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 1.0. Introduction: 

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 nongovernmental 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. 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) National Data Bank/State Data Centres (SDC)

(c) Common Service Centres (CSC) 

 The Department of Information Technology (DIT), Govt. of India’ proposes to facilitate the establishment of a network of more than 100,000 Internet enabled ICT access points termed as CSC. The scheme has since then been endorsed by the Union Cabinet; and the 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. 

This background paper attempts to examine the existing ICT for Development and e-Governance Models; most of which deliver Govt. to Citizen (G2C) and Business to Consumer  (B2C) services from Information Kiosks. The paper also takes a Snapshot view of existing initiatives dividing them into “Successes” and “Failures” and attempts to extract lessons learnt from the success and failure stories. The paper also attempts to pose several unanswered questions including integration of the  existing projects into the overall CSC framework. 

2.0. Kiosks Business Models: 

Information Services Kiosks Definition: An Information & Communication enabled retail consumer-driven, cost-effective and `citizen-friendly’, shared community, facility, equipped to render variety of Business to Consumer (B2C), Government to Consumer (G2C) services. The ownership of the Kiosks gets governed by the backend service backbone, since backend technology is a significant contributor to the front end service delivery from the Kiosks. Consequently if the backend service delivery mechanism is managed and operated by a Govt. agency; the front end delivery gets facilitated either by a Govt. or a PPP or for that matter 100% Private Kiosk. Even in the backend architecture design; various types of ownership possibilities—Govt., PPP, Private or NGO--emerge; however regardless of the backend service backbone ownership; in this paper we examine the front end service delivery model.  

A variety of  Kiosks Business Models broadly  emerge:  

(a) Govt. Kiosks Models: Since the 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; majority of the Kiosks researched are owned by the Govt.  Broadly the Govt. owned and Govt. run Kiosks offer services in the below service domains: 

· e-Municipality

· e-Panchayat
· Integrated Citizen Service Centres 
· Properties and Assets Registration and Transfers
· Transportation. 
· e-Taxation

· Agriculture and Natural Resources Management and Informational Services

· e-Health including Tele Medicine

· Informational  

Out of the estimated 12,000-13,000 Kiosks in the country; 45% Kiosks are owned by the Govt. or Govt. mandated Agencies. Out of these 45% overall Kiosks; over 65% Kiosks across the country are  located in the rural and peri-urban areas; and remainder in the urban areas.  

(b) Private Kiosks Models: The Private sector has a major interest in expanding   its market share in the rural markets as well as tap the rural market for its integrated supply-chain management. Large number of Private Companies including some top notch companies viz. ITC, Tata Group, Unilever, ICICI Bank, Mahendra’s have set up   Private Sector Kiosks in various parts of the country. 

Estimated 35% Kiosks are owned by the Private sector and majority of them are owned by ITCs International Business Division. 

© Public-Private Partnership Kiosks: A PPP framework involving any category of partner viz. Govt., Private Sector or NGO; bring together multi-stakeholder public and private sector partners working  together towards shared goals and objectives. Each PPP partner in the Kiosks Operations contributes time, money, expertise, and other resources in kind for the sustainable running of the Kiosks. Out of the total Kiosks studied, less than 10% Kiosks operate in the PPP Mode. 

(d) NGO and Civil Society Kiosks:  The NGOs and Civil Society have been having a major interest in leveraging the over-arching role of the ICTs in human transformation. Therefore large numbers of donor-driven NGO models have been working in the Rural areas on wide ranging ICT for Development and e-Governance issues. The Right to Information Act (RTI 2005), the World Summit on the Information Society (WSIS) has further contributed to the mushrooming of Information Kiosks run by the Civil Society Groups. 

3.0. Operational Issues, Successes and Failures of various types of Kiosks Models: 

3.1. Govt. Kiosks Models:`

3.1.1. Operational Issues: 

--Multiplicity of authorities: For the roll-out of the services from the Kiosks, 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. Creation of IT Departments in various states and setting up of e-Governance decentralized District level not-for-profit societies,  have tried to streamline some of the operational issues; yet a lot needs to be done so that the Kiosks Operators as well as the backend Managers end up having a smooth functioning. 

The District level e-Governance Societies have the District Collector or the DM as the Chairperson; and since the Revenue functions under the DMs direct jurisdiction; the delivery of the Panchayat services becomes relatively easy. However for the delivery of Municipal services from the same Kiosks, there is a major challenge due to multiplicity of authorities; and e-Governance Project implementation. 

--Govt. Projects need champions: We have conclusively established presence of a Project champion has a catalytic role in the project implementation; and the absence of a Project Champion retards the Project implementation. 

The eMitra Project in Rajasthan significantly slowed down after the transfer of Director (IT), and even the running eMitra societies in different states started experiencing difficulties in getting requisite support from the District Administration. 

--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 the projects including Rural Digital Services (RDS offering 7-8 services at this point of time) of Karnataka in which Bhumi Land Record has been integrated; or for that matter even eSeva (over 25 services) of AP, eMitra of Rajasthan (6 services), Akshaya (6-7 services). Delivery of large number of services has been promised by the Project Proponents for a long time, unfortunately the roll-out of the services from the Kiosks has been very tardy. Even though current services from the Kiosks might be getting delivered cost-effectively and efficiently, there is no reason for the citizen to visit the Kiosks if the number of services available are few and far in between.

To recap, on an average in a majority of the projects only three to four categories of Billing and Citizen Services are being offered predominantly.

--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. Some states have advanced in eliminating intermediate processes by undertaking high quality BPR; and the projects from these states have a direct impact on the citizen’s savings. 

Case Study I : For e.g. in Bhumi project in Karnataka implemented in 60 Village Kiosks and 203 Rural Kiosks; introduction of encrypted digital signatures has increased the number of land record transactions from the Researched Kiosks; which have introduced a four stage process to ensure secure delivery of a correct land record: 

--Tamper-proof, unique hologram that gets pasted on the land record.  

--Running sequential number given to the Kiosks Operators given the responsibility of generating land records. 

--Water mark pre-printed land record stationary that the  Kiosks Operator is given for a fee of Rs. 10/- each land record which gets sold to the consumer for Rs. 20/- 

--Unique code and password for the remote computer of the Kiosks that allows the Kiosks  Operator to get hooked on to the State level Data Centre. 

The Village Accountant rotates between one and two Kiosks every day for signing the land records. 

Case Study II: CARD in  AP is another project to have carried out substantial BPR in the registration process by removing the manual computation and validation of the stamp duty; therefore   the consumer has got an immediate cost and time savings. The AP Govt. also undertook the Amendment of the Registration Act apart from Post-registration inspection of properties and system of market value assistance across the counter introduced. To supplement, these BPR, Telugu version software at 214 Centers using APSWAN was introduced. CARD also introduced Online Registration information services on the web, and development of property title database; and the linking up of the database of all land related departments viz. land revenue, municipal administration and irrigation. The CARD project also facilitated linking up of the EC database with banking network to facilitate speedier processing of applications for rural credit. 

However in majority of the states where the roll-out of the citizen services has been undertaken, at the first step the application for e.g. issuance of a caste certificate  is received at the counter by the Kiosk Operator and then sent to the Tehsildar or Mandal Revenue Officer for attestation and signatures. 75% of the transactions received in a Govt. Kiosk unfortunately need to go through a Govt. interface of attestation. 

--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; in a majority of the Rural and Per-Urban Kiosks such facilities are not available. The waiting area is non-existent. There is no waiting area and at times during rush season the situation becomes very difficult for the consumers. 

--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. We cite examples of SETU kiosks in Kolhapur, Kalyan-Dombivili Municipal Corporation, eDhara, eMitra kiosks to cite these examples. 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 Kiosks Operators end up spending lot of time in getting their equipment repaired.

Fortunately some of the Kiosks Operators have a backup arrangement for Printers. Data backups are also taken at the end of the day, and we have noticed data being passed to the Central Data Agency as well on a daily basis. This has ensured continuity in the operations. 

--Lack of standards :

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

3.1.2. Successes:

--Ensuring equity and participation: 

The Govt. Kiosks set up mechanism from the first stage itself, ensures participation of the weakest of the weak, and poorest of the poor. For e.g. in eSeva and Akshaya Kiosks certain Kiosks have been set aside for the women’s Self-Help DWACRA Groups in AP; and for the neighborhood  Kudumbashree Groups in Kerala. Even in Sukhmani in Punjab; certain Kiosks are reserved for the SC/ST and OBC categories. 

We do not find similar participation in the Private sector Projects, where we have concluded exclusion of the poor and weak.

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

Regardless of the population density and target segments; Govt. Kiosks ensures delivery of services in remote hamlets. Proof of this is the Community Information Centre (CICs) set up by the Govt. of India to serve the North-East population in Nagaland, Manipur etc. 

--Ensuring transparency and openness: 

Govt. Kiosks follow a very 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: 

Govt. Kiosks ensure very fair and consistent pricing. 

3.1.3. Failures: 

--Sustainability not ensured: 

Due to inherent complacent attitude of the Govt. the sustainability of the service delivery, quality of the service does not get ensured. 

--Manual interventions of  Govt. authorities delays service delivery:

Manual interventions by the District Authorities, or the Panchayat officials 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 issuance of birth and death certificates; the manual signatures and attestation by the Panchayat Officials delay the process. 

--Citizens complaints not get redressed efficiently: 

In most researched projects, we concluded that the citizen’s complaints are not redressed efficiently by the Govt. authorities to whom the complaints are forwarded. Hardly 15% complaints get redressed by the authorities (concluded from eSeva, Bangalore One, Gyandoot, eMitra; and even from e-democracy projects such as LokVani where complaint redressal is the key service delivery; there is a huge pendency and backlog in the complaints redressal.

--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. 

3.2.Private Sector Kiosks Models: 

3.2.1. Operational issues:

--Lack of investments and working capital:

Since the sustainability of the Rural Kiosks so far has been very difficult to ensure; the working capital constraints and investments have impeded, progress of the Kiosks Project. Out of 700 Kiosks started in  Mallapuram District by the Kerala Govt. by the Private Kiosks three years ago; only estimated 175 Kiosks Operator survive due to lack of staying power and working capital.

Even one-time subsidy cannot improve sustainability of a Project as is evident from the Maharashtra Govt’s 50% subsidy on total project cost of Rs. 52,700/- to be incurred by the entrepreneur in setting up of a Rural Kiosk in Baramati district, under the aegis of the Krishi Bazar Mahiti Suvidha Kendra. Twenty one entrepreneurs came forward to set up the Kiosk and availed the subsidy. Three years later, we find only one Centre viz. Priya Computers working under the aegis of the Krishi Bazar Mahiti Suvidha Kendra that was being facilitated by Vidya Prathisthan’s Institute of Information Technologu (VIIT) and with n-Logue as Technology Providers. All other Kendras have got shut down in last three years. The ones that survive in the market now; do so on the basis of their grit and determination. Priya Computers has survived; due to the entrepreneurial capabilities of its Promoter Mr. Pramod BabanRao Kansare; who manages to earn over Rs. 12,000/- from various service including Rs. 2,000/- from the farmers themselves for rendering them agriculture related information. 

--Flawed implementation of the Private Bulk Kiosks Operators roll-outs:

Studied Private Projects have indicated lack of transparency, fair deal and value addition for the Kiosks Operators, haphazard and inconsistent pricing in these roll-outs. Equity, participation have been compromised significantly in the name of Enterprise and Private Entrepreneurship development; whereas a balance can be evolved. Moreover these Projects thrive and sustain, based on substantial subsidization by the Govt. itself; yet Govt’s constitutional obligations of ensuring free and fair play for all; participation for all gets defeated in some of these models.

Defective, second-hand donated PCs hamper the delivery of services.  

The CSC rollout therefore has a lot to learn from these Private Project roll-outs and take corrective steps for the roll-out of the CSC scheme. Care and precaution needs to be exercised at all levels to ensure a transparent, well-thought of, legally and financially sustainable SCA, VLE arrangements that create a win-win situation for all stakeholders, apart from creating value for the citizens. . 

--Lack of support from Bankers and other Govt. Agencies:

Being a Private entity; there is an inherent distrust and lack of confidence amongst the allied Govt. agencies viz. the District Officials, Panchayat and Tehsil officials about the ability of the Kiosks Operators to render as per required standard to the citizen. 

Large numbers of Govt. employees operating with the Kiosks Operators find it difficult to evolve a harmonious working relationship. The Kiosks Operators need to work extra hard to work on this aspect of relationship and confidence building/

For e.g. in most of the Kiosks Projects, bulk of the Project proponents take very high security deposits due to cash handling by the Kiosks Operators. The security amount taken in the form of a Bank Guarantee ranges from Rs. 50 lakh to Rs. 1 crore depending on the Kiosks Operations license and cash handling. 

--Top level commitment needed from the Senior Management :

Entire Enterprise has to give a buy in for the e-Governance and Kiosks service deliver; only then the Project can be successful. For e.g. in the Murugappa Group Kiosks who started 24 Rural Kiosks for the supply-chain management kiosks for their sugar business; had to close large number of their kiosks due to lack of enthusiasm for the model from the supporting teams.   

--Inability to attract educated middle and lower level of staff by Private Kiosks Operators:

The rural markets do not offer sufficient attraction for the educated and qualified youth, particularly if they have to live and operate Kiosks in the villages. 

--Marketing poses a challenge for the Private Kiosk Operator: 

Constant marketing efforts need to be undertaken in creating higher demand for the G2C and B2C services offered by the Kiosks Operators. The Kiosks operators need to constantly evolve innovative marketing & business development strategies for enhancing the market demand by resorting to door-to-door canvassing for the usage of services and educating the consumers about the services. 

--Community mobilization and empowerment is not easy for the Private Kiosks Operators: 

The Private Operators are not able to easily get themselves integrated into the community, nor able to undertake effective Community Mobilization. For successful rural kiosks operations; it is very critical to integrate the rural kiosks with the community for which PRA and participatory meetings need to be accomplished. 

Even in e-Choupal, lack of community participation is evident, and large sections of the society are excluded. 

3.2.2. Successes: 

--Private Kiosks Operators generate felt need for Informational services on Govt, schemes:

Most Projects studied; get huge traffic for Informational Services on Govt. schemes from the Kiosks, apart from getting downloadable forms; and the Private Kiosks Operators have been able to consolidate Govt. informational schemes and services. 

--Private Kiosks Operators consolidate felt Need for value added, cost-effective Educational Services : 

Education Services offering basic ICT literacy, Advanced Computer Skills and e-Learning modules on Maths, Sciences and English; constitute over 40-45% of the services delivered from the Rural Kiosks. This segment of the market has been growing significantly due to changing knowledge economy; wherein even the rural citizens understand the value of good education and regardless of affordability want to avail quality, value addition educational services. The Private Kiosks Operators have a major contribution to play in this regard. 

Apart from these, there is also felt need for specific learning modules as is evident from the Arabic Learning Modules implemented by a large number of Akshaya Kiosks in  Kerala; Skills enhancement modules implemented by TaraHaat and eSeva as well. 

--Efficient sustainability Models:

The Kiosks Operators have been able to develop efficient sustainability models by their sheer grit and determination. Since their ultimate goal is financial and institutional sustainability; the service mix deployed by them as studied in some of the Kiosks Projects is very effective. 

The Akshaya Project in Kerala, demonstrates a very matured, multi-service, multi-offering business model. The  integration of the Kerala market with the Middle East & Gulf Market, apart from entrepreneurial skils of the entrepreneurs has facilitated an improved business model for the Kiosks Operators. Consequently the Kiosks Operators who work in the close proximity to the Panchayat’s earn anywhere ranging from Rs. 8000-10000/- per month and the Kiosks Operators working in the interior rural areas of Kerala delivering Akshaya services earn Rs. 6000-6500/- per month. 

In lesser developed business models and service offerings viz. Lokvani; one of the few projects in UP; the Kiosks entrepreneurs in the interior rural areas have been languishing due to poor demand for services as well as major infrastructural issues viz. power outages. However even though electricity is a very serious issue even in the District HQs/Taluka/Block level; due to investment in the Generator; the Kiosks Operators are able to earn higher income of Rs. 4,500-6,000-per month. 

3.2.3. Failures: 

--Connectivity is a serious issue: 

Despite development of CorDec and other broadband networks given for the delivery of the e-Governance services by the Kiosks Operators; it has been difficult for the Operators to get a reliable, high quality connectivity. Even now despite commissioning of the state wide networks; last mile connectivity issues have not been resolved so far. 

--Cash deposit in the Banks requires huge effort and cost: 

Most Private Operators have to travel long distances, spending lot of money for depositing cash in the Banks. This problem needs to be solved by providing easy access, on the door-step access to the Kiosks Operators for the cask pickup.

--Lack of sufficient footfall and demand: 

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 the projects including Rural Digital Services (RDS offering 7-8 services at this point of time) of Karnataka in which Bhumi Land Record has been integrated; or for that matter even eSeva (over 25 services) of AP, eMitra of Rajasthan (6 services), Akshaya (6-7 services). Delivery of large number of services have been promised by the Project Proponents for a long time, unfortunately the roll-out of the services from the Kiosks has been very tardy. Even though current services from the Kiosks might be getting delivered cost-effectively and efficiently, there is no reason for the citizen to visit the Kiosks if the number of services available are few and far in between.

To recap, on an average in a majority of the projects only three to four  categories of Billing and Citizen services are being offered predominantly.

Over-reliance on the delivery of Billing services affects long term sustainability of the Private Kiosks: 

We have collected sufficient evidence to show that the Bill Payment services viz. Utility Bills—Water, Electricity, Phone Bills—constitute over 85% transactions of a Kiosks or for that matter even from  Integrated Citizen Centers viz. Bangalore One, eSeva, Setu, eSampark, eMitra. Other services notably the citizen services, e-Governance services, Birth & Death Certificates, Land Record constitute a very small percentage of the overall transactions.

3.3. Public-Private Partnership Kiosks: 

3.3.1 Operational issues: 

--Delineation of Accountability and Responsibility: 

The definition of clear cut roles and responsibilities; in the case of PPP Kiosks if not cleared very effectively, affects the quality of the service delivery. 

For e.g. in AP Online large number of online transactions could not be fulfilled last year for 5 months from May-October 2005 due to lack of clarity between the AP Govt. and  TCS, and eSeva due to which the service delivery could not be affected. 

--SLA agreements between different stakeholders in a PPP become difficult to define and implement: 

The SLA agreements between diverse range of stakeholders become very difficult to define and implement, due to differences in the contribution quantification being different from each other.  It is not an easy task to get a set of diverse stakeholders having different vision and different objectives, to agree on some common objectives under the aegis of a PPP framework. A recent case in pointer is the Mission 2007 Initiative seeking to combine over 200  ICT for Development initiatives from the Govt., Private sector, NGOs and PPP; under a common multi-stakeholder platform; and this has impeded the progress of implementation. 

3.3.2.Successes: 

--PPP is perhaps one of the few workable options available for sustainable development: 

The importance of PPP as an effective and alternate financing mechanism apart from for service delivery cannot be under-mined. The need for PPP in the e-Governance space stems from an increasing demand from the people at various levels  that the Govt, authorities as well as other stakeholders  take an active role in the community, that promises are delivered and that public funds are used most effectively and optimally. 

e-Governance services therefore need to remain committed to meeting current challenges, which may demand a radical shift in culture and the way things have been done in the past. The citizens apart from other stakeholders of the society, civic officials would have to  recognize an increasing need  to become pro-active in problem solving, fund-raising for implementing e-Governance solutions. .

--Diverse stakeholders together assume greater responsibility for better results:

In several Projects viz. Akshaya where the Govt,, Private Providers such as Tulip for broadband connectivity, Private entrepreneurs got together; greater responsibilities were taken by the stakeholders for delivering better and improved results.

Our qualitative data is also reinforcing the importance of PPP activity vs. a stand-alone e-Governance business model. 

3.3.3.Failures: 

--Lack of Integration of the Kiosks with the Local Self-Government (LSG) and Panchayat Raj Institutions (PRIs) :   

Successful Kiosks offering e-Governance services to the citizens from dispersed projects such as Akshaya from Kerala, eSeva from AP, LokMitra from HP; Mahiti Shakti from Gujarat; conclusively demonstrates a necessity of integration of the Kiosks with the PRIs under a PPP framework.  With the devolution of powers to the PRIs, Gram Pradhan (elected by the local communities) and the Panchayat Secretary have been given enormous financial and administrative powers; therefore the Kiosks need to get integrated with these Institutions. Unfortunately in most studied Kiosks, this integration has not happened effectively; and therefore affecting their sustainability and efficiency. 

4.0 Existing Kiosks Service Domains, Ownership Models & Savings for Citizens:

The studied Service Delivery Kiosks (wide estimates about the number of e-Governance and Private Services Kiosks range from 12,000-13,000; unfortunately no authentic, published data sources on number of Kiosks in the country are available; neither any census towards this end has been carried out),   deliver a diverse, heterogeneous range of Govt. and Private services, but could be clubbed in below domains—state wise penetration is indicated below: 

	Service Domain 
	Estimated Number of Kiosks
	State-wise penetration (%)

	e-Municipality 
	250-400
	AP-35, Kerala-20,Gujarat-15,Karnataka-10,Others-20

	e-Panchayat
	1000-1500
	AP-30, Karnataka-20,Kerala-10,TN-15,Others-25

	Registration &  Transfers
	100
	AP-40, Karnataka-20,TN-10,Kerala-10,Gujarat-5,Others-15

	Transportation 
	850-1000
	AP-20, Kerala-10, TN-15,MP-5,Chandigarh-2,Punjab-3,UP-5,Raj-5,NCT-3,Karnataka-7,Others-30

	Integrated Citizen services 
	250-400
	AP-15, Maha-10, Raj-10, Kerala-10,TN-10,Karnataka-10,Punjab-8,UP-2,Haryana-2,HP-5,WB-3,NCT-2,Others-8

	Agriculture & Natural Resource Information& Services 
	7500-9000
	AP-15,UP-10,MP-15,Maha-15,Kerala-5,Punjab-5,Haryana-5,WB-2,Assam-3,TN-5,Gujarat-10,Others-10

	Education & Skills enhancement 
	800-1000
	Maha-15,AP-15,UP-2,MP-5,WB-3,Karnataka-10,Kerala-15,Punjab-10,NCT-8,NE-2,Others-5

	Taxation—Direct & Indirect
	150-160
	More or less uniformly spread across the country, barring NE,J&K

	Telemedicine 
	40-50
	TN-30,Karnataka-30,Kerala-10,AP-10,Others-20


Due to the diverse nature of e-governance projects, not only there is a wide variation in the back end technology and architecture of the e-governance applications; but even in the way the back end has been organized. 

Three models emerge in the management of the back end service delivery platform:

(a) The hardware, software—both system as well as the application—network, personnel for managing back end operations are owned and operated by the Govt. or Govt. established Societies, Trusts and other bodies. In this scenario; the Govt. also offers front end services to the citizens from Kiosks set up by them and deploying hardware owned by the Govt.  at various locations usually ranging from the Village level upwards to the District HQs. Himachal Pradesh’s Lokmitra Project, Large number of Transport & Property Registration & Transfer Kiosks viz. STAR from Tamil Nadu, CARD from Andhra Pradesh; Municipal Services Kiosks viz. Kalyan-Dombivili Corporation’s Kiosks, Bhopal Municipal Corporation’s Kiosks fall in this category. 

(b) The hardware, software—both system as well as the application—network; are built and owned by the Govt. and provided to a Private Operator on BOLT (Build,  Own, Lease and Transfer) basis; for rendering services to the citizens. In this model; the Kiosks initially are built and owned by the Govt. and after some time, the Kiosk Operators are selected through a competitive process. The  operator provides to the Govt. a license fee for operating the Kiosk for rendering services. The Govt. may transfer the ownership rights of the Kiosks to the Operator after few years of the delivery of services. 

Sukhmani Kiosks run by the Govt. of Punjab, particularly in Ludhiana Municipal Zone are the examples of BOLT category. 

(c) The hardware, software, infrastructure for managing the back end operations are made available to a Private Operator on BOOT (Build, Own, Operate and Transfer) basis. However the connectivity deployed from the back end located either at the District HQs or at the Tehsil level, Block level and Mandal level  might have been provided by the Govt either for free or for a nominal cost viz. Akshaya Kisoks Operators in Kerala enjoy the broad band connectivity provided by Tulip for a nominal fee; else in many Projects the kiosks operators use their own connectivity mostly dial-up connectivity. 

In this model; the Private Operators usually operates the Services Kiosks, under operating guidelines established by the Govt. These Private Kiosks,  located from Village level upward to the District HQs; offer citizens a multitude of services ranging from Informational to Transactional services; under a `User Charge’ based business model; wherein the citizens use the services offered by the Kiosks either for free, or pay a nominal fee to the Kiosk ranging from Rs. 5/- to Rs. 25/- per transaction; depending on the service utilized.  Apart from collecting the fee from the citizen for the services utilized; the back end servicing agreement with the Providers ensures that the  Kiosks Providers get a captive service delivery either on exclusive basis, or on shareable from the originator of the service itself viz. the Utility Company be it the Electricity Company, Water Company, Telephony Provider; would allow the Kiosks to collect the bills from the citizens for a nominal fee they pay to the Kiosks for rendering service on their behalf to the Govt. 

More matured business models in this form of ownership; give way to a Public-Private Partnership (PPP). (you should explain this in more details) 

Under this model; a large number of Kiosk Models viz. eMitra Project working in all districts of Rajasthan; eSampark and eJanSampark projects of Chandigarh, 

(e) A large number of Kiosks are hundred per cent owned, operated by Private entities ranging from NGOs, Charitable Trusts, Private Companies to International Development Agencies either bi-lateral or multi-lateral agencies. 

ITC e-Choupal is a classic example of Privately owned Kiosks, apart from Unilever’s iShakti, Tata Sansar are other examples, MSSRF, Dhan Foundation, RASI are examples of NGO owned and operated Kiosks. 

Savings for Citizens: Regardless of the services mix, their quality and quantity; the resultant savings from the E-Governance services, delivered from the Study Kiosks have been significant. Even if we do not estimate, indirect cost factors viz. transportation, reduction in the drudgery, work days gained due to easy access of savings; the direct cost savings advantage has been enormous. 

Hundred per cent savings in all services used,  have been reported by the users of the Lokmitra in HP as well as in eMitra SETU and many more. Earlier the time taken for depositing an electricity bill and telephone bill ranged from 2-3 hours at an estimated cost of Rs. 20-30; currently the users spend only Rs. 10/- and spend less than one hour. 

Like wise for the land record service; time consumed earlier was 2-3 days at an estimated cost of Rs.200-300; and now that has reduced to Rs. 10/- and time consumed is less than 1hour. This factor has been assessed from Bhumi and other land record projects across the country.  

The Driving license renewal used to take earlier 15 days at a cost of Rs. 300/- and that has been reduced only to 3-4 hours and cost of Rs. 80-100.

The Road Tax and Vehicle Registration Process has reduced after the introduction of the e-governance process from 10 day at a cost of Rs. 200-300 to Rs. 10/-  

The Birth & Death Certificate Issuance process that used to consume earlier 8-10 days for a cost of Rs. 80-100/-, now requires only 1-2 hours for a cost of Rs. 10/-  

 5.0. Service Mix offered by the Kiosks and Traffic: 

Various Kiosks projects studied offer three types of services:
(a) Informational services disseminate generic (standard, non-customized) information, such as agricultural practices, weather forecasts, and contact information. Soochana Kutir of Uttaranchal, MSSRFs Kiosks located in Pondicherry are examples of Informational services. 
(b) Transactional services involve an exchange of specific (or customized) informational services or funds between two or more parties using the ICT infrastructure. Examples include education services involving teaching-learning process, processing of SSC/HSC results on the computer,  e-commerce and email. Most Kiosks also offer support services viz. Typing, Xerox, DTP, Printing and Lamination.  
© e-Governance services refer to transactional services that involve local, state, or national government. Paying electricity, water, phone bills;  Providing land records as well as essential certifications viz. Birth Certificate, Death Certificate, Domicile Certificate, Caste Certificate, Income Certificate (there are as much as 200 plus certification services offered by some Govt. organizations), submitting complaints to local officials, and confirming a user's presence on electoral rolls are examples.

While many Projects offer multiple services, ground reality shows that the entrepreneurs have customized and calibrated their business models and offerings keeping in mind the local socio-economic-cultural contexts; super-imposed with the locally available services; and layered with their  and their own sustainability goals. Consequently the objectives, business models, service mix differ from Project to Project.  

Also customer traffic within the Kiosks is limited and the, usage  of the services is sparse compared to potential, suggesting problems with the actual service delivery,  awareness, infrastructure, or content. Large number of Kiosks draws only seasonal traffic depending on immediate need viz. 

--At the time of declaration of the HSC and SSC results and the admission season thereafter; draws large crowds of parents and their children throng the Kiosks due to  their need to get Results printouts & caste and income certificate. Estimated average daily foot fall ranges from 150-200 studied in various eSeva, Drishtee and other Kiosks. 

--Sowing season draws large number of farmers to the Bhoomi and n-Logue Kiosks for land records and mutation certificates enabling the farmers to get their loans. On an average daily footfall during this season ranges from 30-40; however off-season the footfall reduces drastically to 5-10 farmers. 

--Income Tax returns filing season, enables the TIN (Tax Information Network) Facilitation Centers (Kiosks) operators mostly NSDL franchisees to draw large number of taxpayers to the Kiosks.  

6.0 Kiosks Operations—The Urban & Rural Location Context :

The geographic location of  a Kiosk, has a significant bearing on all dynamics around the Kiosks viz.

(a) Capital Investments in the Infrastructure, Connectivity, Hardware, Software, Accessories. 

(b) Ongoing Operating Costs for the management of the Kiosks. 

(c) Service Mix offered from the Kiosks and the Target population served. 

(d) Service Delivery mechanism for the communities. 

(e) Revenue Mix and Business Models. 

(f) Operating Infrastructure including support and operational manpower. 

(g) Business and Social Sustainability Models. 

Primarily four categories of Kiosks location determine the business-service delivery and revenue models:

· Urban areas: The Urban Kiosks located in big urban cities including Grade `B’ cities; have an entirely different socio-economic-cultural context, since a large number of these services are `urban’ and citizen’ centered. The focus so far by the Kiosks Project Proponents in the  Urban areas has been on the delivery of e-governance and transactional services. 

· District level: The District level Kiosks due to the proximity of the District Head Quarters; focus significantly on the citizen’s grievances and redressal mechanisms; apart from delivering centralized e-governance services that are governed by the District level officials. Apart from these services; the District level Kiosks tend to encash on their popularity and goodwill with the communities due to their proximity to the District level officials; by offering variety of Informational and Transactional services.   

· Taluk/Tehsil/Mandal level: This level of Kiosks also uses the proximity to the Govt. officials, for delivering various e-governance services and transactional services to the citizens. Grievance redressal is also handled by the Kiosks at the Taluk/Mandal level. 

· Block level: The Block level Kiosks again focus on a cluster of villages, for the delivery of e-governance and transactional services. However the absence of several key decision-makers  at the block level; makes the sustenance of Rural Kiosks very difficult. 

· Panchayat level: With the devolution of powers being done in India, under the aegis of the Panchayati Raj Constitutional provisions; the Kiosks located in the Panchayat level; have enormous significance in terms of their service-offerings, interface with the Panchayat authorities and other decision-makers. 

· Village level Kiosks: The Village level Kiosks, located in the rural areas are the last mile delivery points of  various e-governance services to the villagers; consequently their business models, revenue mix are very different. 

There are many projects that offer upper end services viz. Property Registration, Property Transfers, Vehicle Registrations, Vehicle Transfers,  Built-up Residential & commercial properties registrations

While many Projects offer multiple services, ground reality shows that the entrepreneurs have customized and calibrated their  business models and offerings  keeping in mind the local socio-economic-cultural contexts and their own sustainability goals. Consequently there is a wide variation in the e-governance services offered, business objectives, business  models, service mix differ from services actually offered. We have also noticed very sparse usage of the e-governance and other business services offered from the kiosks, compared to potential, suggesting problems with awareness, infrastructure, or content.

6.1.Kiosks Business-Revenue Model: Six layers of locational dimension: 

As indicated above; six layers of kiosk location determine the Business-Revenue Model.  The demand for the services varies at each one of these locations and consequently, the business-revenue models get calibrated accordingly. The demand for the services is also a factor of:

--Captive population in the vicinity; who are prospective users of e-governance, educational and other business services. 

--Requirement for the service itself. For e.g. there is a remarkable variance in the tele-density and electricity connectivity; therefore the penetration of these services/utilities in the area; would determine the demand for the e-governance services. 

--Knowledgeable and empowered population; aware about the e-governance and business services and keen to use the services. 

--Connectivity with the back-end for ensuring speedy delivery of the service. 

--Availability of meaningful, digitized content. 

--Singular platform for the delivery of e-governance service, that would result in cost-time savings for the citizen.

Based on a combination of above; below Revenue Models emerge based on a random selection of Projects studied by Datamation: 

(a) The business-revenue model of the  Rural eSeva Project, co-branded with the Rajeev Internet Village and the Urban eSeva now as `eSeva’ brand; is governed by the above complexities. 

While the Kiosks Operators, operating close to the Mandal HQs on an average earn anywhere from Rs.3,200-6,000 p.m. depending on the service mix and the demand for the same; the Kiosks Operators operating in the interior rural areas are hard pressed even to earn Rs. 2,000-2,500 p.m. This includes the operating cost of the Kiosks apart from other consumables, media costs for the delivery of the service itself. Moreover most of the Kiosks Entrepreneurs, operate the Kiosks themselves, saving on fixed salary costs and overheads. 

Exceptions: Like in all business models; even in the e-governance and business kiosk model; there are large number of entrepreneurs who defy these conventional principles and demonstrate very high degree of sustainability in their operations. These models are sustainable and more remunerative for the Operators due to :

--Higher degree of motivation amongst the Kiosks Operators for making their operation sustainable.

--Stringent cost-cutting by resorting to self-operation of the kiosks; thereby saving on salaries and costs.  Other innovative cost-cutting steps have been implemented by the successful entrepreneurs. 

--Evolution of a matured and sustainable, multi-service mix of offerings viz. e-governance services, educational services and private services. 

--Constant marketing efforts in creating higher demand for the services offered by them. Many kiosks operators have evolved innovative marketing & business development strategies for enhancing the market demand by resorting to door-to-door canvassing for the usage of services and educating the consumers about the services. 

(b) The Akshaya Project in Kerala, demonstrates a very matured, multi-service, multi-offering business model. The  integration of the Kerala market with the Middle East & Gulf Market, apart from entrepreneurial skils of the entrepreneurs has facilitated an improved business model for the Kiosks Operators. Consequently the Kiosks Operators who work in the close proximity to the Panchayat’s earn anywhere ranging from Rs. 8000-10000/- per month and the Kiosks Operators working in the interior rural areas of Kerala delivering Akshaya services earn Rs. 6000-6500/- per month. 

© In lesser developed business models and service offerings viz. Lokvani; one of the few projects in UP; the Kiosks entrepreneurs in the interior rural areas have been languishing due to poor demand for services as well as major infrastructural issues viz. power outages. However even though electricity is a very serious issue even in the District HQs/Taluka/Block level; due to investment in the Generator; the Kiosks Operators are able to earn higher income of Rs. 4,500-6,000-per month. 

(d)In hilly areas such as Himachal Pradesh; the demand for the e-governance and citizen services has been substantially higher compared to other states that have recently launched e-governance initiatives. Consequently the Kiosks Operators are able to earn Rs. 4500-6000 in the District HQs/Proximity to Block, and even in the interior, remote areas Rs. 2000-2500/- 

(f) A Cooperative Project such as Warana  offering very specialized services  such as Milk procurement and sugar procurement; the revenue model is more or less steady depending on the procurement carried out; however there is scope for additional citizen and e-governance services being offered out of specialized kiosks such as Warana. 

(g) Like-wise for specialized projects such as ITCs eChoupals dealing in the procurement of agri-products; the opportunity for the Kiosk operator is directly linked to the procurement facilitated. Additionally ITCs consumer products such as Sunrise biscuits, Ashirwad Atta; and co-marketed products such as Mahindra Tractors, Motor-Cycles also offer revenue opportunity for the Kiosk Operator. Due to this model; the  Kiosks Operators are able to earn Rs. 3800-4500/- per month on an average. 

(h) The Projects run by Private Operators such as n-Logue demonstrate a very different model, since these are inter-related to the services offered and facilitated by the Operator itself. However our review of the n-Logue Kiosks in the field; shows the entrepreneurs earning upto Rs. 3200-6000/-per month on an average in the area close to taluka), and Rs, 500-1000  in the interior rural areas.

7.0. Failure of subsidies in the e-Governance and ICT4 Development space: 

Given the development context in the e-Governance and ICT4D space; as well as time needed for these projects to become sustainable; the Govt. and the funding agencies have been very considerate about the financial sustenance of the service providers and have built a subsidy model. The subsidies have been varying from state to state; in some states the subsidy has been integrated with the regular Employment Guarantee programs of the Govt; such as the Pradhan Mantri Rozagar Yojana (PMRY); however in some states the funding has been given by the allied Departments that benefit the rural population. Here are some examples of the Govt. and Private subsidization efforts of e-Governance projects: 

(a) Maharashtra Govt. offered a 50% subsidy on total project cost of Rs. 52,700/- to be incurred by the entrepreneur in setting up of a Rural Kiosk in Baramati district, under the aegis of the Krishi Bazar Mahiti Suvidha Kendra. Twenty one entrepreneurs came forward to set up the Kiosk and availed the subsidy. Three years later, we find only one Centre viz. Priya Computers working under the aegis of the Krishi Bazar Mahiti Suvidha Kendra that was being facilitated by Vidya Prathisthan’s Institute of Information Technologu (VIIT) and with n-Logue as Technology Providers. All other Kendras have got shut down in last three years. The ones that survive in the market now; do so on the basis of their grit and determination. Priya Computers has survived; due to the entrepreneurial capabilities of its Promoter Mr. Pramod BabanRao Kansare; who manages to earn over Rs. 12,000/- from various service including Rs. 2,000/- from the farmers themselves for rendering them agriculture related information. 

(b) MP Govt., BSNL and the Canadian International Development Agency (CIDA) launched the Gyan Sanchar Project in 40 villages of Hoshangabad and Itarsi Districts. The Rural Kiosks run by the Village Level Entrepreneur (VLE) backed by a Service Provider; had an access to BSNL Broad Band connectivity, both for data as well as for voice. Out of the total Project outlay of Cdn$ 5 million; Cdn$2 million was spent on the Broad Band connectivity alone; however lack of innovative services, backend services not being ready and education services not fully launched; forced the closure of a large number of Gyan Sanchar Kiosks. Currently only 14 Kiosks function in 4 different Panchayats and they too are languishing for survival. 

© In Uttaranchal; the Govt. backed Khadi & Village Industries Commission offers 25%  subsidy to the entrepreneurs for setting up of Soochna Kutir’s. The operational cost of the Soochna Kutir is borne by Jaiskisan.org who pay Rs. 11,000/-per month for one year to the Kiosks Operators towards salaries and real estate; assumption being that the Kiosks Operators become sustainable in one year’s time. Currently more than twelve such Centres are running in the State. We assessed during the course of our field visit to the Soochna Kutir’s in Nainital District that most of the Centres are languishing despite subsidization of the efforts. 

(a) Even in the Urban Centres such as Bangalore One, eSeva, eMitra in Rajasthan; there is major subsidization effort by way of providing prime Govt. owned real estate for housing these Centres. These Centres render the e-Governance services, with the intervention of a large number of Govt. employees; therefore there is a major subsidization of the costs, affecting the Project sustainability in the long run. 

There is a wide variation in the Fee Charged per transaction across the country, for various e-governance services. The pricing of e-governance services is regulated by the Govt. and the Provider and the Kiosks Operators are usually not permitted to exercise their discretionary powers in determining the pricing. 

Based on extensive research by Datamation of various projects across the country; it is evident that strictly by delivering the e-governance services, the financial sustainability of the Kiosks cannot be ensured due to low demand and low footfall. Further, the bill-payment services account for major chunk of the Kiosks revenues and Project revenues; leaving the e-Governance services with a minuscule share.. This is understandable due to regular billing cycles of the utility bill payments viz.  phone, electricity, water, property tax, house tax; compared to some of the certification services such as generation of land record, mutation certificate, caste certificate, income certificate, birth & death certificate that have a seasonal requirement. 

Due to threatened existence of the Kiosks due to the over-reliance on Bill payments services and lesser demand for the e-governance services; it is very crucial for the Kiosks Operator to offer other private business and educational services. However the education services cannot be a substitute for long-term, recurring e-Governance services due to seasonal, erratic demand and intense competitive environment. 

 By and large most Kiosks Operators located within all six layers as outlined above, in different parts of the country; offer wide range of educational and business services viz. 

(a) Educational services: Basic IT Literacy, Advanced IT Literacy. Programming both basic and advanced. Large number of Kiosks, offer special holiday packages for the children including computer games that keep the kids engaged and involved with the computers.  The users of these services pay for the educational services directly to the Kiosks Operators. 

(b) E-learning materials integrated with the Primary & School curriculum also is delivered from the Kiosks. There is a very stringent framework governed by the Implementing Agencies responsible for these e-learning initiatives viz. the Azim Premji Foundation, State Primary Education Councils etc. 

(c) Specialized education programs are offered from a large number of the kiosks for e.g. special training programs targeted towards a particular section of the society viz. Women who might want to upgrade their technical and vocational skills at these Centres such as at the Centres of Marathi Moli, Datamation Foundation sites in India & abroad; or youth who need to improve their English skills apart from their vocational and technical skills ranging from the repair of mobile phones, repair of electronic and electric gadgets  to other skills enhancement implemented by TaraHaat Centres in Punjab & UP. 

(d) The business services offered from the Kiosks include Xerox, Data entry, Data Processing, Lamination, Book binding,  Desk Top Publishing (DTP); apart from email, chat, internet usage. Some enterprising Kiosk Operators also offer Internet telephony services; though the service is popular currently only in the Urban & Peri-Urban areas. 

Kiosks Operators also offer Fax, Communication facilities; even though the scale and size of these services in the overall revenue basket has been shrinking for them; due to falling STD tariffs. 

The prices charged for various e-Governance services and Business Services by a large number of Projects across the country; and these Projects can be considered as uniformly representative for the entire country:  

8.0 Profile of Existing Kiosks Owners: 

In some of the states like Andhra Pradesh, Himachal Pradesh; more than 30% kiosks owners are women. We are still processing large number of records from other states; which is conclusively pointing towards strong gender participation in the Kiosks business. 

 Bulk of the Kiosks owners are male and in the age-bracket of 26-35 years. There are hardly any projects that have kiosks owners more than 50 years of age.   

Bulk of the Kiosks owners all across the country are of General category; barring Maharashtra and Gujarat where OBCs form a substantial chunk of kiosk owners.  

There are more than 28 Kiosks of various Projects across the country, that have been operating for more than 3 years; and bulk of these Kiosks are in Andhra Pradesh (22nos.) out of 103 Kiosks studied and many of them offer E-Seva and Card Services domain. The Services offered by these Kiosks and the rates for each of the services are included in the Annexure. 

9.0. Kiosks: Physical Infrastructure, Hardware, Software, Accessories: 

Bulk of the machines in the studied Projects use Microsoft platform, operating on a wide assortment of hardware from PC-386 to most current version. Peri-Urban e-Governance Centers located in Taluka and District level; have networked computers, mostly in the Kiosks studied in AP, Kerala, Punjab. and Chandigarh. Eighty percent Rural Kiosks located from Taluk level upto the Panchayats operate on stand-alone PCs with a single laser-printer-cum-scanner-copier (popularly called 3-in-one) that have networked PCs

The optimal size of the Kiosks appears to be in the range of 101-200 sq. feet, followed by  201-500 sq. feet and less and less Kiosks are 1000 sq. feet and above. 

Consistent with the fact of subsidization of the Kiosks we have been highlighting above; most of the Kiosks are located in the Govt. Properties at all six locational levels as indicated. Rented premises account for 50% of the Kiosks owned and Kiosks Entrepreneurs are also investing in their own properties and real estate to an extent of 22%. The lack of Private Participation is evident from only 4.55 % Kiosks located in the Private Kiosks. 

Large areas  of the country suffer from brown-outs and power cuts. Not surprisingly, bulk of the Kiosks have some or other power protection mechanism; i.e. 55% of the Kiosks owners using Invertors; and almost quarter of the Kiosks Population uses Generators for Power Protection.

Either it is a question of  cutting down on operating costs; or lack of awareness; Insurance is certainly a casualty in the Kiosks; and majority of the Kiosks are not insured (65%) and the Insurance coverage appeared to be only 13% from the field survey. 

Bulk of the Kiosks manpower is Male predominantly in the age-bracket of 25 or less; and bulk of the female participation is also in same age-bracket. However the proportion of participation of the women in the project in Chandigarh and Andhra Pradesh, is high and there is a greater involvement of the women in the project. 

Barring Maharashtra, majority of the Kiosks Operators have undergone training programs either in Computer Operations or in MS-Office, DTP, Page Maker and other related software. Formal training in Entrepreneurship, Accounting & Book Keeping, Sustainability amongst the Kiosks Operators appears to be lacking. 

While large number of Kiosks Operators have been given excellent and good ratings by our Field Teams; unfortunately a large number of Kiosks Operators in Karnataka and MP have been given poor ratings. The ratings for the Kiosks Operators have been given based on the output of the Kiosks, value added services offered to the customers as well as the feedback of the customers about the performance of the Kiosks in rendering of these services.  

PART II: Lessons emerging from the Existing Kiosks Models: A Recommendatory framework for the CSC Implementation:

(a) Careful balancing of the Supply-Demand: 

The savings accruing to the customers from the e-Governance services, as well as the demonstrated success stories in a large number of domains across the country, is indicative of the demand. Yet from sustainability of point of view of service delivery as that of the entrepreneurs, it is very important to careful balance between Supply and Demand of services. A saturated market place would not only bring the sustainability under threat, but would also affect delivery of services to the citizens.

For e.g. despite having a large number of Govt. services offered from the Akshaya Centers in a maturated market such as Kerala enjoying external market linkages, with the Middle East; large number of Kiosks have shut down since the ratio of 500 HHs per Akshaya Center was unviable.  500 HHs did not generate enough demand for the Govt. services, as well as for the Private and Education services; consequently the Operators were not able to recover the costs. All across the country, we have seen the rural kiosks located in the inner most 6th layer of our locational analysis; languishing the most due to low footfall and inadequate. 

(b)Necessity of Integration of the Kiosks with the Local Self-Government (LSG) and Panchayat Raj Institutions (PRIs) :   

Successful Kiosks offering e-Governance services to the citizens from dispersed projects such as Akshaya from Kerala, eSeva from AP, LokMitra from HP; Mahiti Shakti from Gujarat; conclusively demonstrates a necessity of integration of the Kiosks with the PRIs.  With the devolution of powers to the PRIs, Gram Pradhan (elected by the local communities) and the Panchayat Secretary have been given enormous financial and administrative powers; therefore the Kiosks need to get integrated with these Institutions. 

Large number of eSeva Kiosks function as part of the Self-Help Group (SHGs) and the Akshaya Kiosks owners in any case, get paid by the Panchayat officials for the IT Literacy and Internet Literacy Programs; hence the Integration gets ensured automatically.

Datamation Foundation’s Rural Kiosks targeting marginalized women in the rural areas of Uttar Pradesh; are located in the Panchayat Office; thereby ensuring mobility, access for the women to the ICT Centres. 

© House the CSC within the Panchayat Premises under a PPP arrangement: 

It is preferable to house the CSC within the Panchayat buildings, however under a proper lease agreement between the VLE and the PRI so that this can emerge as a long term sustainable arrangement. More over the Panchayat Secretary has been given the administrative powers to sign and certify large number of certifications; therefore this arrangement shall ensure prompt and timely clearance of these Certifications. 

We have noticed significant delays in the field research in the issuance of certificates to the citizens, due to absence of the Panchayat officials, or the Kiosks Operators inability to get these certified from the authorities within a reasonable time. 

(d)Formulate 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.   Due to CDD implementation, the communities build, own and operate these assets; ensuring their longevity and value for them.  

These are the lessons emerging from the Warana, AMUL Kiosks, due to which public goods have been created due to increasing community participation. 

We recommend formation of a Village/Panchayat Kiosk Management Committee, with a strong ownership of the local PRI, VLE, SCA and local community leaders. This Committee may be given powers to interface with the local Taluk/Mandal and District officials for the roll-out of the citizen services. 

(e)  Discard  Subsidization :

Our field research has conclusively established failure of subsidies in ensuring sustainability of the Kiosks. We have cited examples of the Soochna Kutir, Baramati Kiosks and Gyan Sanchar Kiosks to illustrate this point. Technical, Institutional and Financial sustainability of the Kiosks can be ensured only by a solid framework, in which all players viz. the National Agency. SCA, VLE recognize the value of entrepreneurship, integrity and hard work over anything else, for ensuring the sustenance of the Kiosks. 

(f)Connectivity is not the panacea for sustenance and efficiency :

Several e-Governance Projects in the past have deployed state-of-art dedicated Connectivity in a limited area, thereby enhancing usage possibilities and roll-out of the services. Unfortunately the failure of the BSNL and leading Canadian Telecom Consortia’s Gyan Sanchar Project in MP; confirms futility of connectivity in the absence 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. 50% surveyed population in the Gyan Sanchar captive villages did not even know about the existence of these Kiosks, what to talk of using them.

Even the Akshaya Project took off only after the roll-out of the bill payments and citizen services; despite Tulip’s and Kerala State IT Mission mandated connectivity for the Kiosks. 

(g)Ensure Equity and  Participation in the running of CSCs:

Large number of Govt. as well as Private Projects have conclusively demonstrated exclusion of the Dalits, Backward Castes, Women and Physically Challenged people.  ITC e-Choupal would probably be more successful if it enabled the small and marginal, especially Dalit & OBC farmers to get integrated with the Choupal; or even in a front ranking State such as AP, eSeva Centers in predominant Dalit villages of West Godavari District see a low foot fall due to Kiosks Operators lack of integration efforts. The CSCs have to ensure equity and participation of all  sections of the society; and necessary from long term sustainability point of view. 

(i) Ensure, Transparency and Governance in the running of the CSCs: 

Due to close integration with the PRIs, we recommend implementation of a very transparent Governance structure in the operation of the CSCs. 

(i) Ensure proper selection of the Village Level Entrepreneur (VLE): 

The role of the VLE in the delivery of the ultimate e-Governance and citizen services to the  rural population, is most crucial. We recommend this selection be done very carefully, based on below criterion: 

--Young people in the age bracket of 20-30 years may be given preference, with atleast 50%  VLE appointments  in the developed states such as Tamil Nadu, Andhra Pradesh, Kerala, Karnataka, HP, Chandigarh for women. 

--Participation of Dalits and OBCs must be ensured in the VLE appointments. 

--Minimum educational qualification Graduation. 

--Post-Graduate Computer Knowledge and Proficiency mandatory. 

--Smart people’s skills with lot of drive and enthusiasm. 

--Personal value system, based on integrity and commitment to be ensured. 

Ensure rigorous training of the VLEs in ICT skills and internet proficiency:

Despite background of the VLEs in ICT and internet; it is desirable for them to go through a refresher course in ICT skills and internet proficiency to ensure value added, customized friendly delivery of the services to the rural population. 

Ensure Training of the VLEs in the soft-skills: 

Given below is a list of courses, which could be conducted for the employees of the CSC based on their job profiles: 

(a) Audience: Front end Customer Support Staff

Technical session: 

*Training on Application (already running).

*Basic course on computer hardware and maintenance. 

Soft skill session:

*Communication training.

*Training on etiquettes. 

Training on Fundamentals: 

*Detailed training on the various e-processes. 

*LSG and PRI working. 

(b) Audience: Operations Staff

        Technical session: 

*Training on Application (already running).

*Basic course on computer hardware and maintenance. 

Soft skill session:

*Communication training.

Training on Fundamentals: 

*Detailed training on the various e-processes. 

*LSG and PRI working. 

*Detailed training on various cash collection, reconciliation and treasury processes. 

(j) Ensure Insurance of the Equipment and Peripherals in the Kiosks :

As is evident from the Research, most of the equipment in the Kiosks is uninsured. This is a big risk and necessarily it has be ensured that all equipment gets insured. 

(k) Transit cash insurance for the Kiosks has to be ensured:

Since the Kiosks Operators are expected to carry large  volume of Cash as well as transport it to the Bank on daily basis; Transit cash insurance is necessary. 

(l) Necessity for Identifying cost-effective, Power Generation and Protection  Equipment: 

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. 

Appropriate cost-effective Power Protection and Power Generation Equipment needs to be identified very quickly, to help current CSC initiative take-off,   consolidate and upscale.  Renewable energy based solutions viz. Solar panels, Human Waste enabled Power Generation Systems, Bio-Gas & Co-Generation power equipment  needs to be examined carefully for their low-cost and high yield advantage. Unfortunately most of the solar panels offered currently even by reputed organizations such as TATA-BP Solar are very expensive and unviable. 

(m) Necessity for a Rugged, Dust & Dirt-proof, low power consuming PC: 

In the rural rugged conditions, the conventional predominant Intel processor has been working well, even though we find in some Kiosks the down-time in getting the Mother Boards, SMPs repaired has been very high but that could be for a variety of reasons. Therefore it is crucial to devise a low cost, low power consuming battery operated cost-effective PC for the Rural Computing needs. There is lot of work being done in this area by Intel, AMD and they have given such PCs for field trials to a number of Private Organizations viz. to Drishtee, TaraHaat, Datamation Foundation. The results of field trials of these PCs may be examined very carefully for a long term policy perspective. 

(n) Necessity for a long term, rational Software licensing Policy:

Bulk of the Projects in the front end service delivery, use Microsoft platform. While the Govt. Agencies have been careful about the license; bulk of the Private Operators use either pirated software or donated applications for e.g. a large number of Private and NGO Institutions get support from Microsoft including software donations. Even the largest Private Player in the country-ITC e-Choupal has not invested in the  full-fledged desk-top computing for the Kiosk Operator and uses only a web-enabled application. Yet software donation or usage of pirated software cannot be a substitute  for a long term investment; neither a panacea  for effective functioning. System software has to be seen as a long-term investment and as part of the Capex by all stakeholders, and there should not be any shying away for investment in the same. 

Needless to say, utilization of a particular brand of software in the market place; cannot be wished away . Effort should be made to promote and use other operating platforms as well, in the front end. The Govt. of India as well as the National Agency have to make determined efforts, to ensure implementation of a rational, cost-effective software licensing policy that would motivate the SCAs and the VLEs to invest in the software. 

(o) Necessity for encouraging home-grown ICT for Development solutions and field deployments:

There are no stereo-types in the vast sector of Rural Computing. Conclusively , nobody can say what works best and what does not. Apart from the Physical Infrastructure challenges; there are issues of a maturing, aspiration led rural marketplace ready to absorb many services hither-to considered taboo in the rural market. However the success of cutting edge, high cost products in the rural market in India, including penetration of the mobile phones in the market; ATM machines; DVD players; Motor Cycles, and many more are indicative of a matured market with a reasonable buying capacity , varying from region to region, state to state. Notwithstanding these innovations; there is a need for  all CSC stakeholders to encourage all types of innovations in the hardware, software, service delivery and business models for ensuring success of the CSC project.

Current sustenance and replication in the field has emerged from innovation as is evident from some examples viz. 

--Emergence of IT enabled supply-chain management in the Gujarat Milk Cooperatives including Amul. Amul, after ITC e-Choupal is one of the most prolific users of IT in its rural procurement and distribution operations. 

--Fair Pricing in milk procurement in Warana is ensured for thousands of milk-producers by IT. 

--NICs work in developing integrated service delivery platform in e-Panchayat, Ruralsoft is innovative. 

--Karnataka Govt’s  significant Business Process Re-Engineering in the deployment of the holograms and digitally encrypted legally sustainable signatures, on the Land Record retrieved from a remote server and delivered to a farmer from a Kioks; is a major innovation resulting in immediate benefit for the farmers. Current delays in obtaining the Mutation certificate by the farmers are also in the process of being addressed by the Karnataka Govt. 

--Deployment of local language interface in the Transportation Projects in Tamil Nadu viz. Vahan, Sarathy; indicate respect for the consumer’s need to get documents in a language they understand best. 

--VIIT, Baramati enabled Computer Van scheme has managed to take ICT literacy to the remotest corner of the interior Baramati District. Till date, more than 10,000 children have been educated, after the deployment of ICT Van. 

--In the Non-Resident Indian (NRI) integrated state such as Punjab, TaraHaat’s attempts in running English speaking courses, and other soft skills on etiquettes  for the prospective NRI brides has been very successful. 

--Datamation’s deployment of over 70 Multi-Media Hindi Skills Enhancement Modules for the neo-literate and semi-literate women has been successful in training the women at the first level, and at the second level linking them with livelihoods. 

The success of a three-in-one HP Equipment comprising copier, scanner and a printer in the Kiosk segment is yet another example of a technology localized and adapted for the felt local need. 

(p) Over-reliance on the delivery of Billing services affects long term sustainability of the Kiosks: 

We have collected sufficient evidence to show that the Bill Payment services viz. Utility Bills—Water, Electricity, Phone Bills—constitute over 85% transactions of a Kiosks or for that matter even from  Integrated Citizen Centers viz. Bangalore One, eSeva, Setu, eSampark, eMitra. Other services notably the citizen services, e-Governance services, Birth & Death Certificates, Land Record constitute a very small percentage of the overall transactions.

Uneven balance of this nature  poses severe sustainability threat for the large number of  CSCs roll-out as planned since:

--The utility companies use e-Citizen Centers only for their supplementary collections. They have not discarded their own collection arrangement, nor have they discontinued their collection arrangement with the Banks. Therefore total number of transactions get distributed across a large number of Collection Centers, leaving each with a small share of transactions. 

--Moreover electricity and water connections in large parts of rural areas of the country, have not been legalized as yet leaving large segments of the population untouched.  Hence number of House Holds in a village may not translate necessarily into a billing and a collection opportunity.

--Mobile Users use Cash Cards/Pre-Paid Cards, therefore does not involve Billing & Collections.

--Internet access from shared community points,  Electronic Credit Service (ECS) offered by the Banks also limits the scale and size of the business opportunity for the Kiosks Owners. 

(q) 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 the projects including Rural Digital Services (RDS offering 7-8 services at this point of time) of Karnataka in which Bhumi Land Record has been integrated; or for that matter even eSeva (over 25 services) of AP, eMitra of Rajasthan (6 services), Akshaya (6-7 services). Delivery of large number of services have been promised by the Project Proponents for a long time, unfortunately the roll-out of the services from the Kiosks has been very tardy. Even though current services from the Kiosks might be getting delivered cost-effectively and efficiently, there is no reason for the citizen to visit the Kiosks if the number of services available are few and far in between.

To recap, on an average in a majority of the projects only three to four  categories of Billing and Citizen services are being offered predominantly.

(r) Integrate the CSC roll-out with the existing Kiosks and Projects:

Since most of the existing Projects have successfully demonstrated the proof of concept; efforts may be made 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 roll-out of the services would get strengthened. For e.g. the Direct Taxation segment is poised to grow substantially; however the delivery points in the rural and peri-urban areas are virtually absent. If the  integration with the Tax services is done carefully, not only would the taxpayers get effective access for the payment of their tax dues but the Govt. would also succeed in its goal of widening the tax net. 

(s) Strong, Uniform and consistent Branding for e-Governance service Delivery Points and Kiosks:

Absence of branding, or mixed branding gives confusing signals in the market place. For e.g. earlier in AP plethora of  Brand names for similar delivery points of services viz. Rural eSeva, Urban eSeva, Rajiv Gandhi Internet Village, Parishkruti and many more local initiatives; created lot of confusion in the minds of the consumers. Realizing this, Govt. of AP aligned all services under the uniform, consistent Brand of eSeva, Like wise in Rajasthan all service delivery points are branded eMitra, in Kerala Akshaya, in HP LokMitra, in UP LokVani is emerging as a flagship brand, eSampark in Chandigarh; notwithstanding competing brands of other Institutions and Govt. agencies as well. 

(t) Integration of the CSC scheme with other initiatives and programs of the Central Govt. and State Govt.:

The Ministry of Panchayati Raj, Govt. of India is setting up Panchayat level ICT Centers apart from converting these into Rural Business Hubs (RBHs). Like wise Ministry of Agriculture has been historically as part of its extension activities rolling out Agriculture Information Centres. 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, particularly at the 6th level of the locational dimension indicated above. 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. Consequently it is very crucial to integrate these efforts with the CSC roll-out. 

(u) Failure of Agri-Informational Services delivered from the Kiosks:

Regrettably most of the Agri-Informational Service Kiosk Projects studied viz. JaiKisan.org, ICRISATs Virtual Academy for Semi-Arid Tropics (VASAT), MSSRF, Baramati Krishi Mahiti Samiti, show very poor awareness levels and awareness amongst the communities. In state after state, we noticed communities debunking utilization of theoretical Agriculture practices in their day to day agriculture practices.  Even in the e-Supply-Chain Projects viz. e-Choupal, Amul; the components of Agri-Information and Agri-Counseling remain under-utilized. 

Reasons farmers and agriculturists  do not see value in ICT enabled Agri-Information; could be due to   lack of practical demonstrations and linkage with the Ministry of Agriculture’s Extension work. Changing cropping practices in a global economy and  effective counseling delivered by the Seeds, other agri-input companies who are constantly organizing farmer camps, extension activities could be another reason for the under-utilization of these services. 

(v)  Felt Need for Informational services on Govt, schemes:

Most Projects studied; get huge traffic for Informational Services on Govt. schemes from the Kiosks, apart from getting downloadable forms. We recommend  setting up of a seamless pan-India portal in all local languages covering all schemes and programs of the Govt. under one roof and in local languages. The rural consumers neither have the understanding of the complex Govt. organization, neither about finer nuances of the schemes. Currently all information is scattered around different web-sites of the Govt. The rural consumers are barely able to use some of them with the help of Kiosks Operators. A unified, information platform would enable the rural citizens to get information at a click of a mouse. 

(w) Felt Need for value added, cost-effective Educational Services delivered from the Kiosks: 

Education Services offering basic ICT literacy, Advanced Computer Skills and e-Learning modules on Maths, Sciences and English; constitute over 40-45% of the services delivered from the Rural Kiosks. This segment of the market is growing significantly due to changing knowledge economy; wherein even the rural citizens understand the value of good education and regardless of affordability want to avail quality, value addition educational services.

Apart from these, there is also felt need for specific learning modules as is evident from the Arabic Learning Modules implemented by a large number of Akshaya Kiosks in  Kerala; Skills enhancement modules implemented by TaraHaat and eSeva as well. Consequently specific TLM (Teaching-Learning Modules) need to be deployed from the CSCs, based on a thorough needs assessment. 

(x) Integration with the Postal Services and Banking, Insurance Services: 

CSCs need to get integrated with the Postal Department’s services wherein they have been endeavoring to deliver large number of e-services viz. money transfer, e-mail and others. For the postal department, the CSC offer a unique window of opportunity much as they are for the Banks and for the Insurance companies.  Western Union and other Money Transfer services are some other services that need to get integrated with the CSCs. 

(y) Crucial role of Content backbone in the success of the Kiosks: 

Absence of local language, usable content impedes the usage of the Kiosks by the rural users. Therefore substantial investments in developing useful, value added content need to be undertaken as part of the CSC roll-out.  

(z) SLA and PPP arrangements to be defined more clearly: 

From a large number of studied projects, the consequences of a ineffective SLA and PPP arrangements wherein the partners are either not aware of their duties or obligations; or have defaulted in the implementation of the same; are clearly evident. In Gujarat, the check post project was suspended due to defective SAL in place and the service provider defaulted in the delivery of the services. 

Therefore enough care and precaution needs to be exercised at all levels to ensure a transparent, well-thought of, legally and financially sustainable PPP and SLA arrangements that create a win-win situation for all stakeholders, apart from value for the citizens. 

(z) Flawed implementation of the Private Bulk Kiosks Operators roll-outs:

Some Private Projects have indicated lack of transparency, fair deal and value addition for the Kiosks Operators, haphazard and inconsistent pricing in these roll-outs. Equity, participation have been compromised significantly in the name of Enterprise and Private Entrepreneurship development; whereas a balance can be evolved. Moreover these Projects thrive and sustain, based on substantial subsidization by the Govt. itself; yet Govt’s constitutional obligations of ensuring free and fair play for all; participation for all gets defeated in these models.

Defective, second-hand donated PCs hamper the delivery of services.  

The CSC rollout therefore has a lot to learn from these Private Project roll-outs and take corrective steps for the roll-out of the CSC scheme. Care and precaution needs to be exercised at all levels to ensure a transparent, well-thought of, legally and financially sustainable SCA, VLE arrangements that create a win-win situation for all stakeholders, apart from creating value for the citizens. . 

. 

Annex `A’ : Kiosks Service Delivery and Revenue Models: Some examples & success stories:  

          (a) Rural E-Seva, AP: 

· Govt. of AP playing a very active facilitating role—right from making Govt. buildings available for housing the centres in the Twin-cities & even in the remotest rural areas. Utility costs are borne by the AP Govt. Seamless integration of platforms in e-payment services has been ensured. 

· Integration of e-Governance initiatives with other social initiatives of the Govt. DWCRA groups, SHG groups has been remarkable. Early Project champions have ensured Gender, OBC, Dalits and other vulnerable sections  inclusion. 

· Integration with DWCRA, SHG groups has ensured easy credit from the Andhra Pradesh. Apart from easy credit from the Bank as well as from the SHG group;  Govt. subsidy depending on loan amount contributes to sustainability.  

· Delivery of four e-services from e-Seva Rural Kiosks ensures access to large number of paid, captive electricity, water, house tax, certificate services; even off-sets free service offered for BSNL bills.

· Partnership with Data Pro Ltd.  For IT Education@ Rs.350/-for three month program adds to the foot-fall. On an average 40-50 consumers avail IT Education services. 

· Multitude of services viz. Xerox, Typing, Internet usage; sales of household items, sales of Insurance policies—LIC & Private Policies, Mobile Charging; adds to the revenue. 

· Seasonality factors significantly in the service offering as well as in the pricing.  

· Three Revenue Models dominate—below list only the net revenue: 

      --Urban Centres: Average Monthly Income (Rs.): 25,000-30,000/-

      --Proximity to Mandal (Rs.)                                  :15,000-18,000/- 

      --Interior Rural Areas (Rs.)                                   :  7,500-9,000/-

(b) Akshaya, Kerala : 

· Akshaya conducted  one of the world's largest computer literacy drives, claiming to reach over 600,000 households, representing more than 3.6 million people, in less than 6 months. 

· The project from the pilot stage in Mallapuram District; created a unique brand of state-funded computer access centers, and led to a massive wireless infrastructure, providing a wide range of services and making way to many future opportunities. 

·  Integration with the Local Self-Government (LSG) viz. Municipalities, big chunk of the Block and Grama Panchayaths and various departments/ agencies like Kundumbasree, UPAD, Women's Welfare, SC/ST Development was seamlessly carried out. Consumer especially the women; have the advantage of acccessing every Akshaya Centre in less than 3 kms. Distance. Yet over-crowding was avoided. 

· Country’s first Govt. backed, but entrepreneur run initiative; was way ahead of time. Enormous effort was spent in the selection of the LE in consultation with the Local Council. Subsequently massive capacity-building drive for the LE was undertaken. 

· Cent-percent ICT Literacy drive gave the project sustenance; apart from local services offered by the LE including unique Middle-East targeted services. The State Govt. has kept its commitment for enhancing the LEs revenue by recently rolling out Internet Awareness Program for every family living in the State. The Panchayat provides Rs. 100/-for every family member to undergo this program; apart from the Individual paying Rs. 40/- himself.   

· More than 480 LE thrive in Mallapuram District alone. 

· The Project has got rolled out in other District s of the State. 

· The Kiosks Operators earning is currently one of the highest in the country; some of them earning as much as over Rs.10,000/- per month in the rural areas. 

· Seasonality factors significantly in the service offering as well as in the pricing.

© Lokvani, UP:  

· Emergence & success of Lokvani demystifies; skewed success of the e-governance projects only in the Peninsular India. The lessons from Lokvani, Lokmitra-HP,e-Sampark, Ludhiana, e-Mitra-Rajasthan, Datamation have very serious policy implications for the country. 

·   e-Democracy works in India. More than 40,000 genuine grievances and their resolution exemplifies the victory of progressive Indian administrative forces; even in very difficult socio-cultural-economic backdrop. 

· Online tracking of applications & e-democracy works hand in hand. 

· Ms. Jyoti Bajpai—a Drishtee Franchisee at DHQ earns more than Rs. 15,000/-p.m from petitions apart from private services. 

            (d) Lokmitra, HP: 

·  Success of a cent-percent Govt. project delivering largely Govt. services can be ensured, even when the Govt. takes the responsibility of Kiosk operation. 

· Innovative applications viz. apple procurement, mandi-pricing that account for a sizeable Informational revenue for the Kiosks; are very useful to deploy in a land-locked, mountainous state such as HP. Rapid expansion & consolidation of the Kiosks by the HP Govt. is a manifestation of the citizens faith in e-governance. 

· Without losing time; if Govt. services can be rolled out cost-effectively; it has a major psychological impact on  the communities. The footfall in the Lokmitra centres has been very rapid—in the procurement season; the Kiosks have been working over time. 

(e) Warana Cooperative Society, Maharashtra: 

· A strong private sector entity including a Cooperative Society can implement e-services and ensure lot of value for its constituents. Significant equity, participation of even vulnerable sections of the society has been ensured. Credit payable over 18 months period has been assured by the Cooperative, for subsidized rate of 2% p.a. 

· Warana Milk Cooperative Centres that procure large quantity of milk; have ensured enhanced income by over 40% for its members. 

· In kind dividend, at festival time has been assured for the farmers. This includes Milk produce, Ghee apart from Dividend which has been ploughed back into the Warana Cooperative Bank as well as into the Building Fund. 

· More than 11.60 lakh sugarcane has been crushed and this year the procurement of the sugarcane to a tune of 11.60 lakh tons has been record highest. 

· Procurement rate of the milk as well as the sugarcane has been enhanced by the State Govt. due to intense pressure from the Cooperative.

(f) ITC e-Choupals, Maharashtra & Madhya Pradesh: 

· Selection of the Village Entrepreneur as Sanchalak gets done very carefully & rigorously. The capacity of the Village Entrepreneur is assessed carefully apart from his aptitude in getting linked with the ITCs supply-chain system. 

· Huge capacity building initiative undertaken for the Sanchalak. Capacity building includes ICT literacy apart from social mobilization drives. 

· Complete transparency & accountability maintained by ITC in its dealings with the VE as well as clear, business-like display of the procurement rates at prominent places in the village.

· Incremental revenue opportunities for the VE not ignored by ITC who have added sales of FMCG products, some operators offer education and IT education as well as some e-services. 

· The Farmers who have come in contact with the Choupal are by and large a very contented lot due to enhancement in their profitability and agri-return. 

· Setting up of Choupal-Sagar is yet another step forward for the all-round development of the rural supply chain-management apart from enhancing their entertainment options. 

(g) n-Logue, Karnataka & AP: 

· One of the first to take connectivity to the interior rural areas and made serious attempt to bundle Govt. & Private services with the connectivity. Reached areas where even BSNL was not willing. 

· Made PPP/MSP a reality by working with several State Govt’s and Local Panchayat’s a reality. 

· Generated lot of enthusiasm amongst the entrepreneurs for e-services. Large number of services were offered which could not fruitify.

· Roll-out of the Rural Digital Services & Bhumi in rural Karnataka; set the trend for large number of similar models.
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