socially and economically marginalized groups in 
the rural areas.4 MS works with collectives of women- the Sanghas and the Federations in 
the villages 5 It has a wide coverage and reach. 6 

The reason for choosing MS is because of its strong knowledge- based empowerment 
intervention with emphasis on education, access to information and increase in 

                                                 
1 Ref: www.ITforChange.net 
2 ITfC’s goal is to build an organization that envisions a society capable of effectively 
using ICTs as a tool to further progressive social change 
3 UNDP’s concept of upscaling of projects, incorporating new methods into the existing 
ones, than on starting parallel initiatives is also said to be one of the reasons for choosing 
MS as an intervention point 
4 MS is a Government of India project, placed with the Department of Education, 
Ministry of Human Resources. 
5 A Sangha is a group of 15 to 20 women. In every village, in which MS works, there 
would be three or more Sanghas. Sanghas are Federated at the Taluk for purposes of 
sustaining the empowerment efforts. A Federation- called Maha Sangha- covers 50 
villages. An Executive Council member is elected for every five villages, at the general 
body meeting held annually 
6 MS is being implemented in more than 15,800 villages spread over 63 districts in nine 
States - Andhra Pradesh, Assam, Bihar, Gujarat, Jharkhand, Kerala, Uttar Pradesh, 
Uttaranchal and Karnataka. In 2006-07, the programme extended to Madhya Pradesh and 
Chhattisgarh. 
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awareness.7 Working with the slogan of - “empowerment of women through education” 
MS stresses on the need for education programmes to play a ‘positive, interventionist 
role’ in bringing about women’s equality8  
 
ITfC has used the ground set up by MS in Karnataka with 17- years of experience of 
building collectives of women, to imbibe the technology concept. ITfC recognized the 
need for MS to get rejuvenated, to strengthen its sustainability concepts. “MS’s 
withdrawal strategy arose out of a need to lessen the demand on personnel and the 
intensive effort that is required to reach out to women located in villages spread far and 
wide. This necessitated MS to form Federations. But the Federation structure and 
robustness of its knowledge processes were not strong enough to enable such a 
withdrawal” 9  
 
ITfC also states that the “Information and Communication processes of MS have run into 
a block but is ready for a system change, without knowing how to” and that MM helps in 
addressing ‘the stalemate that MS processes seem to have reached’. MM therefore 
focuses on increasing the effectiveness of MSK intervention and empowering the SHG 
women and their Federations to manage their processes.10 The focus therefore is on 
sustaining women groups of MSK, and enabling it in its withdrawal processes.  
 
MM is being piloted in Karnataka 11, in Mysore district from 2005. Mysore has been 
chosen as the Sanghas are said to be to be working well12. Three Taluks, 13 Hunsur, HD 
Kote and Nanjungud have been chosen.14. Seven villages, Athhigupe, Hosavarchi and 
Bannikuppe (Hunsur Taluk), Chamanahalli Hundi and Rajegowdana Halli (HD Kote 
Taluk) and Karya and Nallithalapura (Nanjungud Taluk) have been selected, to set up the 
Resource Centres- based on the criteria of a minimum of 200 households in a village, 
accessability of the Centre to atleast six villages located within a periphery of 3  
kilometres of radius and a minimum of 6 hours of electricity supply. 15 That the Sanghas 
of MSK should be working well is also a criterion.  
 
 
 

                                                 
7 Empowerment of women is taken to mean by MS as: increased awareness and access to ownership of 
resources, protest against gender discrimination, changes in thinking and increased decision making roles 
of women at the household level. (As said by MSK functionaries during interactions for this study) 
8 For details on how MS was born out of the emphasis given in the New Education Policy see article by 
Kameshwari Jandhyala’s article on Empowering Education: the Mahila Samakhya experience.    
9 Ref: Refurbishing the Women’s Empowerment strategy- The New ICT Opportunity (paper circulated by 
ITfC, Mysore).  
10 The term SHG is used to describe a small group of 10 to 20 poor women who come together on 
voluntary basis to achieve common objectives of savings through thrift and self management, in order to 
prove their credit worthiness to the financial institutions, which would be difficult to achieve individually. 
The concept builds on mutual trust and helps, shared ownership, peer pressure, emphasizing group 
solidarity and togetherness. It was first introduced in India during the mid 1980s by MYRADA, an NGO of 
repute.  
11 The coverage of MS in Karnataka is wide too. It is being implemented in a total of 12 districts, with 2500 
Sanghas and 34 Federations 
12 In Mysore district, MSK is working in 222 villages, with 310 sanghas and five federations in five taluks. 
13 The three taluks cover 160 to 180 Sanghas. 
14 The selections are based on MSKs suggestion/s. These taluks have been the oldest Taluks in terms of 
MSKs intervention, and have incorporated MSKs Federation and Resource Centre Strategies. 
15 The work of starting NMKs at Nanjangud Taluk is yet to begun.  
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2. Objectives and Goals of the Project: 
 
MM has been initiated with the objective of adopting ICT as a tool for accelerating 
women’s empowerment and associated social change. ITfC claims that a quantum change 
is possible in the process of empowerment with the use of new technologies. The overall 
objective of this project is “to develop ICT-based systems suited for MSK's activity, so 
that the information and communication processes of MSKs self-help groups 
(SHG/sangha) and federations are sufficiently strengthened. This will allow them to 
function autonomously, and also work towards the goal of women's empowerment at 
higher levels of effectiveness” 16  
 
The intervention looks at developing ICT based processes and systems that are suited for 
MSKs resource centre activity. Lack of literary skills often alienates the women from the 
mainstream of development. But MM is based on the premise that the radio broadcasts, 
video programmes and computer based modules can fill the knowledge gap and provide 
women with new material and resources on key development topics such as legal rights, 
political participation, maternal health and so on. A multi- pronged strategy is followed to 
provide content on health, education, and other social and legal issues through this 
project.17  
 
The goal of MM is to accelerate the move of withdrawing the intensive institutional 
support of MSK and handing over of organisational process to the SHGs. Women’s 
empowerment groups is to directly engage with technology options. Gearing up the 
process of women’s empowerment and strengthening MSK’s information and 
communication processes are the goals of this project. MM does not restrict to making 
information available but enables knowledge processes to be built into the initiative. The 
goal is to develop Resource Centre strategies, establish a digital centre for women 
collectives and open Sangha Shale/s. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                 
16 Ref: This and other information are sourced from unpublished materials that were made available by 
ITfC, Mysore for facilitating this evaluation.  
17 MSK looks into these and many more issues. MSK works through: six committees in each of the 
Sanghas. Health, Education, PRI, Legal, EDP and Self- Reliance, and the concentration are on providing 
access and information on all of this.  
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3. Implementation Agencies, Partners and Planning for the Project: 
 
MM is implemented by ITfC, a non-profit organisation- located at Bangalore with an 
implementing unit started for this purpose in 2005 at Mysore. ITfC works in association 
with the District Implementation Office of MSK, Mysore.  
 
ITfC has been responsible for planning this project that has been done in consultation 
with MSK. While planning this initiative, a number of preparatory processes were taken 
up by ITfC, Mysore. Baseline Survey that indicates the characteristics of the villages in 
the project area in quantitative measures,18 Needs Assessment which concentrates on 
understanding the concept of Sangha women about empowerment (and 
disempowement),19 Village Mapping using participatory techniques, interaction with the 
opinion leaders, group assessments are some of the other methods used to plan the 
intervention of MM.  
 
The field visits for selecting the villages were done by ITfC, with guidance from MSK. 
The Telecentre initiative was preceded by way of opinion leader orientation and Sakhi 
training. The telecentre initiatives started in April 2006 and continued till January 2007.20 
The village entry process started much earlier. It started with Sangha orientation –in 
November 2005 (at Athiguppe) and in the months from January to March, 2006 in the 
villages of Chamanahundi, Bannikuppe, Hosavarachi and Rajegowdana Halli. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                 
18 ITfC’s baseline questionnaire was an exhaustive one with 183 questions relating to details on the village, 
households, sangha, MSK, ICT use etc. MSK as an organisation of long standing should have had much of 
the data that were covered by the Baseline Survey of ITfC. But ITfC had to socially mobilise women on 
the need for information and the need for Baseline Survey. ITfC found data with MSK insufficient and that 
it needed “more” qualitative data also. 
19 As per this, an empowered woman is someone who is brave, knows about legal, health and other issues. 
She knows the importance of education, works selflessly for the community, is patient and strong 
20 The centres were started on 24.04.06 at Athiguppe, 25.04.06 at Chamanahundi, 13.12. 06 at Banniguppe, 
05.01.07 at Hosavarachahalli and 11.11.06 at Rajegowdanahalli  
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4. Services provided:  
 
ICT tools radio, video, help- lines and computers are the services provided to develop 
contextual processes for women empowerment. 
 
Processing and broadcasting of radio programmes: Informal processes are provided in 
the production of weekly radio programmes. Women are encouraged to collectively listen 
to the programme and discuss the various issues that are addressed. So far, 60 radios have 
been given to various Sanghas. 38 scripts of radio programmes have been completed and 
aired. 
 
Processing and screening of video films: Videos are developed showcasing simple 
workshop recordings, process capture and discussions. The videos are shown to the 
women and discussions are held revolving around the video topics.  
 
The video component supports MSKs trainings, campaigns and activities. It also creates a 
platform for Sangha women to share their experiences and successes; motivational 
stories, videos that inspire, question and debate are encouraged. Three television sets with 
DVDs have been given to the Sanghas at Hosavaranchi, Atthiguppe, Chamanahundi 
Halli. The films are screened at various other Forums too.  
 
Establishing Resource Centre/s – Namma Mahiti Kendra (Our Resource Centre)- that 
are telecentres with computers and with Internet connections have been established. The 
centers provide information for the community. Five computers have been placed in five 
different NMKs, three have access to Internet connections. Each of the NMK is accessed 
atleast by 5-6 villages. 
 
Other Services in the offing: 
 
ITfC is in the process of building Sangha Shale’s (Sangha Schools) which integrates the 
three components of radio, video and Resource Centre. The Sangha Shale is not a pre-
planned initiatives but has emerged out of the processes of MM initiatives. Sangha Shales 
would provide space for women, a place where new options and plans are discussed, thus 
strengthening the concepts of institutional learning’s. ITfC looks at the Sangha Shales as 
institutional mechanisms by which women become accountable to their learning’s 
Discussions are on: on the location of Sangha Shale.21  
  
ITfC is also planning to start Taluk Hubs that would be Resource Centres at the Taluks. 
The Taluk Hubs would have easy access to the Federation of MSK/s, would enable 
sourcing and accessing information from different departments, and facilitate interaction 
with officials of different departments.  
 
 
 
 
 
 

                                                 
21 MSK is not very keen on starting the Shale/s as it is constrained by human and financial resources. 
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5.  Beneficiaries: 
 
The Sangha women, in the villages selected for the pilot, have been the direct 
beneficiaries of the programme. The exposure to new forms of communications and 
technology has been the main advantage of this programme.  
 
It is difficult to quantify the number of beneficiaries, given the reach and coverage 
especially of the radio programme. That ITfC and MSK have been receiving telephone 
calls from women enquiring about the possibility of setting- up Sanghas, from other 
districts and from urban areas too-are signs of the reach of ITC programme.22 
 
The number of television sets given to the Sanghas is minimal (3) but the video films 
produced by ITfC have been shown at various forums. MSK functionaries have been 
using the films at various meetings at Mysore and also sending it to their counterparts in 
other districts and states.  
 
The spread effect of the programme on the community, of other technologies too remains 
non- quantified. Processes are however on to record the visits to the Resource Centre. 
ITfC had installed– Visitors Software, in which the visits were being recorded. With 
technical problems in this, ITfC has now instructed the Sakhi’s to manually record the 
visits.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                 
22 The increase in the number of Sanghas could have been taken as a positive outcome of this initiative. But 
this does not seem to have occurred, as MSK does not work in urban areas. The requests from rural areas 
too are not processed due to shortage of staff at MSK. As a concept, MSK allows and expects the 
Federations to take this forward. Many a time the enquiry is from other women groups like Stree Sakhti, or 
from other districts- districts in which MSK does not work. The enquiry also is to find out about the 
location of resource centre that they can access. 
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6. Project Management & Institutional arrangement 
 
MM is managed by ITfC unit started in Mysore during September 2005. At present, there 
are 10 functionaries from a mix of development and communication backgrounds.  
 
With the intention of building community ownership into the processes of MM, ITfC has 
ensured that a Sakhi manages the Resource Centre and a Managing Committee monitors 
the Sakhi. 
  
Sakhi (translated means friend) is chosen and recruited by ITfC. In the process of 
recruitment, ITfC has ensured that the Sakhi is from the “community”, is locally based 
and has an understanding of the local dynamics. The Sangha members have the final say 
in the selection of the Sakhi. Sakhi is paid an honorarium of Rs.1000 by ITfC. The Sakhi 
may or may not be chosen from the Kishori groups of MSK23. The advantage of having 
been in Kishori group is one of increased awareness (on reproductive health concepts) 
and exposure (to training programmes).  
 
ITfC is trying to build a second line of Kishoris, informally by allowing 
other girls to assist Sakhi in data entry, accompanying Sakhi to meetings and 
on her visits to government offices.  
 
ITfC has facilitated the forming of Managing Committees, one at every NMK, with 7 or 
9 women members in each. A functionary from MSK and one from ITfC also find 
representation but without voting rights. The Self Help Groups24 – other than the one’s of 
MSK- are also included in order that they benefit from MM and feel as equal partners of 
the processes. The Managing Committee is a decision making body, it decides on the 
contents of various initiatives, selects the place for starting NMKs, selects and monitors 
the Sakhis. ITfC also keeps a vigil on Sakhi’s regularity at the centre using the online 
computer network. 
 
To increase the community involvement in MM processes, ITfC is visualising the start of 
User Groups initiatives. User Groups of watershed, natural resources and many more 
would be initiated to identify the information requirement of the village and place the 
requirement with the Sakhi. 
 
 
 
 
 
 
 
 
 
                                                 
23 MS emphasise on Kishoris too- girls who are 14- 18 years of age, who are taken through a number of 
awareness and other training programmes. There is however minimal organisational links between the 
Kishoris and MSK members except the passing of information on meeting dates. 
24 The term SHG is generally used to denote savings and credit groups, which may or may not deal with the 
empowerment aspects. The SHG concept is more in vogue now. The Samkhya groups are also into thrift 
and credit activities but since the emphasis is and has always been on empowerment, they prefer to call the 
collectives as Sanghas.  
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7. Technologies used 
 
MM looks at exploring the possibility of building on technologies that are appropriate to 
meet the needs of the Sangha women; to have maximum impact. ITfC creates value of 
the technologies by demonstration so that the demand for further programmes arises from 
the women. Both video and radio components, in this programme, are said to be different 
than most development communication models, as they balance between external 
knowledge and local input and interests.  
 
Radio Programme: A half hour weekly radio programme is broadcast on the Gyanavani 
FM Channel of KSOU.25 The content of the radio programme includes – Sangha Dwani 
(Voice of the Sangha), discussion on social issues, airing of serials, sharing of stories- 
success stories and other stories by way of interviews, exhibiting singing talents. This 
programme called Kelu Sakhi (Listen friend) is aired every Monday, bringing together 
women on a common platform to also participate in the ensuing discussions.26 
The collective listening and discussions strengthens women groups further, thereby 
rejuvenating the stipulated weekly meetings of the Sanghas carried out as a part of the 
MSK activity. MSK also uses this forum to announce the dates and locations of the 
forthcoming meetings. 
 
A recording and editing studio at the MM office with basic sound proofing devises and 
other equipments and a team of four working on the programme – writing scripts, 
conducting the weekly line up, editing and recording- result in the radio programme. 
Internal weekly meetings, attending the monthly meetings of MSK at Mysore to get slots 
for interaction with women (the slots for recording the programmes are at times when 
MSK conducts circle meetings which is a gathering of at least thirty women), checking 
recordings for quality of contents with careful reading especially on issues of caste, 
religion and gender- are ways by which top- down approach of communication is 
avoided. The recorded CD is given to the studio of KSOU for relay.  
 
ITfC intends to ensure that the women are actively involved in the entire process of 
production- providing ideas for programme content, giving their voices for the 
programme and so on. This would increase the collective identity of women as members 
of a larger group and thereby hasten the empowerment processes. ITfC is now 
encouraging the Sangha women to compeer the radio talks.  
 
ITfC handled the initial phase of radio broadcast, as the functionaries of MSK took time 
to grasp the potential of this media in supporting its activities. Now the MSK 
functionaries are forthcoming with ideas for the programme27  
 
Video Programmes: Ten videos have been produced so far. Issues pertaining to local 
self- governing bodies (on the three Standing Committees of the Grama Panchayat)28, 
                                                 
25 This initiative has been supported by the Common Wealth Education and Media Centre for Asia- 
Common Wealth of Learning. 
26 Radio broadcast is a regular feature on Monday nights at 9 pm and a repeat broadcast on Tuesday 
mornings at 9 am 
27 During December 2005, an understanding was reached on the sharing of roles and responsibilities 
between MM and MS on the programmes, with the result MSK also would generate ten programme ideas 
per month at their monthly meetings.  
28 Karnataka Panchati Raj Act stipulates forming of three Standing Committees: Production Committee, 
Social Justice Committee and Amenities Committee at the Grama Panchayat. 
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issues of alcoholism, gender related issues, leadership and importance of strengthening 
the Federation, awareness on health related facilities and health functionaries-are some of 
the issues that are covered in the video films. The films have been shown to women and 
Kishoris and others at different forums, at the meetings of the Federation and the Sangha.  
 
Videos are for specific audience and cover the immediate priorities of MS. Visual content 
and media is to aid the process of empowerment. MM feels that videos could be used as a 
stand-alone tool too- “a stand –alone training tool, a medium of self expression, a 
mechanism of identity building. A record of organizational history, a peer-to-peer 
communication vehicle, a lobbying platform for representing issues to government 
officials.” 29  
 
Discussion that follows the screening of the film helps in information dissemination and 
on facilitating knowledge-building processes. ITfC is placing video production in the 
hands of the women, with involvement of Sangha women, Sakhis and the volunteers.  
 
Tele centre component: 
 
MM focuses on situating the tele centres as an ICT strategy that improves a community’s 
access to knowledge and information regarding their rights and entitlements. The centre 
offers computer facilities and is supported by the trained Sakhi. Sakhi gathers 
information from various departments on schemes and programmes and makes it 
available to the community.  
 
The telecentre is also providing the meeting ground for Sangha women. It also provides a 
place that facilitates the visits of the officials to the village.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                 
29 Reference: December 2006, MM, IT for Change 
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8. Capacity building  
 
Efforts have been made by ITfC to build the capacities of MSK functionaries, Kishoris, 
EC members of the Federation and the Sakhis. 
 
The formal training component for the MSK functionaries includes training in computer 
basics and use of Internet and also Radio and Video workshops. 25 classes on 
fundamentals of computer, and 10 follow- up classes have been conducted, since 
September 2006. Some of the functionaries are also taking up classes on a one- to – one 
basis.  

  
Radio programme production basics and participation skills for MSK women started 
much earlier –in December 2005. Video Workshop: Orientation into production 
processes, sensitisation to processes, with hands on training have also been a part of the 
capacity building exercise.  
 
The slots in radio programme given to MSK functionaries also helps in building their 
capacities. The improvement in the presentation skills, over time, is a visible sign of the 
capacities being built. And the women themselves acknowledge this. This is an informal 
training method which would enable MSK women to use the skills in the production of 
such programmes elsewhere.  
 
MSK has been conducting monthly camps for Kishoris, training in various skills and in 
behavioural and attitudinal changes-at Mysore and also at the Taluk centres. This is 
captured as films and as audio recordings by ITfC, this not only becomes knowledge 
processes for the Kishoris when played back to them but also act as powerful 
mechanisms of thinking for Sangha women/mothers when they view this giving them an 
insight into the lives and aspirations of their children.  
 
Formal trainings for the Federation members have been restricted to trainings on RTI 
Act. Discussions and interactions with ITfC have become knowledge sessions that build 
capacities of the EC members. The EC members are actively involved as members of the 
Radio Committees which decides on the concepts and story line of radio programmes. 
 
The training of the Sakhis is a continuous and elaborate process. Sakhis are trained in 
computer skills for a period of six months at ITfC, Mysore. Their skills are continuously 
upgraded too. 30 
 
 
 
 
 
 
 
 
 
 

                                                 
30 Women of the Sangha have been building Sakhi’s capacity by taking her to various departments and by 
showing them how to interact with the officials.  
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9. Implementation Challenges & limitations 
 
Challenges in implementation:  
 
The programme has suffered setbacks due to several constraints. After completing the 
village selection and entry processes, Madapura and Kadapura villages were selected; 
ICfT was compelled to stall setting up of NMK. These two villages were selected in 
consultation with MSK but after a few visits, ITfC found that the orientation of the 
Sangha women were not sufficient to run and sustain the NMKs.  
 
The other constraint has been the change in Sakhi. In Bannikuppi, after orientation and 
training, the Sakhi refused to work at NMK as her parents objected to it. Further 
processes had to be postponed in this village till a new person was trained to be a Sakhi.  
 
At times, ITfC has found it difficult to find a neutral place for orienting the community 
and for enabling discussions. In Nallithalapura, the conflict between the SCs and the STs 
restrained dialogue and orientation processes, thereby prolonging the time taken for 
establishing NMK.  
 
In Rajegowdana Halli, the conflict between the Dalit and the other caste groups has taken 
such dimensions that the Dalit women refuse to come to the Resource Centre. The reach 
of NMK is therefore restricted to two of the four Sanghas in the village, two each of 
MSK and Stree Sakhti. As of now, the women groups of MSK are accessing the NMK31 
The household survey also got delayed because of the caste conflicts in this village.  
 
Lack of infrastructure has also created severe constraints in establishing and running of 
NMK at Bannikuppe, the Community Hall is half completed; the decision to build the 
hall was taken two years ago by the President of Grama Panchayat but has been stalled 
because of the change in leadership.32 NMK cannot be housed at a residence, even the 
one’s taken on rent, as family and personal conflicts and biases deter all women from 
participating.33  
 
The challenge is also one of bringing on board the Federation members. ITfC first started 
work with the Sanghas in order to encourage second line of leadership. A two-way 
intervention is said to have been attempted, with the result ITfCs interactions with the 
Federation is recent.34 
 
The limitations: 
 
The limitations include slow response from MSK functionaries in selecting five more 
villages for starting NMKs35 and also the frequent changes in the staff of MSK and 

                                                 
31 This is also indicative that the MSK programmes are not targeted to reach only the lower caste women. 
32 The Karnataka Panchayati Raj Act allows for a change in the Presidents once in two and half years time. 
Ref: The Karnataka Panchayati Act, 1993 
33 This was apparent at the time of field visit to Chamanhalli Hundi Halli. 
34 The reason given by ITfC is also one of changing leadership- elections to EC are held every year, with 
the result the members do not get enough time to grasp ICT concepts. But more often the same EC 
members continue to function for more than a year. There are many who have been EC members for more 
than 5- 6 years. 
35 ITfC has a target of starting 10 centres by the end of March 2008 
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shortage of staff especially the Community Resource Persons. Less frequent visits of staff 
to the villages have deterred the ITfC processes. Also, as made obvious from above, the 
suggestions and selection of villages made by MSK do not always match with the field 
realities.  
 
All the Sanghas of MSK and all of the women of the Sanghas are not on par. Some of the 
groups have had very limited exposure to the concepts of empowerment, this has been 
restricted to two –day training programmes at the Taluk on the six committees of MSK. 
This restricts the ability of women to grasp ICT components and processes. 
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10. Sustainability 
 
The concept of sustainability for MSK is one of federating the Sanghas and later on 
forming Resource Centres. The concept of sustainability of MM is also one of ensuring 
that the MM processes and NMKs– sustain by themselves after the implementation 
period of the project is over. Though the goal of both the projects is the same, it is 
apparent that the MSK groups and the Federations would sustain- with or without ICT 
Resource Centres. MSK considers that ICT could be one of the tools that would empower 
women and not THE TOOL of empowerment.  
 
The functionaries of MSK are unable to say whether the NMKs would remain functional 
in the years to come. They are of the opinion that if women by themselves had 
contributed – for e.g., monetarily and /or in organising televisions for viewing the CDs, in 
this case- the ones prepared by ITfC, the programme would have been more successful. 
Their apprehension is one of being unable to involve fully in this initiative due to 
inadequate funds and shortage of staff.36  
 
ITfC is making serious efforts at building up sustainable centres- sustainable in monetary 
terms- and in building up community ownership of the programme.  
 
One of the first aspects of covering the monetary component of sustainability is that of 
paying Rs. 1000 to the Sakhi. This cost is now borne by ITfC, the other costs include 
electricity charges (Rs. 100/), general maintenance (Rs. 1300 for servicing, stationary 
etc), travel of Sakhi Rs. 120/- or more, all this would add up to roughly Rs. 2500 
(including Sakhi’s salaries) in a month. Expenditure would also be incurred annually 
towards the maintenance of computers and other machinery.  
 
ITfC is optimistic that the community, the officials and the elected representatives, would 
use the services available at the Centre by paying for it. The Block Education Officer of 
Hunsur has resolved to use the Data Entry facilities available at the centre. The 
headmasters of various schools and the GP office are also being approached to avail the 
facilities. With broadband connection, Internet could be accessed when the results of the 
public exams are announced.  
 
Different (other) options are also being checked by ITfC- one is of enabling digital 
photography at the resource centre. Passport size photographs are needed for various 
purposes- applying for jobs, schemes and many more. Sakhis will be trained in 
photography. ITfC is also experimenting with the concept of using mobile technology 
that would enable women to maintain the Sangha accounts 37 Manpower can be 
substituted by technology: As of now, the savings and credit accounts of a Federation 
needs two persons to work for thirty days. Technology can do this in a shorter time and 
ensure that the honorarium amounts (given to the resource persons) remains with the 

                                                 
36 They fear that the centres may become like the Adult Education Centres that are non- functional due to 
lack of fund flow from the GOI, lack of political will to support the centres and the community’s 
indifference in maintaining the centres. The Adult Education Centres called the Continuing Education 
Centres are located in villages and serve a population of 2500. 
37 Of the 310 Sanghas in Mysore, 59 (formed by STs) have thrift and credit as one of the activities. MSK is 
of the opinion that only thrift and credit groups cannot host a programme like this, the groups should have 
imbibed concepts like ownership, empowerment. 
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Federation. Dialogues are on with other communication channels like Reliance (phones), 
for supply and sale of mobile currency cards via NMKs.  
 
The process of using the NMKs is on, instances are cited wherein the headmaster of 
Hosavarachi village has used this facility to get the question paper printed. The Resource 
Centres are also getting remuneration by way of charging for computer training offered to 
the children. So far, 160 children have learnt fundamentals of computer from this 
initiative (40 from Athiguppe, 20 from Hosavarachi and 80 from Chamanahundi) and 
many more are learning.  
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11. Replication 
 
As per ITfC, scalability and replicabality aspects have been built in this initiative. MSK 
functionaries from other districts in Karnataka have been showing an interest in starting 
this initiative by approaching ITfC and the State Office of MSK. MM can be scaled up in 
areas in which MSK works.38 The time span needed to install and operationalise ITC 
would be shorter as ITfC has gained expertise in developing radio, video and other 
production modules that could be used. In a time span of 4- 5 years, the ICT components 
could get operationalised.  
 
A word of caution, development issues of this kind are sensitive and influenced by a host 
of socio- cultural factors and would have different impacts and implications elsewhere. 
MSK functionaries feel that such an initiative is more difficult to be implemented in 
northern Karnataka districts, the complexities in socio-cultural environment and skewed 
gender imbalance in this region would make it more difficult for this programme to 
become effective.  
 
Can this experiment be replicated elsewhere– in other women empowerment programmes 
started either by the government39 or by the NGOs. 40 It can be but only if the request 
comes from the women’s groups. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                 
38 The 11th Plan of GOI has endorsed that ICTs would be imbibed in MS concepts.  
39 Stree Sakthi (women power) programme is another women empowerment programme started by the 
GOK in 2000. 
40 There are many NGO initiatives. One of scale and magnitude comparable to that of the Government 
would be that of Myrada.  
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12. Project outcomes  
 
Technology Outcomes:  

 
Exposing women to the use of various technological possibilities and setting up of 
Resource Centers have been positive outcomes of MM.  

 
Radio programme, by far, seems to be a successful programme. A request for starting of 
more Sanghas from other villages and districts is the proof for its wide coverage and 
effective functioning.  

 
Video programmes are yet to benefit the women fully as most of the centres are yet to 
start full-fledged viewing. However, those of the women who have viewed films made by 
ITfC consider this to be an effective means of communication; women show more 
interest in viewing than listening to classroom lectures. 

  
The youth and children have benefited from computer learning, which are offered in the 
vicinity with affordable fee structure. Two women of the Sangha from Athiguppe and 
two from Hosavarnchi have dabbled with the computer, using the paint option to draw 
houses and fill them with colours, thus giving shapes to their dreams.  
 
 Another positive outcome of MM has been the documentation. MM works with a strong 
focus on research and documentation and this would help future projects.  

 
Social and empowerment outcomes: 
  
Women have gained confidence in using simple technology. The positive aspect seems to 
be one of identity created for the women within the community. Often ignored, women 
like the recognition that they have been receiving post- radio broadcasts. Identification 
has more significance as it denotes being known as someone “knowledgeable”. This has a 
broader connotation than the identity received as being a member of the Sangha (which 
has so far been was restricted to few and only to women). Relatives also listen and 
appreciate women. 
 
The other important aspect is that some of the women feel that a process of their 
inclusion into the main stream has begun, with public recognition by radio broadcasts and 
the community accessing the Centres started by them, they feel that they are becoming an 
important part of the community.  
 
The NMKs have also created a platform that brings together women from different 
Sanghas/collectives. It has been observed elsewhere 41 that various GO and NGO 

                                                 
41 The Karnataka Urban Infrastructure Development Corporation interweaved poverty alleviation 
components with that of infrastructure for an ADB supported initiative in urban Karnataka (1996). Forming 
and federating SHGs was a part of the poverty alleviation component. With the acceleration of SHG 
process, many NGOs and others too- started SHGs, which lead to breaking women into different groups, 
creating different identities. Ref: India: Promoting Urban Social Development through Self Help Groups in 
Karnataka. A case study from the ongoing evaluation of the Karnataka Urban Infrastructure Development 
Project in India  
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initiatives (of forming and helping women groups) have been depleting the solidarity of 
women. Mahiti Kendras have become focal points where the women of different 
collectives converge and use the resource centre facility. This is a positive outcome, 
though at present it seems to be suffering from teething problems. 42  

. 
ICT interventions have rejuvenate d discussions of the Sangha, thereby fulfilling one of 
the goals of MM. There is more enthusiasm to conduct Sangha meetings- ‘hemme, 
hurupu’ (pride and enthusiasm) to do more programmes.  
 
But whether the goals of empowerment are being met is a question, if empowerment 
means increased roles in decision making processes. For the women of the Sanghas, 
empowerment denotes gaining boldness, being able to contact and converse with the 
officials and being able to move around. They also perceive a change in their attitude- to 
educate children, ensure that child marriages are not encouraged. But how much of this is 
because of ICT remains a question. The quantum of change in empowerment process that 
is because of introduction and use of ICT is difficult to be assessed 
 
The empowerment process has a long way to go before power shifts or change in 
knowledge balance is noticed. New relationships that would change power equations at 
the village- via Internet connections (discussion on schemes, discussion on ailments, 
share ideas with others at the district etc) are yet to take place. RTI is being used now and 
help line is yet to take off.  
 
On the negative side, some of the women at the grass roots feel that this is additional 
work and do not feel that this is their programme. They feel that their job is only to 
“maintain” the centres. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                 
42 ITfC functionaries were called to resolve conflict and to clear the misunderstanding that has arisen 
between the members of MSK and Stree Sakhti Sanghas at Chamanahalli Hundi  
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13.  Key Lessons Learnt 
 
The request for ICT should have come from the women groups. Movements like this 
grow because of the bottom- up approach. But ITC would never have been a request from 
these groups. Preparedness to ask for this technology should have been taken up by MSK, 
by way of exposure to ITC. 
 
Since MM is a sustainability concept, it should have been interwoven with the activities 
of the Federation. Many of the Sanghas are started by the EC member of the Federation, 
on request by women. The functionaries of MSK do not visit all the villages but send 
information on meeting dates to the members of the Federation. The EC member also 
facilitates implementation of MS concepts.  
 
The Federation should have been involved from the very beginning of MM initiative, as 
the ownership and responsibility of running this will have to rest with the Federation for 
effective implementation and for sustainability. As they are now, the Federation cannot 
take the responsibility of running the resource centre. ITfC is however planning to 
develop Taluk Hubs that the Federation would access and own.  
 
One view is that the Sakhi should have been recruited and paid by the Federation. 
Though the process of recruitment is ensured as a community initiative, since ITfC pays 
her salary, she is considered at present as an employee of ITfC.  
 
The meshing of the two organisations the one, which forms the base, and the one that 
introduces the ICT concepts should be a well thought out strategy.  
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14. Appraisal & Recommendations: 
 
MM is a pilot initiative and has been in operation since 2005. For an experiment of this 
kind, a longer period of gestation is needed before it is evaluated.43 The project is still in 
the process of being understood, the technological processes are being set up in many of 
the places and those, which have been established, are less than two years old. And even 
in this, many of the components are yet to be placed. For e.g. only three television sets 
have been given to the Sanghas so far. All of the Resource Centres, which have been set 
up, have not become operational and some are yet to take off- in Nanjungud Taluk the 
resource centers have not been established. As said by one of the MSK functionaries,  
“ now the thinking has started in this direction” (of ICT). It would take a minimum of 
five years for the processes to run as full-fledged components. However, the question that 
can and need to be addressed now is whether measures of this kind can reach the 
objective with which they have started – that of nurturing and encouraging grassroots 
women to be autonomous agents of change44.  
 
The process of empowerment is a movement and does not fit into a programme mode. 
Revolutionary changes cannot be expected, within a span of time, especially in a society 
that is ruled by patriarchal norms. Many experiments are being done with women 
collectives, as they are best suited for introducing programmes of this kind; women feel 
proud to own something new. The concern is one of women collectives becoming more 
and more vulnerable as they provide fertile grounds for various experiments.  
 
Which of the organisation will further facilitate absorption of change for the women and 
take the ICT concepts forward is to be seen. ITfC is building capacities of MSK to 
continue this, with training in producing videos and the like. Acceptance of ICT, 
integrating its concepts and owning up the programme by MSK becomes necessary for 
furthering the processes (of ICT). But the implementing unit of MSK at Mysore has not 
been adequately oriented to accept this project. MSK functionaries were not taken on 
board when the project started. The preparedness of the project should have concentrated 
on orienting the MSK staff, involving them in preparing the Action plan and more 
importantly, imbibing the skills of computer learning. Initially, the women of the Sanghas 
were taught what the functionaries of MSK did not even know. The decisions of the State 
Unit of MSK relating to MM did not “trickle down” to the district. There have been no 
guidelines given to the District Unit for implementing this project45  
 
The functionaries of the district unit of MSK have found it difficult to comprehend 
technology when introduced. They and the EC members of the Federation had felt that 
the women were not in a position to receive inputs on technology. They also felt that the 
process orientation methods are time consuming, slow and do not find a target approach 
of establishing ten centres in a year’s time appetizing. But with time, the district unit is 
slowly accepting the intervention and has been contributing concepts/issues to the 
production of video films and radio broadcasts. Now, dialogues and interactions have 

                                                 
43 The project period was from September 2005 to September 2007 and has been extended to March 2008.  
44 ITfC plans to conduct Endline survey, which will assess the impact comparing data with baseline on 
indicators like health, knowledge, information, use of ICTs. Etc.  
45 One of the functionaries, interviewed for this project, said that MKS has specific guidelines to be 
followed for every programme but for ICT, this has not been forthcoming. 
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started on various issues between the MSK and ITfC and also between MSK and the EC 
members of the Federation.  
 
ITfC claims to have taken a proactive role to engage MSK in all levels of the telecenter 
component. So far, the telecenter concept is said to have been a highly collaborative 
process, with input from MSK. MSK was involved in agreeing on the criteria to select 
villages for locating the telecenter, the concepts of MM are discussed at the monthly 
meeting/s. MSKs functionaries’ have also been taught computer skills but frequent 
changes (of staff) and lack of time to gain hands-on- expertise have deterred their 
progress. 
  
MM claims that they have allowed MSK to be largely equal partners in the process from 
the start, that all decisions are not made at the MM node, and multiple nodes of decision 
making exist46 But the two organisations have remained separate, a few of the functions 
are shared but way of funds and functionaries the two organizations have not converged. 
Some of the functions that MSK does- resolving conflicts, mobilising women – are being 
done by ITfC. Role clarity is important in future interventions of this kind.  
 
The functionaries of MSK are of the opinion that they could have owned the processes, if 
they had experienced it. They feel that the programme of ICT should have been with 
MSK, so that the concepts of technology are imbibed in all of MSKs programme. But 
then the project would have suffered from problems of implementation that MSK often 
faces in terms of human resources- shortage, frequent changes and slow recruitment.  
 
ITfC points to MSKs processes reaching a stalemate. MSK functionaries do not subscribe 
to this and reason out that their 17-year-old initiative would not have withered if ICTs 
were not introduced. They also feel that since MM is a sustainability concept, it should 
have been interwoven with the activities of the Federation as it is the EC women who are 
actively engaged in taking the movement of empowerment forward and sustaining MSKs 
efforts. ITfC is now keen on starting Taluk Hubs which the Federation women can access 
and own. To make the Federation own the process, one way could have been recruiting 
the Sakhi via the Federation. At present, the process of recruitment of Sakhi is ensured as 
a community initiative, but as ITfC pays her salary, she is considered as an employee of 
ITfC. 
 
The Sangha women, in the villages selected for the pilot, have been the direct 
beneficiaries of the programme. But this does not mean that all the 15 to 20 members of 
every Sangha are equally benefited. The take off points of learning and adopting are 
different for different women (as it would be for men too). Also, the 17 years of 
experience of MSK in building Sanghas and Federations have had effects in terms of 
creating awareness and increasing boldness. 47 The quantum of change introduced in the 
lives of women by ICT is difficult to fathom. 
 
Also, is the quantum of change proportional to the investments made? A Cluster 
Resource Persons who manages 25 villages and in the process manages 25-30 Sanghas 
gets Rs. 3500 as salary per month. The expense of her travel to the villages is an 

                                                 
46 December 2006, MM, IT for Change  
47 It is beyond the scope of this study to discuss the impact of MSK. It is suffice to point out that the MSK 
Sanghas are regularly evaluated as a matter of internal policy. 
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additional expense that is paid on actual. The investments made to introduce ICT, 
compared to this, are far greater than this. 
 
Initiatives of this kind should have come from the women’s groups. It is an accepted 
norm to ensure that the requests of any kind- starting of micro-enterprise, request for 
bank linkages etc-is always expressed by the collectives of women. The functionaries of 
MSK are of the opinion that the Sangha women would never have expressed any interest 
to start ICTs as their exposure to it has been minimal. The first step perhaps should have 
been to create awareness among women on this and slowly build up a tempo that would 
motivate women to express an interest in starting such initiatives. This would go a long 
way in sustaining the project. 
 
The vastness of the spread of MSK provides scope for MM to scale up its activities 
within this canvas, but a judicious decision would be to wait till the goals of MM- 
developing Resource Centre strategies, establish a digital centre for women collectives 
and open Sangha Shale/s are reached and well established in Mysore. The advantage of 
learning here and having developed ICT modules are in favour of ITfC. 
 
     **********     
 
A brief note on methodology: 
 
Apart from collecting and analysing data from secondary sources of information, three 
NMKs were visited during the course of the fieldwork. Radio programme that was 
broadcast and the discussions that followed were also observed. Some of the videos 
produced by NMKs have been viewed. 
 
Interactions were held with the field functionaries of MSK – group interactions to get an 
insight into the project, interactions with key personnel of MSK and one-to-one 
interaction with the ex- coordinator of the district unit to verify some of the data. 
 
Functionaries of ITfC were met formally at the project office –initially to get an insight 
and later group discussion was held with some of the project staff. Two of the Sakhis 
were also interviewed.  
 




