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Is the government citizen interface
working?
WHAT THEY SAY.
RESIDENTS WILL SEE A

= _TAX INCREASE OF 3.56 PERCENT THIS
YEAR. THE REASON FOR THIS IS TO
DESIGNATE OUR FINANCIAL
RESOURCES, TO ENSURE THAT CORE
MUNICIPAL SERVICES ARE DELIVERED
\)}. EFFICIENTLY AND THAT A .- -
R HIGH QUALITY OF LIFE
FOR OUR CITIZENS
IS MAINTAINED.
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The mail-baap approach?
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C\TIZENS

ADVICE

BUREAULU LT
OK - so the wallpaper doesn't
match the curtains - but it's US
supposed to be giving
YOU the advice!
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Can governments provide
citizens:

(i) what they want?
(ii) when they want?
(iii) how they want?

Welcome to multichannel
delivery!



Channels: broad classification

Face-to-

Web sites
face

Kiosks/

Postal CSCe

Telephone Mobiles




Why multichannel delivery?

= Increases reach and access: for the poor and
disadvantaged

* Promotes inclusiveness in service delivery
e.g. CSCsin rural & remote areas, and mobiles!

= Promotes participation
* Promotes sustainability of services




| Multichannel delivery: Features




The most promising channel
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Effective M-Governance

Mobile channels for
delivery

Mobile compliant sites

Mobile Apps

Mobile payments




National Mobile Seva Project
(mgov.gov.in)

Unigque,1°t nationwide m-initiative

1-stop shop for mobile enablement

Centrally hosted core infra

Depts. need not invest in own m-platform

Depts. can onboard very quickly



Mobile Seva: National Rollout

N
U
-
-
(©
e
U




Mobile Seva Portal

(http

//mgov.gov.in)

Mobile Seva: Live Status of Services &

Transactions

Eile Edit View Histery Beekmarks Teels Help

Home :: Mobile Seva

//mgov.gov.in,

J
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Mobile Seva
THE NATIONAL MOBILE GOVERNANCE INITIATIVE

AboutUs _ | Citizen Services _

Dept./Agencies Integrated

Till Date:

m-Gov SMS Gateway
(TOTAL PUSH 5MSes)

Sep Oct  MNov  Dec  Jan
click an month for shaw month view

Home :: Mobile Seva - Mozilla Firefox

NEW Helpline: 022-67870166/ + Skip to main content| Sitemap | G2 &

DEPARTMENT OF ELECTRONICS and
INFORMATION TECHNOLOGY

MINISTRY OF COMMUNICATIONS & INFORMATION
TECHNOLGY, GOVERNMENT OF INDIA

Department Services _ | Resources | | Training Contact Us

&/ Enalish
No. of Push SMS Transactions

Visitor Count

265917
62 40,1523 January 2014: 5,3% 35 38% As on 28/1/2014 11:13 PM

Mobile Seva Gallery

ward South
Asia as an Award
Winner for the yea

Presentation of Mobile Seva to Mr. Kapil Sibal Hon'ble Minister of MCIT
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Mobile Seva: AppStore

M-Governance AppStore - Mozilla Firefox

Bookmarks

Home :: Mobile Seva {_ M-Governance AppStore

apps.mgov.govin/home jsp 8‘ Google

itk DEPARTMENT OF ELECTRONICS and o
\glw INFORMATION TECHNOLOGY HrS®H
W el MINISTRY OF COMMUNICATIONS & INFORMATION CDnc
Mobile Seva

TECHNOLGY, GOVERNMENT OF INDIA

THE NATIONAL MOBILE GOVERNANCE INITIATIVE

HOME Signup | Login | Contact us Search Apps.. Search
PLATFORMS (NN oI DEMO APPLICATIONS ~ POPULAR APPS VISITOR COUNTER
Android - Live Government Application 214337

As on 28/1/2014 11:14 PM

//apps.mgov.gov.in)

Android - Demo TI ' WHAT'S NEW
4
JavaME - Live } ' j Number of App Downloads -
27 1njo Ministry N4 138122

JavaME - Demo Directory e No. of Live Application - 244

Right to Information ... Ministry Directory ECI EVM Tracking No of Demo Application - 61

Department mimstry Department M\mstry Department: Electoral e . o

(N 08 on: Android 2.2 - Froyo Version: Android 2.2 - Froyo Version: Android 2.2 - Froyo Mobile: Application

Downloads: 4403 Downloads: 3237 Downloads: 2682 Contest result declared

CATEGORIES
Price: Free Price: Free Price: Free
HELPLINE

AADHAAR

Detail Detail Detail

etalls etalls etalls —

Transferring data from apps.mgov.gov.in... 1'5';'“““9

Mobile Seva Appstore

(http




| Multichannel delivery:
challenges & opportunities




THANK YOU!
rajendra.ias@gov.in



mailto:rajendra.ias@nic.in

Strengthening delivery
frameworks

Choose the channels with the best fitment

Introduce new channels only under
integration with overall strategy

Ensure all channels talk to each other
Ensure competent resource allocation
Encourage competition for cost effectiveness
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Responding to technology changes

= Be aware of availability and bandwidth
requirements of channels and devices

= Design new channels/ content keeping in
mind limitations of mobile devices (e.g. vis-a-
vis desktop-type browsing)

= Make mobile sites available
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Expanding delivery options
through partnerships

= Given that disadvantaged groups maintain
strong preference for face-to-face channels,
consider revitalizing traditional channels
(through PPPs)

= Strive for strong policy leadership and
political support to bring in the desired levels
of coordination
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Outreach, localisation &
marketing
= Change management activities to motivate

users to give up traditional channels where
necessary

= Awareness activities to influence citizen
perception in favour of newer more-efficient
channels

= Ensure localisation

= Capacity building of users
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