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Government need to be both Effective and efficient 
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Government efficiency
• A measure of how well a government uses its resources to perform

activities. This can include carrying out activities faster, with fewer
resources, or to a higher standard. An efficient government produces
the maximum possible outputs given its inputs.
Government effectiveness

• A measure of how well a government performs in several areas,
including the quality of public services, the civil service, and policy
implementation. It also considers how credible the government is in
its commitment to improving these areas. The World Bank Group's
government effectiveness index ranks countries based on these
factors
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Government Effectiveness: Percentile Rank
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Government Effectiveness: Percentile Rank 2022
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• Governance can be defined as the act or process of governing or 
overseeing the control and direction of something (such as a country 
or an organization) . For federal agencies, digital governance refers to 
the internal systems and processes we use to manage our digital 
presence, including:

• Establishing clear operating rules
• Defining responsibilities and lines of authority
• Creating mechanisms to ensure those rules and authorities are 

followed
• A strong governance structure improves public trust through better 

organizational performance, and better customer outcomes.
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• More than ever, digital government projects have to meet high levels of
social expectations in public value creation while facing increased levels
of complexity and integration challenges. This has been especially
reinforced by the use of front facing7 and interactive technologies like
social media, data distribution tools and platform-based architectures. Their
applications in open data and open government, data analytics, smart cities,
services co-production and many other areas have been associated with
public value creation .
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• Customer experience matters. States that have higher rates of

customer satisfaction enjoy higher trust in government, lower cost-to-

serve, lower risk of negative public coverage or commentary, and

greater levels of voter participation. Residents are, on average, four

times more likely to agree that their state provides an adequate

standard of living (on aspects such as affordability, education, and

health quality) when they are satisfied with customer experience.
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• Not all services are created equal. The experience with some state services

drives an outsize proportion of a resident’s overall customer satisfaction

with a state. Nationally, McKinsey research finds that five out of 21

services—vehicle services, taxes, public transit, affordable housing, and

unemployment insurance—account for more than half of overall

satisfaction. Understanding which services matter most to state residents,

and where gaps in satisfaction exist, could help states prioritize where to get

started.
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Public value creation in digital government

• Digital government in fact transforms the ways in which public sector
organizations produce and deliver services and interact with citizens. These
transformations are mediated by digital technologies but also by
organizational and institutional factors.

• Public value theory is a perspective that explores how public organizations
operationalize public value and how public activities benefit citizens,
stakeholders, and service users. It also examines how public administration
attracts resources and legitimacy, and how public institutions and services
perform.
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• Public value theory shifts the focus of public sector management from within the
organizational boundaries to society – from how to better produce public services
to how to deliver public services that better satisfy those who will consume them.

• The diffusion of digital technologies has fostered this transition and created a
powerful argument for public value creation as the ultimate aim of digital
government initiatives.

• Public value theory has been particularly successful in providing an alternative to
New Public Management's narrative that conceives digital technologies as tools of
administrative efficiency.

• Instead, public value management provides a more encompassing view to account
for the complex transformations required to shift the focus from service
production to the fulfilment of public expectations and goals (Bannister &
Connolly, 2014; Cordella & Bonina, 2012).
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AI, ML and Deep Learning
• Machine Learning, a term coined by Artur Samuel in 1959, meant “the ability to

learn without being explicitly programmed.” Machine Learning involves the use
of algorithms to parse data and learn from it, and making a determination or
prediction as a result. Instead of hand coding software libraries with well defined
specific instructions for a particular task, the machine gets “trained” using large
amounts of data and algorithms, and in turn gains the capability to perform
specific tasks.

• “Deep Learning is a technique for implementing Machine Learning. Deep
Learning was inspired by the structure and function of the brain, specifically the
interconnecting of many neurons. Artificial Neural Networks (ANNs) are
algorithms that are based on the biological structure of the brain. In ANNs, there
are ‘neurons’ which have discrete layers and connections to other “neurons”. Each
layer picks out a specific feature to learn. It’s this layering that gives deep learning
its name, depth is created by using multiple layers as opposed to a single layer
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A case of Insurance 
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GST Madhya Pradesh 
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• Apart the common national portal for GST and other related business
intelligence related tools, Commercial Tax Department designed and
implemented a series of innovative interventions for enhancing e-
governance and service level delivery by further ensuring ease of
doing business.

• These administrative and technology- based innovations have been
implemented over a period of last 2 years for increasing service
quality, data management, business intelligence and collective
observance of law amongst stakeholders through new public service
outlook.
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• Stakeholders involved in the innovative initiatives of Commercial Tax Department
are:- (1) Taxpayers of Madhya Pradesh registered under GST (Ease of Tax
Compliance & Information Dissemination) (2) Officers of the Commercial Tax
Department (Transparency & Good Governance) (3) State Government of
Madhya Pradesh (Enhanced compliance resulting in higher GST revenue) (4)
Other state government (busting network of bogus taxpayers evading tax leakage)
(5) General public (awareness activities)

• Addressing stakeholder’s requirement goes a big way in nudging administrative
processes towards achieving higher efficiency. The department engaged in a
broad- based consultative process with stakeholders such as micro & medium
businesses, Chartered Accountants, Tax Practioners, Business & Trade
Associations etc. this consultative process not only provided useful insights from
taxpayer’s perspective but also helped the department in ensuring higher tax
compliance.
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• The following requirements prompted the innovation:
•
(i)Better understanding of GST law
(ii)Understanding several tax compliances that too by due dates 
(iii)Knowledge of latest amendments in law/ rules or new notifications
(iv)Credible source of knowledge dissemination/ awareness in hindi language
(v)Variance in implementation of same Act/Rules or other tax- related 

interventions by tax administration  
(vi)85% of taxpayers in the state have an annual turnover less than 1.5 cr; tax 

compliance for them is a challenge 
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(i)On the administrative side there were loosely defined protocols for 
handling proceedings under scrutiny, audit, physical verification of 
business premises, registration, cancellation of registration etc. Absence of 
well laid down SOPs was resulting in avoidable delays, non- speaking 
orders and in some cases even harassment of taxpayers. 

(ii)Existing GST portal and other associated portals (NIC e- way bill, GST 
Prime, GAIN etc) although generates reasonable actionable intelligence but 
realtime monitoring of tax- related proceedings was a challenge as these 
portals doesn’t provide such reports.
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(1)Madhya Pradesh e- GST Hindi Assistant (MeGHA) – MeGHA is a AI &
Whatsapp Based Chatbot using technology as a mediation in e- service quality.
MeGHA addressing several queries related GST Act and other compliances in
hindi language. It works through an official number "6262000256" on Whatsapp
where any user can type "Hi" and get answers of his queries related to GST.

(2)Welcome Kit is an email based solution where the newly registered taxpayers
under GST in the state are sent a booklet "Welcome Kit" to provide information
on GST Act, procedures and compliance mechanism. It is helping taxpayers
navigate the complexities of GST act.

(3)SMS/Whatsapp based messages is helping in ensuring high rate of compliance
for taxpayers. MP has been amongst the top 5 states in return filing in the
country.

(4)End to end automated solution for physical verification of suspected taxpayers
through a mobile app and online portal has been a big success in plugging
revenue leakages. GIS based app captures realtime progress through a powerful
and interactive dashboard.
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(5) AVTS (Automated Vehicle Tracking System) has been designed to 
track movement of suspicious vehicles on real-time basis. 
(6) Customised online suites for performance appraisal. 
(7) Standard Operating Procedures (SOPs) have been laid down to 
govern timelines and ensuring fairness & transparency in all cases 
where notices are issued to taxpayers under various sections of the act.
(8) High end data analytics by consuming data from multiple datasets 
for higher revenue realisation and plugging revenue leakage.
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Results 
• (1) Madhya Pradesh has consistently being ranked amongst Top 5 return filing

state in the country under GST regime. This is the testament of the message of
department’s initiatives for increased & better compliance.

• (2) More than 3,000 business premises have been verified using physical
verification app. Seamless integration of app’s data with online portal facilitates
the tax administration in generating case profile and other notices under the act in
few seconds which earlier used to take 15-20 days for one single case. This
exercise has resulted in cancellation of more than 1500 bogus/ non- existent
taxpayers and tax recovery

• 3) SOP on granting registration under GST has resulted in faster and more
accurate disposal of applications. Address of place of business is being verified
online by integrating database of Power Distribution Companies. Average number
of days in granting GST registration has been brought down considerably.
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• (4) SOP on Scrutiny has resulted in expedited disposal of cases along with 
realisation of Rs.460 cr as additional revenue.

• (5) High end data analytics by consuming data from multiple sources resulted in 
increase in taxbase by adding 29,000 new taxpayers and additional revenue of 
more than 800 cr in last two financial years. 

• (6) Data analytics helped in busting one of the largest non- existent taxpayers
network across the country involving 4,202 taxpayers and revenue of 4,000 cr. 
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Application of Machine Learning Algorithm in Managing Deviant 
Consumer Behaviors and Enhancing Public Service

• Technology applications not only help to enhance public services but also
reduce deviant consumer behavior (DCB). (Fullerton & Punj, 1997) defines
deviant consumer behavior as any behavior which is “against the law,
organizational policy or violates the generally accepted norms of conduct.”
DCB causes financial and physical losses to the organization and emotional
harm to the owners and employees (Daunt & Harris, 2012).

• Organizations, especially public service organizations, use tactics like
communicating with customers to comply with the legal and social norms
centering their messaging around, “it’s wrong, don’t do it.” The second
tactic that industries such as the retail industry use are evoking fear of
punishment. In these tactics, organizations have to proactively demonstrate
that customers cannot get away with unethical practices and that they may
be caught and punished for their deviant behavior.
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Application of Machine Learning Algorithm in Managing Deviant Consumer Behaviors
and Enhancing Public Service

Consumer-deviant behavior costs global utility firms USD 96 billion yearly,
attributable to nontechnical losses (NTLs). NTLs affect the operations of power
systems by overloading lines and transformers, resulting in voltage imbalances and,
thereby, impacting services. They also impact the electricity price paid by the honest
customers. Traditional meters constitute 98% of the total electricity meters in India.
This paper argues that while traditional meters have their limitation in checking
consumer-deviant behavior, this issue can be resolved with ML-based algorithms.
These algorithms can predict suspected cases of theft with reasonable certainty,
thereby enabling distribution companies to save money and provide consistent and
dependable services to honest customers at reasonable costs. The key learning from
this paper is that even if data is noisy, it is possible to create a machine learning
model to detect NTL with 80% or higher accuracy.

psalwan@iimidr.ac.in



We have used the trained ML model in the city areas to help identify the
theft cases with encouraging results. Despite the limitation in the
granularity of data from traditional meters, we could achieve about 20
percent success in identifying theft cases from the limited number of
cases identified by the model. This is even better than the rule-based
analysis deployed to identify theft in about 0.2 million smart meters in
the city.

• Dubey, Shantanu; Salwan, Prashant; Agarwal, Nitin 
Kumar. JOURNAL OF GLOBAL INFORMATION 
MANAGEMENT; 2022;
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• Thanks ,for further details please contact me at 

• Prof Prashant Salwan
• Email:psalwan@iimidr.ac.in
• Mobile : 9584988874
• Tel 0731 2439641
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