
Abstract 

There is widespread recognition of digital divide and its repercussions on E-government, 

despite that gaps at the intersection of the two exist. This paper studies a sample population 

from Guwahati, India, to gain insights into the prospective users’ relationship with technology, 

the internet and the e-government.  

This is done so by interviewing 50 randomly sampled candidates and at the end of which the 

importance of social support emerged. Strong social supports in this group acted as enablers 

and trouble-shooters. The availability of such support helped created positive experiences, 

while the absence creates roadblocks for new or weaker users.  

The paper concludes with the identification of 3 functions of the social support – Gateway, 

Roadblock and Proxy User, and additionally recommends leveraging these relationship while 

e-government policy implementation  
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1. Introduction 

1.1 Problem Area 

A wide consensus on the benefits of e-government services has been established by a number of 

organisations. The United Nations (UN) sees e-government as an integral component in internalising 

the sustainable goals in all branches and ranks of the government while also helping achieve 

them(United Nations Department of Economic and Social Affairs 2016:7). The World Bank counts e-

government as a pivotal tool in the fight against corruption, poverty reduction and in achieving shared 

prosperity1. (Lemieux 2015) The OECD adopts a different viewpoint and envisages e-government 

primarily as a tool for achieving direct monetizable benefits and resource efficiency when delivering 

public services. (OECD 2016:119p)  

With these possible benefits, digitalisation of government services has been on the agenda for many 

countries such as India. It is interesting to look at India due to the increased intent of the government in 

delivering services digitally. It has implemented a successful land records digital platform, is currently 

rolling out a unique national digital identification called Aadhaar and has been pushing for increased 

digital payment methods. Despite these efforts and displayed enthusiasm, India still ranks a lowly 107 

on UN’s E-Government Survey ((United Nations Department of Economic and Social Affairs 2016)), 

which identifies the varying level of adoption and implementation of e-government solutions.  This 

survey finds 8 of the 10 highest scoring countries are located in Europe, which creates a large disparity 

that needs researched to understand the drivers behind this gap.   

The current Indian Prime Minister, Narendra Modi, and his government have taken multiple steps 

towards digitisation. This digitisation drive has been spearheaded by the Digital India programme, 

launched in 2015, based on the NeGP and e-Kranti, aims to 1) Bolster digital infrastructure 2) Offer 

digital services 3) Achieve digital literacy2. (Digital India 2018) During Modi’s candidacy in 2014, he 

expressed the lack of internet access in rural areas and difference in speed as major roadblocks.3 

(Economic Times 2014) As recently as October 2017, Modi recognised the impact of access to internet 

in creating two versions of India – one benefiting from e-government and the other missing out due to 

lack of infrastructure and literacy.4  

This paper intends to capitalise on the fertile environment created to study e-government adoption in 

an India with high mobile phone penetration, recent rise in digital payments and increased online 

                                                           
1 http://blogs.worldbank.org/governance/technology-good-or-bad-fight-against-corruption 
2 http://www.digitalindia.gov.in/ 
3 https://economictimes.indiatimes.com/news/politics-and-nation/narendra-modi-woos-indian-it-companies-
stresses-need-for-e-governance/articleshow/30390443.cms 
4 https://www.ndtv.com/india-news/cant-afford-to-have-digital-divide-in-india-prime-minister-narendra-
modi-1759997 



Page 4 of 39 
 

government service delivery. The aim of this research is to understand how citizens interact with e-

government services and the dynamics created by digital divide 

Thus, this enquiry becomes pertinent in understanding the phenomenon of the adoption of e-government 

services while contextualising the relationship to digital divide. Such insights are directed towards 

policy reflections. An elaborated answer clarifying the role of digital divide can provide a roadmap to 

adapt and promote policies for digital inclusion.   

Due to the time and scope of the master thesis, a small study with a defined and manageable population 

would be most advisable, which can later act as a framework for a more scalable study. For this reason, 

the paper will employ delimitations based on geography in Ward 10 of Guwahati Municipality, Assam, 

India.  

Based on this trajectory of enquiry, the guiding questions that emerge are as the following – 

Research Question –  

“Identifying through, digital divide paradigm, gaps and opportunities in India’s E-government 

policy on a community of prospective users in Guwahati”  

2.Preliminary Literature review   

2.1 E-government  

The increasingly evident benefits of involving ICT in governance has led to a growing credibility of the 

concept of “E-government” but this popularity has not been matched with a consensus over how to 

define it. Due to this plethora of definitions available on the concept of E-government, it is pertinent to 

highlight the existing variants of the definition and sieve through them to select the most applicable 

perspective to apply later in the paper.    

2.1.1 E-government vs E-governance  

The Frank Bannister and Regina Connolly (2012)in their paper Defining e-Governance highlight that 

pitfalls exist even prior to defining the concept. The fluid nature of ICT in their opinion has tainted the 

nomenclature of e-government as the terms e-government and e- governance are used interchangeably.  

 

Figure 1 



Page 5 of 39 
 

Observation by Rhodes( 2007:15) already highlight the anarchic nature of the term governance in 

various literature and Peterson ( 2004:8) equates it to “…a terminological jungle in which any 

newcomer plants a seed”. Bannister and Connolly draw the same parallel to e-government and e- 

governance and credit the chaos behind the definitions to the roots of their non-digitalised counterparts.     

To distil the accurate nature of the 2 terms, they suggest that a wholistic understanding of how the 

following interact - Government, Governance, e-government and e- governance.  

The distinction of Government and Governance, especially in the age of globalisation and empowered 

non-state actors becomes clearer. Encapsulated by Pierre and Peters (2002) “Does government still 

matter?” and Bovaird and Löffler (2003)  furthering “When does government matter?”, one can infer 

that governance is no longer an exclusive action of the government to enforce. Kim, Prescott, and Kim 

2005 proposes that the conventional model of governance, where it is the result of actions executed by 

the government, must be re-thought to accommodate a view where the government is seen as an actor 

participating and sharing power during the act of governance. 

Thus, with a separated view of government and governance, their “electronic” or “e- “counterparts 

inherit similar properties. Bannister and Connolly argue for e-Government being a digital 

manifestation of the Government entity or organisation and containing digitalised versions of similar 

processes, while e-governance is a re-configuration of the interaction between stakeholders, nature of 

communication and the power distributed amongst them. ((Bannister and Connolly 2012:8). This 

understanding can be furthered by their inspiration from Business Process Re-engineering (BPR) and 

seeing e-government efforts as the replication of non-electronic versions without fundamental alteration 

to the process, because otherwise any radical alteration would have a cascading effecting on the system 

of governance bringing the discussion to the domain of e-governance. (Ibid:12p). To conclude, e-

government is ultimately presented as a significant subset of e-governance by Bannister and Connolly, 

along with many other researchers, but consensus has not been reached as indicated by Palvia and 

Sharma (Palvia and Sharma 2007:3).      

This paper will be focusing on service delivery and Government-2-Citizen aspect of India’s e-

Governance plan. The elements focused on, place the paper primarily within the domain of E-

government, thus making it the prime focus going forward.  

Highlighting this difference is vital due to the blurred use and the inter-changeability of the terms e-

government and e- governance by authors, governments, organisations. This distinction is important to 

note but for the remainder of the thesis, the main focus would be the functional aspect rather than the 

overriding definition.  
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2.1.1 Evolution of E-government 

 

A trend analysis of E-government on Google Scholar traces tags or mentions from the 1950s, but with 

advancing technology and government digitisation, the 2000s has seen the exponential growth in 

academic interest in the topic.  

Bhogle (2007(Publishing 2007)) sees both academic interest and e-government adoption heavily tied to 

technological developments of the time. He identifies the technological capabilities of early internet 

languages such HTML being mono-directional, and hence not being an effective platform for 

mimicking offline government services.  

Websites of the 1990 exclusively based on HTML were only able to display information, but no 

interaction could take place. This meant that digitisation of the government was only able to inform or 

display static information. One could download a form but not fill it online, but rather fax it back or 

hand it in-person. The advent of other technologies, especially the platform agnostic Java script in 2001, 

helped create more interactive websites and in return increase technological capabilities of mimicking 

or translating government services truly in a digital format.  

This dependence of adoption and interest on technological advancement can be seen in Fig. XX and 

Bhogle’s identification of the availability of the appropriate seem to fit the timeline. Despite this 

increased research interest, we will see below that clearly identifying a universally agreed upon 

definition can pose a challenge.  

This lack of a consistent definition can be highlighted by the following heterogeneous pool of 

definitions put forward by international authorities.  

1. “World Bank (www.worldbank.org) definition (AOEMA report): “E-Government refers to the 

use by government agencies of information technologies (such as Wide Area Networks, the 
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Internet, and mobile computing) that have the ability to transform relations with citizens, 

businesses, and other arms of government. These technologies can serve a variety of different 

ends: better delivery of government services to citizens, improved interactions with business 

and industry, citizen empowerment through access to information, or more efficient government 

management. The resulting benefits can be less corruption, increased transparency, greater 

convenience, revenue growth, and/or cost reductions.”  

2. United Nations (www.unpan.org) definition (AOEMA report): “E-government is defined as 

utilizing the Internet and the world-wide-web for delivering government information and 

services to citizens.” 

3. Global Business Dialogue on Electronic Commerce - GBDe (www.gbde.org) definition 

(AOEMA report): “Electronic government (hereafter e-Government) refers to a situation in 

which administrative, legislative and judicial agencies (including both central and local 

governments) digitize their internal and external operations and utilize networked systems 

efficiently to realize better quality in the provision of public services.”   

4. Gartner Group’s definition: “the continuous optimization of service delivery, constituency 

participation, and governance by transforming internal and external relationships through 

technology, the Internet and new media.”   

5. Definition of the Working Group on E-government in the Developing World 

(www.pacificcouncil.org):  E-government is the use of information and communication 

technologies (ICTs) to promote more efficient and effective government, facilitate more 

accessible government services, allow greater public access to information, and make 

government more accountable to citizens. E-government might involve delivering services via 

the Internet, telephone, community centers (self-service or facilitated by others), wireless 

devices or other communications systems.”” (Moily 2008:8) 

Despite the wide variations in defining e-government, a consistent theme of the government leveraging 

ICT and especially the Internet in delivering better government services to citizens, businesses and other 

government agencies, while also ascending spatial and time constraints. Subhajit Basu (2004)(Basu 

2004) sees the  aggregated theme as the following – “The common theme behind these definitions is 

that e-government involves the automation or computerization of existing paper-based procedures that 

will prompt new styles of leadership, new ways of debating and deciding strategies, new ways of 

transacting business, new ways of listening to citizens and communities, and new ways of organizing 

and delivering information.” (p110) 

For the purpose of this paper, we will be employing the functional definition put forth by Palvia and 

Sharma (2006) – “E-government is a generic term for web-based services from agencies of local, state 

and federal governments. In e-government, the government uses information technology and 

particularly the Internet to support government operations, engage citizens, and provide government 
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services. The interaction may be in the form of obtaining information, filings, or making payments and 

a host of other activities via the World Wide Web”.  

Stages of E-Government 

Several frameworks have been proposed, but 

some of the most widely recognised has been 

conceptualised by Layne and Lee 

(2001)(Layne and Lee 2001) and by the UN in 

their 2008 study of E-government. Starting 

with Layne and Lee’s 4 stage model, which 

based on their analysis of United States of 

America, thus such model is best suited for a 

multi-layered system of government with 

federal, state and local agencies (p124). This 

model has been visualised in Fig XX where one 

can see the four elements.   

 

Their model comprises of the following, ranked in the ordered of occurrence -      

1. Stage I: Cataloguing  

a. At this stage the government has low experience with digitalisation experience, due to 

which projects are limited in scale and scope. The type of service would be non-

transactional and would perform the function of informing users.  

b. This stage provides a digital presence to various governmental agencies, and helps 

citizens and businesses find information faster 

c. There are also benefits enjoyed by the government, as cataloguing helps them avoid 

using time on simple and basic queries, instead Citizens can educate themselves 

regarding procedures and processes.  

2. Stage II: Transaction  

a. At this stage the functionality of government websites evolves to incorporate higher 

interaction. This is due to the increased trust and realisation by government officials 

and citizens of the potential value of the digital medium.  

b. Users at this stage demand the capabilities of being able to interact online, instead of 

having to go to specific offices or wait in line.  

c. Efficiency and speed are high motivating factors in this phase. 

d. The maturity of this stage also opens for better and varied types of interaction, which 

were previously not possible.     
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3. Stage III: Vertical integration 

a. Since, most transactional stages are at local levels, a natural progression has to be made 

in collecting all the scattered and fragmented systems and unifying them 

b. During this stage, the intent is to transform government services rather than solely of 

digitisation and automation.  

c. Here different government agencies at the local, state and federal level will have to re-

engineer government processes of how they interact. This stage requires not only 

consistent implementation of technology but also a heavy emphasis on information and 

systems integration.    

4. Stage IV: Horizontal integration  

a. This stage delivers the full potential of ICT adoption to the end user, but to do this 

horizontal integration across different functions has to be achieved  

b. Agencies and functions in governments tend to create silos, but typically a user needs 

more than one function that maybe related. 

c. Databases across various agencies will have to be capable of communicating 

horizontally as well as vertically. Such capabilities would be beneficial to citizens and 

businesses in being able to carry their existing information or licenses across different 

government levels and functions.  

d. No fully completed examples of this stage exist, since it comes with immense 

operational challenges as well as technological and organisational.    

The other recognised model is one proposed by the UN as a part of their Web Measure Index in 2008 

(UN 2008:15) This model distributes the evolution of the e-government model over five stages namely, 

1) Emerging 2) Enhanced 3) Interactive 4) Transactional 5) Emerging. States progress through these 

stages with passing each threshold related to “infrastructure development, content delivery, business re-

engineering, data management, security and customer management” (ibid).      

 

Figure 2 (Layne, K., & Lee, J. (2001) 
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 Stage I - Emerging: It’s when the government has minimal web presences, with mostly static web pages 

and/or an official website. Digitalisation is inconsistent, sometimes not regularly updated and minimal 

interaction with the citizens (Ibid:16) 

Stage II - Enhanced: Governments in this stage make information on policy and governance available 

online. Archived information is made easily accessible to citizens i.e. documents, forms, reports, laws 

and regulations, and newsletters.  (ibid) 

Stage III - Interactive: Governments websites evolve to being able to provide downloadable forms for 

payments, applications and renewals. This stage lays the foundation for an increased interactive web 

portal with early signs potential to convenience citizens’ needs.   

Stage IV - Transactional: Government portals are designed to be bi-directional and facilitates 

interactions between citizens and the government. In this stage, regular interactions can be initiated and 

concluded online. Options for paying bills, taxes, applications, passports and licenses can be made 

online 24/7 (Ibid) 

“Stage V - Connected: Governments transform themselves into a connected entity that responds to the 

needs of its citizens by developing an integrated back office infrastructure. This is the most sophisticated 

level of online e-government initiatives and is characterized by:  

1. Horizontal connections (among government agencies)  

2. Vertical connections (central and local government agencies)  

3. Infrastructure connections (interoperability issues)  

4. Connections between governments and citizens  

5. Connections among stakeholders (government, private sector, academic institutions, NGOs and 

civil society)” (Ibid)  

 

The two models presented have many similarities, but the UN model incorporates Layne and Lee’s last 

two stages in its own 5th Stage. The UN model also provides for a more differentiated and granular 

classification of e-government development, which is better suited for our case – India.     

2.1.2 Types of E-government     

E-government evolution does not only take place as a whole but can also be seen branching out to 

different end-users. Basu (2004)(Basu 2004) parallels the evolution of e-government to that of e-

commerce, where first enterprise to enterprise transaction and interactions became more efficient which 

was then followed by higher interaction directly with customers. This is mirrored by how governments 

attempt to optimise inter/intra-agency processes, followed by increased digital interaction with citizens 

and businesses.  
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These types of interactions exist within the broader framework of e-government and have been 

identified as the following (Basu 2004) -    

1. G2G – Government to Government – Implementation of ICT for restructuring of 

governmental processes as well as increased collaboration and information exchange between 

different governmental bodies. This category can exist a horizontal or vertical form 

encompassing only the involved governmental bodies.    

2. G2C – Government to Citizen – An interface between the government and its citizens for 

efficient delivery of public services. Additionally, it serves to increase the range, quality and 

access to a large offering of public services. This improves not only efficiency but also releases 

the citizen of physical and time-bound limitations. 

3. G2B – Government to Business – Tools for the business fraternity for efficient interaction – 

eliminating red tape and operational costs. This type of e-government also includes 

transactional functions to facilitate easy operation, investment and cooperation.    

4. G2E – Government to Employees – As a large employer, implementing ICT tools help create 

communication channels vertically and horizontally within the government. The main 

motivation behind such implementation is lower communication friction and higher employee 

satisfaction.  

2.1.3 Selected Definition and type 

This thesis intends to focus on the functional aspect of e-government from the user’s perspective. 

Furthermore, the research also roots itself in an Indian geographical and E-government structural 

context.  Thus, adopting a definition in line with the Indian government’s format of service delivery  

The Thus, from here on forward, the thesis will understand e-government from a service delivery 

perspective and see its role as in defined under G2C. This helps delimit the research enquiry into a 

specific aspect of e-government but yet leaves space for a significant understanding of the dynamics 

between adoption and digital inequality.   

2.2 Digital Divide  

Digital divide stems from attempts made by the American federal government in investigating the 

concept of a technology gap and its possible negative repercussions. The American National 

Telecommunications & Information Administration (NTIA) in 1995 and subsequently in 1998 released 

reports part of the series “Falling Through the Net”, which framed the concept of digital divide(NTIA 

2000).  

Digital divide was initially established to be the “growing gap between the underprivileged members 

of society, especially the poor, rural, elderly, and handicapped portion of the population who do not 

have access to computers or the internet; and the wealthy, middle-class, and young living in urban and 
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suburban areas who have access.” (SCS 2016) When distilled to the core, Digital Divide counts as the 

binary divide between the “haves” and “have nots” of the computer and internet hardware. (Warschauer 

2003:44) 

The primary focus of early literature was fixed on the ownership and access to computer and internet 

hardware. The underlying assumption was that gaining access to the internet was the largest barrier thus 

digital divide was an “access to technology” problem. This was fuelled by the optimistic view of “once 

online, there is no gap” and the assumption that everyone uses the internet uniformly. Such assumptions 

implied that once people gained access, they had the same potential to use technology and enhance their 

opportunities regarding employment, health and education equally, thus promoting access to technology 

as the defining factor. (DiMaggio and Hargittai 2001:1p)(DiMaggio and Hargittai 2001) 

The NTIA’s research has framed the paradigm of digital divide and in the outset their view of the only 

differentiating factor of urban and rural locations was dominant. NTIA’s position, along with 

developing research, has since gone on to include parameters such as race, income, education, age, and 

disability status. (Ibid:3p)  

Since the inception of the concept, the technological landscape has experienced lower cost-barriers, 

expanded infrastructure and more integration of technology in one’s life.  Mobile technology has meant 

many have been able to leapfrog barriers and gain access to computing power as well as the internet. 

Growing public services delivering internet through libraries, schools and public hotspots have also 

contributed to minimising the digital divide, if seen in the classical sense of access to technology.  

With these new developments, efforts have been made to expand the scope of digital divide. In Helbig, 

Gil-Garcia and Ferro’s (2008)(Helbig, Gil-García, and Ferro 2009) review of digital divide literature, 

they have found increased calls for expanding the concept of digital divide by the academic field. Their 

review finds that digital divide can be understood from 3 primary perspectives –  
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1) Access digital divide  

a.  A technology deterministic argument that 

focuses of the idea of ownership. Thus, it sees 

any gap based on geography and social 

backgrounds as temporary and solvable by 

giving hardware access.   

2) Multi-dimensional digital divide  

a. This position rejects the binary form of digital 

divide and sees technology only as a 

foundational block. The primary focus is on 

the effects of the environment and the social 

backgrounds that impact one’s use of the 

internet  

3) Multi-perspective digital divide 

a. This perspective suggests “that the differential access and ability to use technologies 

are rooted within various factors. Therefore, people will choose to use technologies 

differently for many reasons, but people also use technology differently because they 

are situated within various contexts or intersecting factors (age, gender, race, etc.).” 

(pg92) 

This expansion of digital divide means that the initial underlying assumption that all users can benefit 

equally once they can access the internet has to be challenged. This has led to a promotion of the notion 

of inequality to be included in our understanding of the digital divide - “the disparities in knowledge 

and ability of using digital and information technology among individuals with different demographics, 

socioeconomic backgrounds, and digital and information technology experience and competencies.” 

(IGI Global, n.d) 

Dewan and Riggins (2005) have argued against the binary understanding of digital divide. In their 

research they argue that this divide can be grouped into – 1) Inequality amongst who have access to 

technology (First order divide), and 2) Inequality in the ability of use (Second order divide)   

Paul DiMaggio and Eszter Hargittai (2001) propagate using varied metrics for digital divide, rather than 

only access as that does not empower users automatically. Their paper “From the ‘Digital Divide’ to 

`Digital Inequality’:  Studying Internet Use As Penetration Increases” provides a outline in identifying 

factors contributing to digital divide.   

DiMaggio and Hargittai identify the following types of inequalities - 

1. Inequality in technical apparatus. 
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i. Building upon Kling (1998), DiMaggio and Hargittai theorise that outdated or 

inadequate apparatus diminishes benefits gained. This is due to users not being able 

to access more technologically advanced or resource demanding websites. 

Secondly, this scenario creates a negative feedback loop wherein the users acquire 

less skills and experience less gratifying use.   

2. Variation in Autonomy of use 

i. Diverting attention to where internet services are accessed is another important 

criterion. The environment one accesses their internet from has an impact on their 

usage. Accessing from the school, library, home, or work has its own limitations 

and advantages. The location of access also determines the time to service, if at 

home, internet is a 24/7 resource otherwise one is limited to the opening hours. In 

their paper, they equate greater autonomy with greater benefits 

3. Inequality in Skill 

i. Users’ gain from internet-based resources are dependent on their Internet 

competence.  DiMaggio and Hargittai define it as “the capacity to respond 

pragmatically and intuitively to challenges and opportunities in a manner that 

exploits the Internet’s potential”. Wilson (2000) identifies 4 types of relevant 

knowledge in building Internet competence – Recipe Knowledge, Background 

Knowledge, Integrative Knowledge and Technological Knowledge. These 

elements help a user navigate the internet and the computer at various stages, but 

also the exposure to these determine the positive or negative nature of a user’s 

experience over time.    

4. Variation of available social support 

i. Long exposure to internet competence is not a requisite. Users have shown to 

acquire greater skills in a short time, but the barrier exists when a user reaches their 

limit and dismiss the medium. Anecdotal evidence has shown the value of 

technically sophisticated peers’ presence in people’s networks, without whom new 

users can feel isolated.  

ii. They can exist in the forms of 1) Official technical assistance provided by the 

school, government, employer or businesses 2) Technical assistance from friends 

and family 3) Emotional reinforcement from friends and family in supporting when 

things go wrong or sharing interest in one’s technical discoveries. 

5. Variation in use 

i. Digital optimists presented an egalitarian view of internet usage, but increased 

internet proliferation has shown differentiated use exists. Spooner and Rainey 

(2000) reported in the US that the African-American internet users were more 

likely to use educational and employment websites, while NTIA has shown varied 
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use among different income groups.  DiMaggio and Hargittai see the above-

mentioned factors along with socio-economic factors as determinants of usage, 

which must be holistically understood in any digital divide investigation.    

3. Background 

3.1 Timeline of E-government in India  

"Make all Government services accessible to the common man in his locality, through common service 

delivery outlets, and ensure efficiency, transparency, and reliability of such services at affordable costs 

to realise the basic needs of the common man"5 

India’s current E-government strategy is headlined by the Digital India campaign launched in 2015. 

Established by the Government of India, under the current Prime Minister Narendra Modi, is a multi-

faceted program aimed at promoting inclusive digital growth, expanding ICT infrastructure, promotion 

of IT skills and job, and increasing digitisation of government services.  

The Digital India program serves as a successor to the initial initiatives starting in the 1970s, when the 

Department of Electronics was established in recognition of the emerging importance of technology in 

governing. Since, there have been multiple iterations towards computerisation of government processes 

as well as digitally delivering services.  

One of the most significant leaps for e-government in India was made with the launch of National 

Informatics Centre Network (NICNET) and District Information System of the National Informatics 

centre (DISNIC) between 1987-1990. These programmes established a national satellite-based 

computer network and additionally provided required hardware and software to various government 

offices within the federal and state level to achieve the agenda of computerisation ((Moily 2008)26)    

The 1990s saw an accelerated move towards promoting ICT use within the Government sphere. This 

decade saw the constitution of the National Task Force on Information Technology and Software 

Development, the Union Ministry of Information Technology was created, and the decade culminated 

with a 12-point minimum agenda being identified by the Government of India for e-government 

adoption in all Government Ministries and Departments. The agenda includes the following 

requirements -  

(1) “Computers with necessary software to be provided to all up to the Section Officer level. In 

addition, Local Area Network (LAN) must also be set up. 

(2) It should be ensured that all staff who have access to and need to use computer for their office 

work are provided with adequate training. To facilitate this, inter alia, Ministries/Departments 

                                                           
5 http://meity.gov.in/divisions/national-e-governance-plan 
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should set up their own or share other’s Learning centres for decentralized training in computers 

as per the guidelines issued by the MIT. 

(3) Each Ministry/Department should start using the Office Procedure Automation software 

developed by NIC with a view to keeping a record of receipt of dak, issue of letters, as well as 

movement of files in the department. 

(4) Pay roll accounting and other house-keeping software should be put to use in day-to-day 

operations. 

(5) Notices for internal meetings should be sent by e-mail. Similarly, submission of applications 

for leave and for going on tour should also be done electronically. Ministries/Departments 

should also set up online notice board to display orders, circulars etc. as and when issued. 

(6) Ministries/Departments should use the web-enabled Grievance Redressal Software developed 

by the Department of Administrative Reforms and Public Grievances. 

(7) Each Ministry/Department should have its own website. 

(8) All Acts, Rules, circulars must be converted into electronic form and, along with other 

published material of interest or relevance to the public, should be made available on the 

internet and be accessible from the Information and Facilitation counter. 

(9) The websites of Ministries/Departments/Organisations should specifically contain a section in 

which various forms to be used by citizens/customers” (Moily 2008) 

Most efforts until the 2000s can be seen primarily as computerisation drives and ones focused on 

internal upgradation within the government offices. Strides were made towards higher Government to 

Business, Citizens and Government interaction with formulation of National e-government Plan 

(NeGP) in 2006 by the Department of Electronics and Information Technology (DeitY) and Department 

of Administrative Reforms and Public Grievances (DARPG). This plan was further bolstered by the 

11th report of the Second Administrative Reforms Commission, titled "Promoting e-government - The 

Smart Way Forward"  

With the formulation of the National e-government Plan (NeGP), 44 Mission Mode Projects were 

established over time.  
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e-Kranti6 

The key principles of e-Kranti are as follows: 

“1. Transformation and not Translation - All project proposals in e-Kranti must involve substantial 

transformation in the quality, quantity and manner of delivery of services and significant enhancement 

in productivity and competitiveness. 

2. Integrated Services and not Individual Services - A common middleware and integration of the back 

end processes and processing systems is required to facilitate integrated service delivery to citizens. 

3. Government Process Reengineering (GPR) to be mandatory in every MMP - To mandate GPR as the 

essential first step in all new MMPs without which a project may not be sanctioned. The degree of GPR 

should be assessed and enhanced for the existing MMPs. 

4. ICT Infrastructure on Demand – Government departments should be provided with ICT 

infrastructure, such as connectivity, cloud and mobile platform on demand. In this regard, National 

Information Infrastructure (NII), which is at an advanced stage of project formulation, would be fast-

tracked by DeitY. 

5. Cloud by Default – The flexibility, agility and cost effectiveness offered by cloud technologies would 

be fully leveraged while designing and hosting applications. Government Cloud shall be the default 

cloud for Government Departments. All sensitive information of Government Departments shall be 

stored in a Government Cloud only. Any Government Department may use a private cloud only after 

obtaining permission from Department of Electronics and Information Technology which shall do so 

after assessing the security and privacy aspects of the proposed cloud. 

6. Mobile First - All applications are designed/ redesigned to enable delivery of services through mobile. 

7. Fast Tracking Approvals – To establish a fast-track approval mechanism for MMPs, once the Detailed 

Project Report (DPR) of a project is approved by the Competent Authority, Empowered Committees 

may be constituted with delegated powers to take all subsequent decisions. 

8. Mandating Standards and Protocols – Use of e-Governance standards and protocols as notified by 

DeitY be mandated in all e-governance projects. 

9. Language Localization - It is imperative that all information and services in e-Governance projects 

are available in Indian languages as well. 

10. National GIS (Geo-Spatial Information System) - NGIS to be leveraged as a platform and as a 

service in e-Governance projects. 

                                                           
6 http://negd.gov.in/e-kranti-negp-20-framework-0 
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11. Security and Electronic Data Preservation - All online applications and e-services to adhere to 

prescribed security measures including cyber security. The National Cyber Security Policy 2013 

notified by DeitY must be followed.” (eKranti 2018)  

 

4. Methodology 

E-government and Digital Divide are relatively new concepts, but both topics have generated large 

academic interest. Analytics of google scholar for both topics yields the following chart, which 

shows similar trends in their development in academic research. Both topics have seen a larger 

evolution of the scope and scale of these concepts due to the shifting landscape and technological 

developments.  

 

Despite the large volume of interest, Helbig, Gil-Garcia and Ferro (2008) found in their review of 

E-government literature review that most research focused on e-government from a supply-side 

perspective. (Ibid:89) Deficiency in literature on the demand-side understanding has negative 

repercussion on the understanding of policy implementation and reception by users. Heeks (2003) 

estimated that the lack of such knowledge has partially contributed to the high failure rates of E-

government projects, which can reach as high as 85%. Sebastian and Supriya ( 2013) highlight 

that existing literature in India’s context focuses on impact, sustainability or security but lacks 

deeper insights into readiness from a user perspective. (Supriya 2013:32) 

Thus, keeping in line with the core of this paper, the intent is to adopt methodology that can 

contribute to these gaps in literature. The desired result of this paper is to gain deeper 

understanding of the users, their interaction with the internet and any subsequent relationship with 

e-government. For this both goal both qualitative, quantitative and mixed methodology can be 

applied.      
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4.1 Qualitative research  

Scholars of the respective concepts have shown a predominant quantitative tendency. Okunola, 

Rowley and Johnson (2017)(Okunola, Rowley, and Johnson 2017) and D. Morris and J. Morris 

(2013)(Morris and Morris 2013) employed quantitative methods in identifying and comparing 

Nigeria’s e-government portal usage statistics with the ones of US and UK, while the latter co-

related digital-inequality and political participation.  Sebastian and Supriya (2013) further look at 

e-government ranking indices for analysing India’s readiness. The quantitative approach, as seen 

in the aforementioned publications, can provide “a numeric description of trends, attitudes or 

opinions of a population by studying a sample of that population” ((Creswell 2014): 155), which 

can assist in “generalizing from a sample to a population” (ibid.) But, Qualitative research method 

can help in “develop[ing] a complex picture of the problem or issue under study, […] identifying 

the many factors involved in a situation, and generally sketching the larger picture that emerges” 

(Creswell 2014: 186). This quality is demonstrated by Alenizi et al (2017) (Alenezi et al. 

2017)when they deploy qualitative methods in analysing factors affecting Kuwait’s e-government 

adoption. Due to the benefits qualitative research provides in understanding complex dynamics, 

this paper will be employing a qualitative approach  

4.2 Constructivism                 
   

This research project will be employing a constructivist philosophical position as we believe that 

the individual meaning created by every internet user has to be recognised. As stated by Bryman 

“Constructivism asserts that social phenomena and their meaning are continually being 

accomplished by social actors” ((Bryman 2008):692), this recognises the agency of the individual, 

which needs to be elaborated to understand the interaction that occurs between the technological 

access of the population and their complex & varied use of it. The primary goal of this study is to 

understand the complexity of the user’s interaction with services available on the internet in 

general and their consumption of e-government services. Such an approach bodes well with the 

social constructivist view of varied and complex meanings created by individuals and hence have 

to be understood from their perspective to explain the phenomenon rather than restrict them to few 

structural categories, rejecting a positivist view. (Creswell 2014:37) 

 

4.3 Grounded Theory 

Grounded theory originates from  Barney. G. Glaser and Anslem L. Strauss’s publication The Discovery 

of Grounded theory. Their framework lends credibility to qualitative methods in a time of positivist 

traditions (Ibid:4p) Main features of grounded theory are - parallel involvement in data collection and 

analysis, constructing codes and categories (Ibid:5p) 
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For this research, the paper will be adopting Kathleen Eisenhardt’s grounded theory roadmap 

Eisenhardt’s roadmap helps implement an abductive approach.  

4.4.1 Eisnhardt’s Roadmap  

The methodological structure for this project is provided by Kathleen Eisenhardt’s Building Theories 

from Case Study, which is primarily “…a roadmap for building theories from case study research” 

(Eisenhardt 1989:532) 

As Eisenhardt herself highlights that  

“…there are times when little is known about a phenomenon, current perspectives seem 

inadequate because they have little empirical substantiation…Second,…it is particularly well-

suited to new research areas or research areas for which existing theory seems inadequate.” 

(Ibid:548p)       

 

4.6 Data Collection  

4.6.1 Conducting Interviews  

As Bryman writes (2008:436) “The interview is probably the most widely employed method in 

qualitative research”. Although time-consuming, the interview is much more flexible than other 

qualitative research methods such as ethnography and therefore easier to accommodate into a 

researcher’s personal life, which has made it an attractive method to collect qualitative data. 

There are several types of interviews and interview techniques, which all have their advantages and 

disadvantages. Except from the structured interview and the standardized interview, which are both 

generally associated with survey research and quantitative method, all other interview forms, including 

the unstructured and the semi-structured interview, are mainly used within qualitative research (Bryman 

2008:195). As the aim of this thesis is to understand the dynamics of relationships rather than a trend 

analysis, this paper will engage in a qualitative method of collecting data. 

  

. Getting  1 
started    

.Selecting  2 
cases   

3 . Crafting  
instruments  

and  
protocols    

. Entering  4 
the field   

5 . Analyzing  
Data   

6 . Shaping  
hypothesis   

7 . Enfolding  
littaruture   

8 . Reaching  
closure   

Figure 1: Eisenhardt's Roadmap    
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The two major interview types are the unstructured and the semi-structured interview. The difference 

between the two is quite accurately described in the name. Although the unstructured interview is 

performed with the purpose of obtaining information about a certain topic, it allows the interviewee to 

speak more freely and is the type that comes closest to a normal conversation (Bryman 2008: 438). In 

the semi-structured interview, the researcher works from an interview guide with a fairly specific list 

of topics or even questions (that are much more general than in the case of the quantitative interviews) 

that he/she would like to cover but still lets the interviewee respond quite freely. The semi-structured 

interview is still flexible, and questions can be added during the interview. Since the paper’s interest 

areas cover  

4.6.2 Coding Themes 
 

Theme Sub-Themes 

E-Government • Complete implementation/Integration 

• Awareness  

Technical apparatus • Smartphone as primary tool 

Social support • Assistance 

• Proxy Use  

Use perception • Source of Entertainment  

• Anti-Social Behaviour 

 

5. Findings  

5.1 Demographics 

 

Total Interviewed 50 interviewees  

Demographic   % 

Gender 

Male  

Female 

 

25 

25 

 

50% 

50% 

Educational Background 

Graduation and Post-graduation 

High School 

Secondary School 

 

21 

23 

6 

 

42% 

46% 

12% 

Internet users 

User 

Non-user 

 

36 

14 

 

72% 

28% 

E-government user 

User 

Non-user 

 

19 

31 

 

38% 

62% 

Income type 

Self-employed 

Salaried/Employed 

 

10 

28 

 

20% 

56% 
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Unemployed 

Student 

1 

11 

2% 

22% 

Ownership of Hardware 

Phone – 2G 

Phone 3G/4G 

Computer/Laptop 

 

14 

36 

26 

 

28% 

72% 

52% 

   

 

 

5.2 E-Government 

Among the interviewees, 19 of them reported to have used one or more e-government service. Their 

uses ranged from booking gas cylinders, checking exam results administered by the central and state 

education boards, applying for their passport & drivers license to filing their taxes.  

 

Despite only half of the internet users interviewed having had experienced e-government services, most 

respondents held an opinion on it. There is general positive reception to the digitisation of Government 

services, irrespective of their current use or access to internet, based on the perception that such facilities 

would dramatically save one time. This positive perception seems to exist in a relative plane due to 

comparison with their own experience or the ones of their peers in physical government offices.  

This can be seen when Respondent 41 was asked about here awareness of e-government services. Due 

to her experience offline, she is seen displaying regret about not knowing about being able to initiate 

her passport application online.  

“ … I would prefer to apply online next time. When I applied for my passport I had to wait for 8-9 

hours, so when I am doing something again I'd prefer online” 

“I'll save time and that’s quite important... I think government websites can be slow at times, but in 

general it should work well enough” (Appendix I – Respondent 41) 

A similar sentiment is echoed by Respondent 33, both of whom have not actually experienced using 

any e-government services 

“If you have to go the office, it takes hours waiting in lines...so why not apply online and it should be 

working correctly” (Appendix I – Respondent 33) 
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5.2.1 Complete implementation/Integration 

This positivity attitude towards digitisation is repeated and the effort is commended by most 

interviewees, but doe not always transition to the topic of implementation. Repeated reservations are 

flagged during coding in the users’ experience of e-government websites or their scepticism of the 

government’s ability to execute.  

Respondent 58 embodies a mature internet user with a long exposure to internet. The interviewee ranked 

government tax websites in his top 3 list of internet services, which he frequents due to his line of work.   

When probed more on the matter he states the inconsistency in reliability between different government 

websites. This difference was felt by him for the same functional line of taxation services but were 

implemented by two different authorities belonging to the state (Assam) and federal government.   

“…the one by Assam government sometime opens sometimes is unresponsive. See, it is good when it 

works and bad when it is down. Overall, I am not very satisfied with the execution, although I found the 

income tax website was to my liking” (Appendix I – Respondent 58) 

Continuing, the interviewee also found discrepancies in organisational training and internalisation of 

digital services. The user felt a level of friction and discriminated against when he used the online 

application system for a driver’s license. He alluded that incompetence, unfamiliarity with the new 

systems or corruption could be determinants of this friction.  

 

“There is also a system for the driver’s license, but the people in the office discriminate against the 

applications made. They try to find one way or another to reject it until I go there physically, only once 

they see you then then get satisfied.” (Appendix I – Respondent 58) 

 

Layne and Lee’s (2000) model of e-government can be seen at play from this user’s perspective 

where the user’s expectations here mimic the Transaction stage where the citizens see higher 

value in internet delivered services and expect more gain. 

  

“See I'm really happy about the website, but I'll only be truly satisfied about the whole process if I am 

able to get the license without having to physically go in person. I went once, I uploaded everything 

that was requested, then they also verified it physically, but then they wouldn't accept it anyway” 

(Appendix I – Respondent 58) 

 

“It is as if they have painted a house and only brought about superficial changes.” (Appendix I – 

Respondent 58) 
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Other respondents like 20, 25, 29, 44 and 35 also sees a discrepancy between how these websites are 

advertised versus the reality.   

“These services haven't developed enough to be useful online. They show on the tv that it is very useful, 

but one has to go to the office to get what they want…Since it is the government, it has to be slow. Once 

you go to the office it is faster because they actually process your file. Who knows what happens to your 

file when applying online?” (Appendix I – Respondent 35) 

“…we heard that it could be done online and that worked. It wasn't the fastest, because we still had to 

try a lot and then people in the office were not too well versed in handling people that had applied 

through the website.” (Appendix I – Respondent 44) 

5.2.2 Awareness 

“If the government has to make things digital, they have to first properly advertise and spread 

awareness. Then they need to make sure that everyone from its own employees and the wider community 

is taught how to use these systems” (Appendix I – Respondent 20) 

Another sub-theme within E-government was the lack of awareness. Interviewees repeatedly showed 

low awareness of the spectrum of e-government services, moreover the    

5.3 Technical apparatus 

5.3.1 Smartphone as primary tool 

During coding, a collective consensus regarding the importance of the smartphone as the primary means 

of accessing the internet emerged. Both internet and non-internet users perceived the smartphone as the 

main enabler of internet consumption. To non-internet users the smartphone, and not a laptop or 

computer, was the hardware barrier that needed to be scaled. Conversely, most interviewees saw the 

need to use internet a big factor in the decision in buying a smartphone, making the two mutually 

inclusive amongst this sample group.  

Respondent 60 directly attributed her inability to use internet to the lack of a smartphone    

“Yes, but I haven't bought a smartphone yet, that is why I don't use the internet”  

(Appendix I – Respondent 60) 

Other interviewees also stated the “App-ification”7 of internet services, which meant that buying a 

smartphone was inherently a choice made to use the internet in mobile form. This is seen being 

expressed by both internet users and non-users -   

 

                                                           
7 https://www.igi-global.com/dictionary/the-appification-of-literacy/50128 
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When asked if the interviewee was reliant on the internet, she equated her dependence on the app form 

and on her smartphone  

  

“Q: So, you would feel uneasy without access to internet? 

R: Without all the apps on my smartphone it'll be very difficult to get by” (56) 

 

This perception is also seen from a non-user’s side, as the interviewee perceives that one only buys a 

smartphone to use the apps, which she has no need for. For the interviewee the purchase of a smartphone 

is not related with just a notion of hardware upgrade but also app and internet usage.   

 

“I just have a regular phone...my daughter keeps nagging me to get a smartphone, but I do 

not need all these apps...just need my phone to make calls.” (49) 

 

Respondents like 23 and 66 again reiterate the concept of attaining internet driven benefits through a 

smartphone. Here we can see Respondent 66, a non-internet user, sees the benefit of using a mobile 

payment app for his work as a taxi driver. He expresses conflict in his decision whether or not to buy a 

phone due to the cost and skill barriers, despite the perceived benefit of being able to use a mobile 

payment service.  

  

“So, people want to use Paytm [a mobile payment app] when paying for their rides with me 

when I work, but I have to say no. I feel I need to buy a new phone and move ahead with times. 

Then, I'll also have to learn and will have to ask around about how to use things 

. 

Interviewer: Do you feel like you don't know enough about using your phone and the internet 

to justify buying a new phone? 

A little bit, I am insecure about it and it is an investment, so I'd like to slowly make my way 

towards it. I also don't think the benefits are that high that I want to rush into it.”  (Appendix 

I – Respondent 31) 

Equating internet usage directly to smartphones adds new dimensions of barriers. As seen above need 

becomes a factor, but additionally cost and skill become determinants too.  

 

Respondent 51 displays desire to own a smartphone, for the purpose of internet usage, but sees the high 

cost of entry and skill barriers as a deterrent   
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“Yes, but I have no money...I really want to buy one, but then I have to be able to afford it 

and then someone has to teach me…Of course I feel like it [buying a smartphone] but I do 

not have the means to afford it as of now” (51) 

 

This cost barrier also translates to data plans as well. Respondent 33 states how cheaper plans offered 

by a new telecom company Jio has been a catalyst for his increased internet usage.  

“Yes daily, after Jio has come it’s even better, but I used it before as well...After Jio I use it more 

regularly because it is basically free.” (33) 

5.4 Social support 

The most dominant emergent theme through the coding phase has been the role of one’s peripheral 

network. Interviewees have attributed their use of new services to their peers, others have observed 

friends while using their phones or computer to learn, some borrow others’ hardware or ask family 

members to pay bills online on their behalf.  

In the graph below, one can see that despite 14 interviewees reporting that they do not actively use the 

internet, their further answers indicate that they do in fact benefit from internet services on the account 

of other’s actions or ownership of hardware. When analysing answers by internet users, one can see the 

large impact of assistance received and their positive experience with the medium, while the non-users 

had a disproportionate absence of technically sophisticated peers.    

 

5.4.1 Assistance 

No determination on correlation can be made, but assistance by people in one’s social or professional 

network has been a heavy feature with interviewees with positive notions of the internet. Social support 

has been indicated as an enabler by many respondents, just like Respondent 66 here -   
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I had to learn from others. My Facebook was created by my friend, WhatsApp was shown by someone 

else, so I learnt how to use the phone mostly from others. (66) 

This social support, among the interviewees, is mostly constituted by relatives or friends. Respondent 

43 attributed her adoption of new services to close family members. In the first quote she talks about 

the introduction to online shopping by her cousin and then in the latter quote she credits her brother for 

introducing her and guiding her through the driver’s license online application.   

 “My cousin was using it, he ordered shoes on it and they were actually quite nice. This made me very 

interested” 

“… And, it was especially easier because my brother helped me through the whole application process.” 

(43)  

Respondent 33 is an example of how peers can help troubleshoot problems. In this case his friend 

substitutes a role, which would be either fulfilled by the customer service or by the customer has to 

learn new skills.   

I have an older friend who checks the tracking information for me and lets me know its status. He is the 

one who has shown me most about how to use online shopping (33) 

(DiMaggio and Hargittai 2001)(2001) state that this support can also come from official channels. 

Although most interviewees look towards a relative or friend, company representatives have had a 

positive impact on training and adoption. Respondent 46 is a new internet user with 8 months of 

smartphone ownership. The interviewee received training and a demonstration that led to immediate 

adoption of a new internet service. More impressively the user prior to this interaction was not an owner 

of a smartphone, thus the benefits of the mobile payment app was the sole motivation for using internet.   

“The sales people from PayTm came to show me how it works, and I liked it. I started accepting mobile 

payments slowly and now I have it as a regular option.” (46) 

This positive experience makes the same user wish for similar help when using e-government services 

online  

“Help would be nice, just like with PayTM. If I could get some training, it would make things easier” 

(46) 

Conversely, the absence of support can be seen to have had an adverse effect with Respondent 30. This 

user classifies himself as a need-based internet user with low weekly active usage. The user reports that 
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he himself was not able to operate a mobile payment app and approached the company for technical 

support, but the absence of which led to him abandoning the service.    

I went to a shop and they suggested that I use PayTm...I tried but the shopkeeper didn't know how to 

use it either...we tried calling the PayTm representative, but he was unable to come at the time, so we 

just gave up (30) 

The presence of the support structure continues through most internet-users’ interviews. The direction 

is also reversed, when some users claim to help their parents or family with the internet. Others have 

shown an evolution of requiring help in the beginning but later going on to help others.   

5.4.2 Proxy Use 

The common thread of non-internet users benefitting from internet services indirectly emerged over the 

course of the interviews. Even though interviewees reported to not using the internet, instances of 

respondents benefitting from internet services in the household came to light.  

Some of the most common ones were online shopping on their behalf or a family member paying for 

shared utilities, like gas or electricity, over the internet. In some instances, like with Respondent 60, we 

can see that this transfer also takes place with another user’s hardware and other’s personal social media 

accounts.  

I borrow their [Brother and Husband] phones sometimes for WhatsApp, or I search online about 

stitching and designing. (60) 

Respondent 37 has a smartphone and an internet connection at home and on her phone, but in her 

interview states that she has no need nor the time to utilise internet related services, yet she states that 

she enlists her family’s help for any internet related queries.    

“I ask my husband and my sons to look up things for me. My daughter is glued to the phone all day, so 

if I have any problems she quickly fixes it for me” (37)  

Here is a possible example of a well-developed technical support system functioning as a deterrent to 

active internet usage as the barrier to ask for help is lower than the one for attaining the appropriate 

skills. This is a frequent occurrence amongst the non-internet users thus is a point of interest, but one 

must also consider that other factors as cultural hierarchy within a family may dictate similar behaviour 

offline and online       
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5.5 Use perception 
Two of the most stated reasons for not wanting to use internet or internet services is that 1) There is no 

time 2) There is no need as demonstrated by the interviewee number 37,  

“Q: Since you own a smartphone, have you not been curious about different apps and exploring the 

different services? 

R: Where's the time for all that, I'm too busy 

Q: Do you have an interest to learn more about the internet and internet services? 

R: There's no time for interest since I work so much” 

5.5.1 Source of Entertainment  

This theme continues amongst most non-internet users interviewed, additionally despite agreeing on 

positive benefits of some internet services the perception of internet as a source of entertainment 

continues.  

Respondent 49 insists on not having the time nor the skill to participate in using the internet, but the 

interviewees following response is also emblematic to the perception of the internet among non-internet 

users.  

“I think it is a way to kill time. People who don't have work need it the most. With me though, I am so 

busy, I don't realize where all this time disappears.” 

This perception of internet being a medium exclusively for entertainment seems to be pervasive, with 

constant repetition among the interviewees. Such a perception may have an impact on how people value 

their need for internet services. If non-users view internet as a substitute for the TV or radio, one may 

not be as inclined to commit to scaling a financial or skill barrier, versus when it is portrayed as a 

resource or tool for productivity.  

5.5.2 Anti-Social Behaviour 

Another perception that was shared between internet-users and non-users alike, was that of internet and 

smartphones having an impact on peoples’ behaviour. Here we can see both a user and a non-user agree 

on the benefits of internet and the available services, but they also find it a catalyst for anti-social 

behaviour.  

“Yes, it makes certain things easier, but I can see people are being more anti-social and more absorbed 

in their phones. Our social connection seems like it is disappearing.” (63) 

“There are some negatives, people are more independent, so I think that led to people being more 

aggressive and caused a decrease in social interaction.” (44) 

5.6 Summary  
The findings suggest an overall positive impression of digital services and digitisation of government 

services. Interviewees overwhelmingly saw services over the internet as an effective tool for saving 

time but disagreed on the extent of the need for these services to exist. From a e-government perspective, 
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there was varied opinion on whether these services have been currently implemented effectively and 

some preferring using physical offices since one would have to go anyway or because the respondents 

did not find the current offline methods inconvenient.  

The interviewees showed a range of uses of the internet, but Social Media, Online Shopping and Google 

Search were the most mentioned uses by the 36 internet users interviewed. On the E-government side, 

19 interviewees reported to having used e-government services, most of which were related to booking 

and pay for cooking gas along with Passport & License application and for checking results released by 

the government education boards. Unlike, other internet services not many users reported to use more 

than one government service online and interviewees were less likely to have heard about them.  

Throughout the interviews, the smartphone was consistently being touted as the tool for accessing the 

internet. Users saw the smartphone as an enabler and felt an expanding consumption of internet services 

after purchasing a smartphone, while non-users felt that their lack of interest in consuming internet 

services as a verdict also on their need for a smartphone. Some of the interviewees that wished to use 

the internet saw the tool as a barrier due to the cost and the skill required to operate it. 

Keeping with the smartphone, due to the direct equating of the smartphone with the internet, most users 

consumed these services through apps. This mutual inclusivity may have larger “app-ification” 

implication on the users’ expectation on how internet delivered services are packaged.        

The most dominant theme from the dataset was the presence of social support when using the internet. 

Within the sample for this paper, there existed a positive relationship with the accessibility to a group 

of technologically sophisticated network. When users hit a roadblock or scepticism during the use of a 

service, the presence of a knowledgeable network led to a more positive experience. This was not the 

case when this support network is absent leading to a higher skill barrier of entry, which may explain 

the users who reported an absent network did not avail of any internet services direct or indirectly.  

Conversely, presence of too strong a network, especially in the family, did not incentivise interviewees 

to use the internet proactively. A strong network meant that they were able to extract the benefits 

through other’s actions or hardware without having to make a financial investment or a learning 

commitment. This does not automatically qualify as a negative effect because it can be argued that non-

committed users can still benefit versus if they had to do it themselves.  

Lastly, the perception of the internet fostering anti-social behaviour emerged from the interviews. The 

independence gained from using the internet is received well within the group, but they also attribute 

social detachment to smartphone and internet use. Additionally, Non-users perceived internet as a 

source for entertainment that was suited for the unemployed or one with time on their hands. Such a 

perception may impact how they saw their need for the internet and for what one will turn to during 

times of need, such as government services.  
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E-Government 

1. Complete implementation/Integration 

a. Inconsistency in implementation by different government authorities 

b. Discrimination by officials in the offices due to digital incompetence, 

systems unfamiliarity or corruption  

c. Need for an end-to-end digital application system 

2. Awareness 

a. Internal Training: Need for training within government offices for 

employees in integrating digital processes  

b. External education: Awareness about e-government programs and 

technical education  

Technical 

apparatus 

1. Smartphone as primary tool 

a. Primary point of entry into the internet 

b. App-ification of services 

c. Cost and skill barriers to use  

Availability of 

social support 

i. Assistance 

a. Positive impact of technologically skilled peers on skill improvement, 

troubleshooting and new service adoption 

b. Absence has negative impact on internet adoption 

ii. Proxy Use 

a. Non-internet users benefit from the actions of internet users in their 

close social group  

b. Strong social support can be a deterrent to individual use due to it being 

easier than skill acquisition    

Use perception 

1. Source of Entertainment  

a. Prevalent impression of the internet being analogous to the TV or Radio 

as a source of entertainment  

b. This perception may skew how people analyse their needs in relation to 

the internet 

2. Anti-Social Behaviour 

a. Indications of interviewees attributing anti-social behaviour to internet 

usage.  

 

6. Digital Divide Considerations 
Building on DiMaggio and Hargittai’s (2001)(DiMaggio and Hargittai 2001) hypothesis on social 

support. In their paper, they hypothesised that “social support of all kinds increases users’ motivation 

to use the technology and the extent to which they develop their own digital competence.   We further 

predict that variation in social support influences the returns to Internet access, however these are 

measured.”  (11) 
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This hypothesis is supported by the emergent themes and the processed data from the sample group. 

The presence or absence of a technologically sound network has shown to have large implications on 

the experience of the interviewees. Most active users reported to have asked for help or received during 

the initial phases of use as well as during the adoption of new services. Similarly, most inactive users 

not only reported low interest and no access to technical apparatus, but most consistently stated the 

unavailability of technical support. This dynamic of support is multi-levelled can be seen at play in 

different stages of one’s interaction with the internet       

6.1 Gateway  
The network primarily has functioned as a gateway to the internet, smartphone or new services. 

Frequently the initiation of interest in using of the internet or a particular service has been due to the 

close proximity of a peer. This proximity lets multiple people learn and experience new services without 

the investment or the up-front learning commitment.  

This occurs frequently within the sample group. When a member of the social support group orders new 

shoes from a new e-commerce website or app, the cost and the risk is borne by one person, but the 

benefit and the proliferation of trust/distrust is enjoyed disproportionately by the close network.  

The presence of a gateway-person in the network is especially significant when discussing new services. 

The sample group has shown high scepticism of new services, especially transactional ones like mobile 

payments and online shopping. These new services are high risk-high reward services due to not only 

requiring new skills, but any unreliability may cause financial damages or time loss.  

In these cases, the pioneer user within a group has dictated the collective perception of the service. 

When asked about motivation to use or not use a service, most users draw on this collective perception 

to determine if the service is suitable for them.    

6.2 Roadblock  
After learning about a new service or hardware, the presence of technologically sound peers helps new 

users navigate limitations of their own skill. Even though respondents have categorised the importance 

of learning by doing, the presence of technical support at the correct time also is a driver for continued 

use or not.  

The parallel case of Respondent 46 and Respondent 30 is emblematic of such a scenario.  The premier 

was a non-user who adopted a mobile payment service when given the guidance and support by a 

company representative. In the latter case, Respondent 30 had access to internet and a smartphone but 

due to the absence of operating knowledge in his network and the inability of the official technical 

support to assist him, the user chose to abandon the same mobile payment service.     

In Deursen and Djik’s (2010) (van Deursen and van Dijk 2011)paper, they found “that people who have 

access to social support when using the internet show a higher level of internet skills than people that 
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do not”(Deursen and Djik 2001:14) This is especially relevant now due to the prevalence of 

smartphones and the mobility that comes with it. This reduces the distance between peers and removes 

location barriers, on the other hand it increases occurrence and the need for technical support due to 

increased usage.  

6.3 Proxy Use 
A unique feature amongst this group, which is not reflected by literature, was the occurrence of proxy 

users. These users directly or indirectly benefit due to the presence of a strong technological network. 

More commonly, it has been observed to exists in technologically sophisticated family groups. Due to 

the relationship and the shared common facilities, benefits from internet services like paying electricity 

bill, phone bills or booking of gas cylinders is enjoyed by the whole household irrespective of internet 

usage.  

Other instances show a collective notion of hardware and services. Respondent 60 highlights this 

through her usage of her brother’s and husband’s smartphones for her internet consumption. The user 

goes beyond to even using social media accounts of others to avail of that service, while various 

interviewees have reported using other’s shopping or mobile payment accounts.        

The prevalence of the proxy user indicates the blurred levels of ownership in tighter support networks 

while also identifying the reach of internet services, even in the absence of personal hardware or large 

motivations for use.  

7. Recommendations for E-Government  
Depending on the perspective of digital divide, scholars differ on the role of government. From an 

access perspective, public policy is not seen as a necessity due to the belief that any gap is temporary 

and that market forces will eventually close such gaps. Since this paper acknowledges a multi-

dimensional aspect to digital divide, it also recognises that the government has a role to play in 

minimising any digital gaps. 

 

Following the interviews, these recommendations can be made-   

7.1 Early Education  
As seen in Okunola, Rowley and Johnson’s (2017) research in Nigeria, education is a large determinant 

of internet experience with online and e-government services, while Djik and Hacker’s (2003) (van Dijk 

and Hacker 2003)experienced similar correlations in their study of computer usage in Europe. 

As for this study, a relationship was observed between non-internet users and a maximum education of 

secondary schooling. Although other factors such as age and internet exposure contribute, the intent 
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behind this recommendation is to leverage the role of social support and enabling citizens through the 

availability of technologically knowledgeable peers (Moily 2008) 

Early computer education in schools can have this desired impact, which can be seen in Goolsbee and. 

Klenow’s (2002) paper wherein education and exposure to technology is credited with higher diffusion 

of technology (Goolsbee and Klenow 2002), while Judge, Puckett, and Bel (2006) reported higher 

computer literacy observed in children when computer hardware and education was provided on 

campus. (Judge, Puckett, and Bell 2006) 

Due to the high social interaction reported by interviewees, enabling these networks not only result in 

higher individual technological literacy but then would have a spill over effect of transfer of knowledge 

and proxy use.  

7.2 Internal Training  
As Lee and Layne (2001) identify in their four-stage e-government model  (Layne and Lee 2001), the 

organisational challenges grow exponentially with increased commitment to e-government. One of the 

challenges they identify is the changing role of an employee, which they state transition to “more an 

overseer of the process than a simple task-oriented assembly-line worker” (131). These changes 

introduce a transitionary uncertainty amongst employees in their understanding of new processes and 

roles. 

 

This uncertainty has been reported by multiple interviewees, which has tainted their experience of e-

government. A user satisfaction model presented by Danila and Abdullah (2014:579)(Danila and 

Abdullah 2014) distilled from their study of Malaysian e-government services, found that Service 

Quality and User satisfaction are important driver in repeat usage as well as increasing a citizen’s intent 

to use. Thus, higher focus on internalisation of digital processes and training is recommended.  

7.3 Advertising  
The low awareness of e-government services has been a hallmark of the interviews. Many respondents 

were unable to identify how they received the information, others were based on inaccurate word of 
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mouth messages and current users were only aware of singular services, despite Indian government’s 

website 8 citing 54 services available at various levels and functions.  

Some effective ways of information identified by interviewees were SMS, WhatsApp or Print and TV 

ads featuring celebrities.  Strides have been made towards better visibility of all the services, one of 

which is the UMANG app that catalogues and links to all available e-government services.  

8. Conclusion 
This study finds that the presence or absence of a social support network is a large driver of digital 

divide within the sample from Guwahati. The findings indicate the various ways the type of social 

support determines one’s relationship to internet services. Social supports help navigate roadblocks and 

pioneers within them determine collective growth and perception. Stronger networks also blur the lines 

of ownership and benefits and at times help create spill over benefits for even non-users in their 

proximity.  

Although a small number reported to have used e-government services, the relationship with social 

support here was also relevant. Word of mouth and previous users’ experience facilitated a new user’s 

experience and adoption of this new service. It is due to this dominance of social support that the paper 

recommends government promotion and inclusion of computer education at all stages of schooling. 

Looking at user satisfaction and net benefits gained, internal training process re-engineering is also 

recommended to provide better service quality. And, finally the entertainment perception of the internet 

leads to devaluation of the medium along with the available services. To counteract this better 

awareness of services is required thorough mobile phone ads or conventional advertising.       

  

                                                           
8 https://web.umang.gov.in/web/#/services 
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