Asla Pacific Journal of Research Vol: I, Issue XXX , July 2015
ISSN;: 2320-5504, E-IS5N-2347-4793

Asia Pacific Journal of Research

A [Ela F#vil:“-.ln:\l srernabianal _Inurn.:'

Print -ISSN 2320 - 5504
CnlineE-155H - 2347 - 3793

A STUDY ON THE RELATIONSHIP BETWEEN SERVICE QUALITY AND CITIZEN
SATISFACTION FOR SETU, AN E-GOVERNANCE INITIATIVE,
IN MAHARASHTRA, INDIA

Prajakea N, Warale
Azsistant Professor, 85ME 'SIMR, Pune University
Maharaskira, fndin

Dy, Hemalatha Divakar
Ex-8B1 IT Chair Professor, NIBM, Pune,
Makharashiva, ndia

ABSTRACT
Lvery state i Indiq is introducing  citizen cenlric e-governance profects for the henefit af its citizens. An
mportant e-governance initiative, SETU that spansy the entire state af Maharashira, with more than thirty
Services to offer ix being implemenied. Ever since its incepiion of fourteen vears, ne anahitical study has been
carvted out to find out hew SETU is performing, whether the citizens are satisfied, government's agim of
providing corruption fiee and transparemt services are Julfilled, Hence keeping thiv as the mutn ahjective, o
descriptive research method based  srudy of SETU ways conducted wsing  wultisiage sampling, The analysis

revealed that the citizens are only marginally  satisjied The shorfeomingy in the svstem  and the corrective
mewsures to rectify them are also presented.

KEY WORDS: E-governance, SETU, Maharushra, service guality, citizen satisfaetion

L INTRODUCTION
The tremendous growth in ICT has paved a way for ull the countries  over the world to provide o
government services to their citizens. Republic of Korea, Australia, Singapore and France are world leaders
in e-governance and one hundred & ninely  countrics are using web channels to deliver public services
[UNDESA, 2014]. In India, the government is providing S=QOVeTnanCe SerVices Cncompassing services from
cradle (birth certificates), cducation (like domicile, age proof), healtheare ete, upto the grave {doath
certificates). Governments like Indin  have  w tackic unending problems and challenges cmanating from
over-population, poverty, illiteracy, unemployment and unde t [e-govemance PLC Handbook,
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documents necded and  corrections if any in the application. Citizen attaches necessary proofs, does the
cormection . After this, the next process s to purchase stamps and make affidavits which takes around
one & hall hrs, After making affidavit the operator enters application specific data into the digital
database .Citizen then pays the necessary [ees and collects system penerated token. The token is
generated by the system and given lo citizens, Generally certificates are printed after 7 davs.

¢ Aller 7 days when citizen vigits SETU center with token, then only he comes o know about any
discrepancy or problems related to the ﬂpﬁ]lﬂﬂﬂﬂﬂ ! documents. There is no mechanism to inform 1o
citizens about progress of application whether it is pending, rejected, whether certificate is rendy,
additional proofs to be attached ete. Citiven submits once again the correct documents, for which he
again gets token extending date by more 7 days, Like this time in terms of number of days and visits go
on increasing that adds to his frusteation,

SETU did not scale up to the expectations. Only 30 types of services are delivered to cilizens with the
original proposal aimed at more than fifty services. In addition,  neither the povernment nor any
individual/orpanization has carried out o detsiled study to find out whether the current system has offer
qualitative services or any pitfalls cxist in the current system so that restrucluring can be done.

Keeping this in mind, 2 pilot study of jusl one tehsil was carried oul  hefore poing for a serious detaled
study. The study clearly revealed that problems exist in service delivery, staff cooperation and infrastructure
related issues. Also lalest technologies such as online method of processing of application form are not
incorporated in the current system to bring in more ease and transparency. Therefors, a detailed sludy using a
descriptive rescarch based method  along with multistage sampling is carried out. ln the next section the
objective and research methodology followed are presented.

3. OBJECTIVES & RESEARCH METHODOLOGY
3.1 Objectives

The primary abjective of rescarch was to study and analyze the relationship between service quality and
citizens® satisfaction lowards e-governance initiative SETUT in Maharashtra. In our study, we have identified
eight parameters viz., limeliness of service, accuracy of service, cooperation from SETU slall, easingss of
procedure, prompiness in service delivery, privacy of documents, cost of the service and transparency as the
major contributing factors for service delivery. Accordingly, suitable questions were incorporated in the
questionnaire. Next section explains conceptual framework for citizen satisfaclion.

3.2 Citizen Satisfaction:

[Parasuraman, A., Zeithaml, 1985] defincd service quality as a “function of the differences betwesn
expectation and performance along the quality dimensions”, According to [Nour Yaghouhi, 2011] Services
quality and citizen satisfaction are very closely related .Citizen's satisfaction can be ensured by offering

hn:l_lcfE quality services [Umesh Gunarathne,2014]. Figure 3 explains conceptual framework for citizen
sutisfaction.
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Figure 3: Conceptual framework
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Figure 4; Multistage sampling method with sample sizes

Multistage Samoling method is used becausa selection of sample involved severzl stages such as district ,sub
district and at SETU center. Fieure 4 shows Muliistage sampling method with sample sizes. At first stape,
three districts within western Maharashtra was selected namely Pune. Saneli and Satara. At second stage.
three sub districts places are selected from every disirict, the eriteria used in both the stages are based on
populabion density using census 2011 data. At third slage, the citizens visiting the SETU center will be
randomly selected. Morgans table was used for sample selection, In ¢l a sample of 977 was selected fram all
three districts.

3.3.3 Data Collection
Primary data was collected through two well-structured questionnaires

Questionnaire | was designed for citizens. It had twenty-five questions out of which thirleen questions
were used to judge services quality parameters viz., timeliness, cost, transparency, ease of service delivery,
privacy, cooperation of staff, number of visits to SETU center, number of days required to get the certificate
ete. Five guestions were used to collect basic information of citizen like name, education age ete. Eight
gumriﬂm were wsed to collect datu on service quality nsing 3 point likert scale starting with 1 as kighly

issatisfied,2 av disatisfied,3 as neither satisfied nor dissatisfied 4 as satisfied and 5 as highly disvatisfied
whereas remaining questions  were used tw collect information on overall service delivery mechanism,
complainis il any ele.

Questionnaire I was designed for service provider. It consists of lotal thirty seven questions. Fifleen
guestions were used to collect basic information about emplovee and SETU center. Ten questions were uscd
to eollect data about IT infrastructure deployed in center. Remaining questions were about service delivery,
training of employees, e-enablement of services, audits, technology used  business continuity planning cte.

Seeondary data was collected by visiting varicus national, state and district level governments' wehsite,

books, e-government rescarch papers, e-governance policy, internal documentation of SETU, case studies
and PhLD thesis ete. After data collection reliability of data was tested.

3.3.4 Reliability analysis

Reliability means consistency. It is the degree 1o which an instrument will give similar results for the same
individuals at different times. Cronbach’s alpha is oflen vonsidered a measure of item homogeneity: ie.
large alpha values indicate that the items are tapping a common domain [Craig, James,2003]. Reliability can
lake on values of 0 to 1.0, inclusive. For reliabihity unalysis, chronbach’s Alpha method was used.
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Table 3: Mean score and standard deviation for Data
Descriplive Statistics

Service  quality] Mean | Std, N
Parameters Devialion
C8_Timechiness 110 1.064 77
C5_cooperation 144 1.08] a77
S_Ease of Usc 3.48 1.026 977
C5_Prompimess 3.51 1.006 977
CS_Accuracy < 3 96 977
CS_Privacy 3.53 19 917
CS Service cosl 176 083 T
CS_lrapsperancy| 3.47 917 o77
overall C8 340 07 977

It is cleur that mean score for service cost and accuracy are high; imeliness and cooperation have low value
just above average which shows citizen are just a slightly setisfied with service guality. The owerall

satisfaction is 3.40, which too indicates marginal overall satisfaction.

4.3 Correlation Matrix

Correlation analysis is used to find out relationship between two or more variahles, To test the correlation,
Pearson correlation cocfficient (r} is used, Table No.4 indicates that all service quality parameters have
positive and significant relationship with citizen satisfaction .

Table 4: Correlation matrix

Service Quality Parameters | C5_ [ C5 ¢ | CSE (CSP| C5 [ CS_ | CS CS_ | Owver
Time | ooper | aseof | romp | Accu | Priv | Scrv | Tran | all
lipes | adon = Use | tness | racy | acy | ice | sper CEl

O ST, 5 Cost |ancy | |

CS_Ttimeliness | Pearson l

iﬂﬂnclaﬁl .

o

| Big. (2- 5 ,
| tailed) !

C5_cooperation | Pearson | 633 1

Correlati -
nII' —
Sig. (2- | 000

| tailed)

CS_Ease of Use | Pearson | 563 | 639 [

Correlati g
0 |
Sig. (2- 000 | 000 '
tmled)

CS_Prompiness | Pearson | 5507 | S66 | 632 1 | )

Caorrelati :
LiT1 i
Sig.(2- | 000 .oo0| 000
s tailed)
CS_Accuracy Pearson | 472 | 5437 | 5497 | 609" 1
) Correlati i
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o  The nultiple correlation coefficient B, is the linear comelation between the “observed’ and the ‘mod
el-predicted” values of the dependent variable . The value of R i3 0.85]which signifies a strong
relationship.

# R Sguare, the coellicienl of determination, is the squared value of the multiple correlation coefficients.

Value of B square shows that 72.5% of variability in the overall satisfaction is accounted for by all of
the I'V=s together

» 0.723 is the adjusted R square valee that tries to reduce improvement in the R syuare due to chance

rather than improvement by adding more independent variables  Adjusted R square attempts to give
yield more honest answer,

¢ [Less value of standard ermor of estimates show betler fit of the modcl

The following table no. 6 shows result of the analysis of variance (ANOWVA) for hypatheses af smdy.
ANOVA provides a statistical test of whether or not the means of several groups arc all equal, and therefure
generalizes 1-lesl lo more than two groups. ANOVAS sre helpful because they possess an advantage over a
two-sample t-test. For this reason, ANOVYAs are useful in comparing two, three ar more means.

Tahle 6: ANCOYA Table

Model sum of DI Mean F Sig,
Squares Square
-y ” -
Regression| 582.265 # 72.783 E] P02 poge
Residual 220 845 D6 228
Total 803.110 976

a. Dependent Variahle: overall CS
b. Predictors: (Constant), CS_Transparency, CS_Service cost, CS_time,
CS_Accuracy , CS_Ease of use , C5_Privacy , CS_Promptness,
'S cooperation
The ANOVA table shows that for § degree of freedom and 968 denominators degroe of freadom |
calculated value of F is far above than table value of F 5o it is seen that regression as a wholg is significant .

Table 7: Repression Coefficients

Coetficients”
Model Unstandardized Standardize| ¢ Sig.
Coefficients d
Cloefficieant
s
B Std. Error |  Beta
{Constant) (48 05 637 524
C5_Time J88 020 220 9.395 RELT
C5_cooperation 105 021 126 4875 | 000
C5_Ease of use 142 023 16l 6214 D00
1 C5_Prompiness L7 023 {56 3.374 Lol
CS_Accuracy D60 D24 i3t 2.831 D05
C5_'rivacy 4o 025 046 1.871 062
U5 _Service cost L98 021 106 4740 RELE
C3 Transperancy 247 D28 250 5.983 L)
a. Dependent Variable: overall CS RET
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Finally unstandardized beta coefticients are considered over standardized one because constant in included
-The value of Beta under unstandardized coefficients is highest (0.247) for transparency, which is sipnificant
at (.03 Tevel followed by timeliness and ease of use, It may also be seen that p value for cooperation |

promptness, accuracy and scrvice cost is less than (.05 hence the hypotheses H2 H3,114, 15 H7,HE are
accepted .

The result of repression also confirms thar p value for privacy is more than .062 which means it has no
impact on citizen satisfaction. Hence, the hyvpothesis Hé is rejected,

5. SUMMARY OF FINDINGS:

s The descriptive study revealed thet the overall citizens are marginally satisfied with services, its
delivery mechanism and overall management at setu centre .

* Correlation result shows significant positive relationship between all eight-service quality parameters
end citizens® satisfaction. Correlation cocfficient for transparency & ease of use are high: low for
SETVICE Chsl,

= [Regression analysis demonstrates  that trunspurency has more influence on citizen satisfaction as
compared to other parameters whereas “privacy™ has no influence on citizen satislaction,

6. INFERENCES:

» Correlation for service cost with overall citizen satisfaction is just 0.592 shows that there exists slight
positive correlation between them. Thus in order to ensure more citizen satisfaction services must be
offered at & lower cost. However the service costs, which have not increased for MAany years were
surprisingly found to be quite low. Hence it strongly indicates that the eitizens may be paying more
than what is the actual scrvice cost which in tum indicates the possible presence of corruption or
agents [/ middlemen.

*  Also values of r for transparency & case of use high indicate thar there is high degree of positive
relationship among  them and citizen satisfaction. Thus it is evident that if overall satisfaction is o
increase, hoth thesc aspects should  inereasc further. This in tum directly calls for increased
transparency such as giving status updates to the applicants at any point in time
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citizens is not taken care of. From the data collected from questionnaire 1T it was found that citizens
have complained about inaccuracy in the certificate that indirectly results into resubmitting of the
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» Timeliness, cooperation, ease of use und prumptness also contribute posttively lowards citizens
satisfaction.

The other questions present in questionnaire | and 11 are related to the currently existing problems in the
system with respect to service quality parameters, center stall, infrastructure and so on.. Further analysis is
in progress and will be reported later.

7. CONCLUSLON:

In this paper, SETU  old and important initiatives of =Governznce praject implemented in the state of
Maharashira is studiex [or relationship between service quality and citizen satisfaction. Data was analyzed
by using correlation and regression techniques using SPS3. The first level analysis of the system pointed
wut that  all service quality parameters except  privacy are satisfied. Transparency, ease of use, timeliness
are more dominant for  citizen satisfaction and hence they must be improved, Inferences drawn in  the
study can be uscful for the government to improve the service quality of SETTI,
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ABSTRACT

Every atare in lsdis i2  ipfroducing  citizen  centric
-povememeos meiratives with the chjestive of providing
povernment services [1] with preater mamspascney (Lence
cormupd free), ncceesibility, efficlency and high level of servics
quality in an imtcppared macner. Lesing a densely peopulated
couples, the implementations are chzllenging and  time
comsuming [2]; bence  a time-to-time evalmation of  these
wysizme, while in - progress will aid it making  mid-counse
cofrciions and  Hrorvements 1o attin their ohjectives in
halily. “SETU™ & very impormot e-govemames nitative of
Muharashera st provides moce than thiny vl serviees
with 3 target of twenly mese sdditiona] senvices. This paper
duzcribes the  first of it kind study on SETU thas bes been in
exiztencs for more tEn & decads and spans the entite singe,
Thi key outcamnes of te sluldy nevenled that the citizens are
marginally satisfied with service qualily and that the
gevemnmett BEs W reapmecr ik carrent pocesses  and
Introduie st echmologies in seder o accomplish s
abjectives nfneeesihilivy, efficizney and servace lovels,

Keywords
E-povernance, haharashom, lodis, serviee guality, vitizen
salisfaction,

1. INTRODUCTION

The tremendoos prowth in 10T bas paved o way for all the
colntries  ower (he warld 3 provide o governmert
services ta their citizens [1]. lodia beng no exception, all the
states i India & inw intriducing e-gorvemnne: projects for
providing varions citizens ceabso services [d]. Onz of the
msagt literate industrialized slates with a population density of
95t per sgoare mile Qeecoud  laneest popolatsd  stated
Maharashtra, hae come up with o very Bonge e-poverrsEnce
imitiacive called *EETLT * that spacs the entise state.

Depament  of  Information Techmology  (DIT7 and
Cioverimmenl of Maharashim [Gohd) mitiated SETU in 2001
with a single wndow citmen gervice conters called SETU
Suvidha Centers (880 praviding vanious services o fhe
citizens [5]. Soane of the k=y fearures  of SETL aze:

¢ Spreml acroes all 36 districts apd covers 333 sub
diztricts in hMnharashima,

*  Oo an average M serncev'eorificates  am affered
through thedr coabas; Malionality cemificate, caste
certificole. numscreamy  layer certificans, ineome
cerlilicabe, ruhivesi dekhala, diffeses] certificates
required by frondmn Gehier’s relsives,  vazicus
cerificales regained by farmers amd 50 on [6).

SETU 5 mmplemerted end man on BOT (Buill uperate and
rameler] basis that allews vepdors o have free hand to

-
wharag

develop their own soffware for SETU [5], THenos, every 7,
[ ity

Hamalatha Diwakar

Ex-state Bank of India IT Chair Profassor,
Mational Institute of Bank Management,
Fune (Maharashtra)

digtrizt ar even auk distriel may kave different software, the
unly 'ruquin:rnl:rrl. being strct adherence 1o the standard
inputs [fiekis in applicarion]} and owips (Cemificates lormean)
et by Gobd.  Due to the betesogeneity in the softoare, the
E¥SIULEL remains decertralized till now, All 55Cs anc
stundalone delivery  penters. It is inferssting 10 note thal the
Covernmend hag aet “providing sevvices in an inlegrated
marmer* [6] a8 ofe of il madn ohjectives which is still a
dislacd dream!,

Te ta  heteropencity,  deceotralived  structore,  wide
geograpbicel spread, s enormity in scale, it B eritical
evaluate whether the initintive SETU Les acconpbished the
ohjectives sach as

Service quality

CitEzen aatistaslion

Eusy wrailshility, timeliness

Transpareawy [which directly ir.lF'Iin:'-.g COMuptics o
sysiem}

= Service delivery in an infezrated maner.

It is wanhwhile 1o mention thal theugh e swstem has been
it existenee far mors than & decads, 3 critical study of the
syslem was never camiad oud. Thiz forms the main theme of
the prper. In il puxt section, we present the current wocking
of the aysbem,

1., CURRENT WORKING OF SYSTEM
SETU

Thes tine sequence diagrom of application processing for
cemificates in the cwrent syslem STTU is presented io
figarel. It & to be muled chor the same operational lfvw is
tallewed For the past urlcen peam.

v {itizens approack SETU center with szrvics roquest
Theey wubrmt npplicuion forms.

*  Bvery upplicntion pnderpoes  altal  senstmy for
BOCUTTILY .

*  {In sobmiesion, the applisabon is stamped and is
paipbed weth  enclosures (proeds) and alfidadr, for
further sentimy, done later,

* Fees are collected from oppleant aml token with
expected dite of dalivery of certificate 13 handed over
o cifizzn,

. Leod time sci by the wovernment for cerificane
delivery is wenerully 7 doyn for most of the seedees,
Citizens are infermed shout b siale of application
valy afier 7 dave when they come persennlly wo the
ame 550 a8 e cerrent system doesn offer Ay
sianas  racking meility [T1

e




resalis m knowing e stabes ol applicatiang ut ary
glven pont in bime.

3.3 Hypotheses:

331 Primary Avporkesis:

ive relationship hetween i
Quality and citizess” sutisfuctinn for SETL project,
HO: There &= na significant pogitive relafionship bebween
service  qualicy and citzma’ stafaction.

H1: There &= significant positive relationship beraseen service
gunlity and citlzens" salsdachon

Ag gepvice quality comprises of eiphl pirurneters, primary
hvpoikeaia fumher allsnated intw eight hevpodheses,

3.2 2 Secondary Hypothetes:

H2: There v wignificant paritnwe relafionsiip  belween
iimelipen af service and citizens | sailificnon,

H2! There is significant popifive  relafionship  besvween
coaperaben of Shafiard Ankews | i aticiion.

He: Theve iz significant pesitive relafionsip beiween Save of
WEE q.l"_r.l.rc.l-'_-t'c.fl.rm aad citizens ' sensiaceion.

K3 There 2 sighffeant poritive  relationship  Berwran
prrosmpdneny in service deltvery and citfzens " sarisivction,

fha; There @5 significant positive releronship  Barwees
recracy of senvice and cifizens " satisficiios.

HT: There iz significart postitve relatfonslip belwoon privecy
o ducremerty and eitzans sangfictian.

H3: There iv significant pasitive reliionship between oost af
the serviee affersd and ciffsens | sefigfoction,

HY: There & xignfficamt positive  relifonskip  bereeen
tranvparency mnd oiizens | anlistaction,

3.4 Research Design:

3.4.1 Sampling Metho:

A doscriptive research methed 08 used o the sudy, It
includes surveys, foct-fusling coguiries of differsn; kuds,
Eathering dara thal desarhe ovepts and data collsction.
Multistngze Sampling melbod = used hecmse selection of
sample lnvelved seversl sizpes viz,, districs, sub destrict and at
S5C 105 The selection of fhe first ovn alsges s basad an
prpulation densily wsisg censos M1 data [11]. A% first
elage, three districts Fony  Meharashica were selected comely
Pume, Sangli and Satara. AL second stape, three Tehsils Ssub
digtricss were selected fram the already chosen  districes in n
gicnilar way. At third stape te,  selection of SETLT cepers,
viz,, S50 wag  dene mndomly Margan table was uied for
sriople selectiom. A sample of 977 respendents was selested
tn delul, frem all three disteize. Table 1 skoas the disbibuiion
of sample,

L Tahle 1 Sample Siees
District | Sube-District | Sample stze | Total sam-

ple slzg por
| | district
| Hwweli 13% 318
Pune | Basamatl | MW
| Dmwmd | 110
Saam |  Ssam | TI6 335

fmiernctinnal fourea! af Compiier Applications (71 - §457)
Fofznme 124 — Na. 7, Avgnest 207 F

[ Wamd |10
|  Patan Ha | ;
l Miruj 10l 504
Saogh | Vi 103
T:uga:rn 16 = =
Tatal 7 A W S
F.4.2 Daia Collection

Frimary data wes collecied through two well-smuesured

JuCsHOnaires.

Cheestiomegire | was desipeed for eftizens, 11 consists of

ety fve quastions,

#  lhimosn questioms wene reladsd B0 service quality
purumetsrs vir, timeliness, coat, iransparency, ease of
service delivery, privacy, covperation of saff, number of
wisils 1o SETLT venter, number of dave reqaired 5o got the
cerlificuts ete. Eiphr questlars onf of Brere thinteen, urad
§ palal Likerl scnle starting witk [ a5 "Rkl
abvpiigfied”, I ax “dicvativfied " § a5 “weither eatizfisd
nur  distaticfied”, 4 ar “songfied” ool 5 av  “highiy
airngringiog ",

= Five questions were used For gathering basic infoomation
of citlziid like reme, education ape eho.

= The renaindtg  questions were used te eolla
imfmmmation om overall service delivery  mechanism,
cornplaines if any sic,

Cracstionnaire 1 was designed for sevive provides & 1T

infrasructure, with chirty-seven questions in ok,

= Filleen qusstions were used o collect hasiz infarmarion
abowl BEC and the employees Joperatocs working there,

#  lon guesloms were used to collect dsia whon 1T
imfrsirmuenure deployed in eamter,

* Remiining questions were bt senvice  delivery,
brzinieg of emplayes, e-enablemest of services, audits,
technnlogy ueed, disssler recovery, basiness  continalry
plomning g,

Secondary dots wies collecied by visitmg wvaricas psdiomd,
rente and disicict lovel govemnments” website, bouks, research
PEpitrs on E-ZOVEMANCE, C-goviemmunce  palicy,  intermal
dacumentation of SETLL case gtadies ané PhIY thesis e,

Alter dala collection religbility of daca was fesed,
3.4.3 Sratisticol tools used:

Suatistcal package SPSS 2000 was used perform descriplove
nnalysis, chi square smulysis, und fazior snalseis on the dots,

3.4.4 Reliability analvsis

Relinbility wicans consistency, T i the degree o which an
fagtrurment wall pree sbmiler rernlls for the rame (ndieidfucly o
different fimer. Relinbility con take on values (P T 1
incinsive. [10]

Fur relishility analysis, Choonbacl's Alpha meshad was used.

_Table 2; Reliabili i
Districe | Sampls ko | Mo of | Chronbach's Alpha
Teeme
Pune a3% 15 952
Samgli [ I [EEET]
Halar 135 a5 .04

{Bource: Data Amalysis performed wilh 1BM SP55 20,0
Since vilae of alpha is grester than 0,70, the sample is sid o
b relsabde, I the mext section datn nealysiz ds carred cut
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4.4, Factor Analysis:

Factiwr analysis is ussl when data comtzine mamny variables. [t
is wged do reduce the number of variables. First step 18 to
chuock whather the aafz ane adequate o perform factor
analysis. [12] Kniser Meyer CHkin Test (BO40) and Beartleir's
Tesr of spherieiny shows value of 0940 and U0
respectively, which indicated the significance,

4.4 Todad Farianee Explained
Extraction method wsed wad principal component analysis,
Table Mo.b shows all the Bclors extactakls from the
anulysis elomg with their Eipen values, the percent of
varsnee  allhelable  each factar, ars] the curmilarive
wurianie of the fasior.

Table 6: Total Varianee Expluined

Co | Initial Eigen Valucs Extraction Sums of
mp Squared Loadings
| 00 | Traol | %oaof | Co- To- | %af | Coswee
it Varie | melat | fal | Var- | lesive
B L nnes T
U | 3862 | qao2 [ 440z | 20 | 4402 [ 45006
£ | 6 |
1 | 1663 | IRAT | 6250 | 0.6 | 1847 | 62.50
0 1
3 [ese1 |1z | 62 | 15 | 102 | 963
4
4 | 0543 | 6033 | ®54s | |
o y N
5 A62 | 5155 | 91
‘ —
& | .54 [ 4271 | 9506 iy
5 1
7 | 231 [ 2457 | 9752
e
g [ 3w [ 2335 | 9985
7
9 | 013 [ 0148 ] 100 =

[Source; Tiwtn Annlysis performed with TV SRS 20,0

It is clear from Hw sal:le Shal Ged cemponent accoants fos
2403% of the varsmce, the secomd one 1847% of the
varlasce wherems 3 comnanen; accoymts Tor 17.12 % of the
variumoe. The remairing faciors 4 to O kave Bigen volue less
thean | and Gerefere explam less varinnes, It is sigaificent e
nole that the cumulative  percentage of varznce explainad
hy ke first } fhetoss is 79.63%

4.4.2 Component Mutrix
The campament marriz indizates the corrélation of sach
variable with cach facior, The key to determining what he
[Estm measare is the fcror loadinga [12].

Lable 7: Htabal Companent matrix

_E_IJII:IIIIJ_H;I?.'II.
i I r. 3
5 Tineliness LA
€5 Cooperation £l
C5_Ease of Usc i =
5 Prumpeness g3 s42
5 Accumacy —= R0k ]
l:-_S-_FIi\'ul.' JTI5
IC5 Service oot | 761
U5 Trmsperaney __| £id | 7% i
pvenall 3 TR

dnrermatican! Joremal of Computer Arplivatione (0975 - 8887
Fafemir ! 24 — W) 7. Augurr 2005

eriom Methed: Principal Campenent Analysis.
Kolabion Method: Varimax with Keiser Mormalization.
. Rolation converged in 6 iterations,
(Sounce: Dl Anslysis performed wich TRM SFSS 2000)

Faciurs can be grouped ingether as follows,
Factor 1- 5 Time, C% Coacporation, U8 Prampimess,
Dvvenull U5 [Expectations of citizens)

Facdor 2- 5 Servios Cosl , l!_'.ﬂ_'Enan of =,

& Trensperancy, {Chislity of provedurs)

Frectinr -5 _Aceurncy 8% Privacy (Cuality of information)
Itix evidemt that compansnees “Timeliness" and ‘cocperatn”
=tz heavily loaded on factor 1) “Sevice cost® is hemdly
luaded v Gactar 2 swherses comporent ‘privacy” s beavily
lnaded on fackns 3.1 is worthy to note that slmiler nosults aee
foumd i fipare 3 wiz,

«  timeliness and cooperation are viewed as twe citical
faciois for citizen satisfaction thet need o be
icnproeed,

#  CitlZens are conbent with the 'service coat’ whick is
heavily lewded oo factaer 2.

In & putshell we can sy that timeliness, cooperation,
service sl wocurey are highly influcsisal for  citimen
satisfaction, Thus all thes four parameters must be
impreved farther o mmsuce hetter cibizen sfisfaction

5. 5UMMARY OF FINDINGS

The purpose ol this paper s to cvaluate SETU wilh respeci
ta service quality, <lieen  sabisfaction and nivainment of
govamment's shjectives, Clur Dheseriplive slwly  offers
EnLeresting irsiphts oo bow service gualily i nelized by
the cifizens,

¢ Findings of the suuly 2= snted in ssetior 4.2 based an
the har ehart {fignre 3) revealed that the  cTfzens ane
satisficd overall with services, its delivery mochanism
und management a1 srha corrlers vie B50s

= Results of chi squsae losl presented in ssction 4.3
shows Uil p ovalws for all variables is < 003 fluos b
hypothesie 11 05 accepted e there is significent
pasitive relaticaship baween quality of  services and
eitizens' satisfaclion,

»  The facter apalysis prescnied i section 2.4 clesriy
indicates the conchosions amived st 222 @mils ta the
nnes infarred waing 1be bar chast of figurs 3.

®*  In addition, it was obscrvcd that Therme were c7iTzens’
complaits  wboul  improper  guidance  af g
presenes of agenns, charging of  hiph  foos,
misdirectsen, lack of communication between  58Cs
& citizens ond nonsitegrated service delivery. All
these idicate thal the abjectives et by GOM for
SLTL are pei to be zecarnplished,

# IT audit & imspection, diswster rooovery and business

cemtinuity plan wers found o be wially negleced grey
urens

Mext aceton offers certnin notewoethy suggestions fir
avenll improvement  of SETLI far beter perfarmance

b SUGGESTIONS
Piased om the nealvsis and findings presenied in the previous

sections the following actions ar mandatory o rechfy the
absirtcumings m the current SETIL -



Trangparcnzy: The transpancney aspeet of the system &
il fizlky Eaken care of a5 citivens have to come o the
same S50 o kmoaw the status of their applicarion. Beoer
tramapanenme can be schioved by saremating gt of the
basiness proccsses 1o the syslem such 2s avlomatic
toker generation, tmcking, sending 5MS alers, efc,
whicl will eradicate comapiion.

BFR: Business proeess rocngloceriog s very eritical.
BFR[13] will help in wirk  assignmert 1o the
emplovess dynamizlly based on oceds amd demands,
guews monbicoing wed Jdycenically assigning various
windwees  lar - application submission;  certificaie
coillezfion rejsction bazed on the demands for varows
HETVECEN i with moce fechnology besed awomaotion

Waiting pericd 1o per the cestificate in reality is mach
mory than povernment set target, Hence, the BPR will
help greatly o armive at realistic deadlines, [n mddidon,
smne of the main  beitlerecks ane sipning aathority' s

{whsikdar] pon-sveilability and, same oumber of

counliers througheul the year; hence, appeinimzns of a
signing authority  exchisively  for this parpose and
apening of rulfiple connters during pesk dme s
mandatory o meet deadlines. This will help in
rndu.-a'ng wirtng perioil of citizens,

L:hangm m lechmagies currently wied both G the
hardware and zofware lewsl will be oeeded for
srsarlining the fBeiors menliondd abeve.

Mol its are mandmtary for boter working of the
swsrem amd this will dio away with practces sech as
|'LIE|‘.'IH' fees  ocodleclion; dependernpz on APCRAE  or
middl: men Gom the syeleon e pnvade  mors
cotmeption fics services.

The very purpuse of e-govermonce i5 e eradicars
cormepbicn. Flvwever as spid earlier, the BETU service
censems in some places ase opsnly churging more fecs
fe Gortificates than approved by the govomnwal In
addidion, some of the citizens who were ashed ke [l the
uestionnaires nned ont o be awenls. It indicores
clearly thal because of auents™ presence, preforential
service maght be possible, If swipriss mspectons are
carried oul, correckive measures con b taken.

Colleeling  vilizen  feedback frequently — and
mechopisms such citizen grizvance  firums will help
the sovempant W provide more effecsive services

SETL is covering the endins  ste and bas o bigger
fianec ol ecopi hewss o reclify prohlema in gervice
delivery it s oecessary to offer scrvices o an
mezgrated monaer. Parther It § noossary 1o mooduce
onling  mpplestion  and  sappocting documents
gobmission |, wacking the applicatiom onling,  oelkne
pavewnt |, wsmg the unigue sedbar numher for
application sobndission | sioelar o socizl securior
pumbesy which will puve a wny for Better
e-gaverramee ard hipher citizen salisficlon,

The heterapenems softoares currently heing used are
alss a2 bottlensck, a5 they do nal  provide
inseroperabilicy,  web  bmed  tecking  ooline
gubidgions urdl mrymends, Therefore, these 18 4 need tn
resasibe ar add s aGllaacs o be ﬂt'Fl.D_".!-d as BETU s
vital for s-povernaiwe and bas @ proliferate o more
services nid cover all dislcets and sub - districss,

Intermational Soirmal of Computer Appiications (975 — 4447
Frafume T4 — W ! 7, .-'!u'gu':: My

T CONCLUSION

E-sgavernance initiatives arz being rapadly introduced in
mizny srates of the country, These mitlatives addeess a large
popalacion, bave a wide goographicel spread amd need o
evolve comticuously in offer morz ard more services. Henes,
it iz vital for e povertitanl Lo consanily  momalor the
cffectivenms of these seriices and  make improvements as
requitsdl, This papsr presents & congochemsive spproach w
carry out ¢valnations af e-governance initiatives from guality
ol service @nd cuslomer satisfoction  perspective o help
concermesd agenziss o reerify the cusent gaps in the sysem
oo achieve the alisdate ains and phjectives,

This sarvey-tnsed npprosch bas been gppled W sudy SETL
— a wall-known amd impatant e-Cievemnance nitimtive,
which is being relled out in the entine atate of Maharashin
Thiz in-depth descriptive stedy  wowemed  all the three
dimensions viz., Hencliciaries, Serdee Providers and
Tochiwology & Busivess Procerses with focus o “the
survive guality  and citzen satistaction”. The deseriptive
shudy npproach used SPE5 to amalyze survey responses. The
findings and hence the corrective measures 1o improve the
gefvice quality are presended in this paper. As & meal sup,
work relaied 0 issues such ax “sufficiency  of
infrastroctare”, “laest wehmbgicsl =lvances versis the
pregent leckmologies used in SETU implemenfaticns™ and
“service providers’ competenccs”, wilh nospect b objectives
of the goscnment is being carried mue, The guestionnaire 1
I8 exlemsively wsed for dhis purpose and apalysls s caried
wul uking SPER [14], Finally, all the above results will be
used B onalyeine b whole BHT1 syslem in totolity fo
identily cxisting problems =nd  paps. Also COrTefiive
mrszures W reelafy the snme will alae be warked out
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Abstract:

For developing nations inclusive growth is the l'::t.'_'.-' to economic growth. Inclusive
growth is schieved through financial inclusion. Financial inclusion is the delivery of
banking and financial services to unbanked and under-banked seclions of the society al
affordable cost. Financial inclusion helps in bringing the financially excluded sections of
the society in the [ormal financial system by providing hanking and financial services,
arcanging financial education programs and swengthening credit delivery mechanism.
Regulators and Government have to play an important role in financial in¢lusion, This
paper highlights the need and benefits of financiel inclusion. It also focuses on the rele
played by RBI and Government of India in promoting financial inclusion in India. The

paper also discusses the challenges faced by policy makers in implementation of financial

inelusion i India,

-

Kev waords:

Financial inclusion, Nead, RB1, Government ol Indiz, Challenges.




Introduction:

Finaneial inclusion alse kminan as nclusive financing invalves the delivery
of financial services to the disadvantaged and low-income segments of sovlely at
affordable costs. According to the Banking .ﬁ::ancimi:rp, Scuth Africa, Imancial ir:c]usiun
is defined as, “the aceess and usage of a broad range of affordable, guality financial
services and products, in & manner convenient to the financially excluded, unbanked and
under-banked; in an appropriate but simple and dignified manner with the reqguisite
consideration to protection”™, Globally, around 2 billion working-age adults do nat have
access Lo the formal financial services delivered by banks and finoncial institutions. In
reality Banking and financial services are made available by the Government and
repulatory authorities for the use by and benefit of the public. No aceess 1o such services
defeats the very purpose of developing these services. Hence the key objective of
Financial Inclusion is to make available the banking and payment services to the entire
population without any discrimination.

The process of cconomic growth with a high growth rate depends upon the
participation from all sections of society. But, unfortunately the weaker scctions of the
socicty can not participate in the economic development of the country because of lack of
access o banking and financial services. The non participation of some sections of the
society in the economic growth s ane ol the biggest theeat 1o the economic development
particulacly in developing countries. The banking and financial sector has undergone a
surprisin_g transformation in the last two decades.The major developments in hanking
techinology include automated teller machines (ATM), credit'debit cords, mohile hanking,
online money transaction, miemel benking, ¢, Bul it needs o be noled that ealy certain
soctions of the society have access 1o these lechnologies. Varows studies indicate that a
large portion of the society not only Trom Indiz but alsa from all over the world do not have

an access W basic banking and financial services. This is opposite of financial inchfsion and

is terrtied Nnancial exclusion,

Fooeview of literatere:

sharrma and Kukreja (201 3) studied the relevance of tinancial inclusion for develaping

nativns. They highlighted the basic features of financial inclusion, and its need for social




ii. Increase in client base
_in, Greater honour
d) Benefits to the technology providers:
i.  Wider market
ii. Increase in business
il Contribution in the development of the society
¢) Benefits to the regulators:
i. Help in protection of consumers
ii.  Protection of interest of all the stakeholders
) Benefits to the society: . g
i Reduction in the distribution cost of subsidies and other seCurlty
pavinents
» ii. Help in reducing the leakages
o) Benefits to the economy:
i Incrense in the capilal formation by bringing more savings in the in the
conventional financial channels
i, RBalanced ecenomic growth

' -

Initiatives tuken by Government and REI in strengthening financial inclusion in
Indin:

Government and Reserve bank of India play an important role in ]:-!'url'lnting fimancial
inclusion for economic growth, Government and RBI has taken various sleps in this
regard. These are discussed below:

A. Initiatives taken by Government:

Government of India is the central actor in finpncial inclusion nitiative.

Government of India has designed several schemes with financial inclusion ohjective

at the center, These are explained below:

w. Pradlan Mantri Jan Dhan Yojna:

Om Aupust 15, 2014, Honoeable Prime Minister Shei MNarendra Modi announced
Pradhan Mantri Jan Dhan Yojans (PMJDY) as a pational mission for financial

imclugion of weaker section of the sociery for providing bhanking, insurance and




Swarnajavanti Gram Swarojgar Yojana was launched in December 1999, It
was a centrally sponsored scheme that followed the mechanism of forming SHGs of
rural paor houscholds. SGSY was formed by restructuring and combining Integrated
Rural Development Program (IRDP) and other allied skills generation programs,
namely Training for Rural Youth for Selt Emplovment (TRYSEM), Development of
women and Children in Rural Areas (DWRCA), Ganga Kalyan Yojana (GKY) and
hillion Wells Scheme (MWS).

h. National Rural Livelihood Mission (NRLM) :

National Rural Livelihood Mission was launched in Junc 2010 by the Ministry of
Rural Development. With the help of intermaticnal institutions like the World Bank,
this scheme combined hand holding, training and capacity building.and eredit linkage.

i. Aadhaar Unigue Identification Authority in India (UIDAT):
Aadhanr Unigue Identification Authority in India was an initiative for providing

an individua! identification number to every citizen of India which will serve as a
proof of identity and address, anywhers n India and enable people 1o have access o
services such as banking, mobile phone conneetions and other povemment and

noi-govemment schemes.

E. Initiatives taken by RBI:
Various programs and schemes are designed by RBI lur pushing financial
inclusion in India. These include the following:

g. Dpening of No-Frills accounts:

In November 2005, RBI introduced a new concept of banking known as
na-frills account with nil or very low minimum balance in order to mike such
accounts accessible to vast sections of the society.

b, Relaxution of KY C Morms:

The K'Y C norms were very strict which inhibited linkage of commat people with
the Banking Svstem, Hence in August 2005 in order to simplify the procedurcs, Know
Your Custemer (K Y C) reguirements for cpening hank accounts were relaxed for small
accounts. KYC guidelines were simplified to facilitate easy opening of uccounts

especially for small customers. Small accounts wan now be opened without any



g. Simplificd Branch Authorization:

In Deeember 2009, domestic scheduled commercial banks were permitted to
freely open branches in Tier 3 to Tier 6 centres with population of less than 30,000
under general permission. Lo address the issue of uneven spread of bank branches.
Branch Authorisation was been relaxed to the extent that banks do not require prior
permizsion to epen branches even in tier [ centres with population less than 1 lakh.

h. O

ening of branch mnbanked rural centres:

Lanks have been mandated wo apen at least 25 per cent of their new brenches in
unbanked rural centres for increasing the number of branches in rural ares. Banks were
advised 1o apen small intermediary brick and mortar structures hetween the hase
branch and the unbanked villages.

i. Financial Literacy:

Financial Literacy plays an important role promoting financial inclusion. Henee
efforts were luken to educate school and calle LE stuldeni_?., women, fural and tlr'hﬁn POCE,
pensioners und senior citizens, about general banking concepts helping them in taking
informed fnancial decisions, Nearly 800 financial literacy centrés were set up by
barks. Tinancial Literacy Centres organize outdaor literacy camps for a periad of
three months and delivered in three phases. In these camps, along with creating

IWEPENESS, ACCOUNTS are also opened.

Roadmap for providing Banking  Services in unbanked wvillages with
population more than 20HH):

A phase-wise approach was adopted o provide banking services in al] unbanked
villages in the country, In the firsi phase, nearly 74000 villages with population more
than 2000 were provided with 2 banking outler, und in the second phuse, the remaining
unbanked villages with population less than 2000, numbering around 4,90,000, were
identitied and allocared to banks, for opening of banking cutlets by Match 2014,

k. Finanecial Inclusion Plan of Banks:

Banks were encouraged 1o follow a plenned and phaszed approach to financial
inglusion with the involvement of the highest level management personnel by
preplring Financial Inclusion Plans (F1Ps). The first phase of FIPs wes implemented

during the period 2010-2013. FIPs were used by BBI to compare actual achievements
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