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ABSTRACT 

E- governance plays an important role in  exchange of information, communication transactions, integration of 

various stand-alone systems and services between Govt-to-citizen govt-to-business ,govt-to-govt, govt-to-

employees as well as back-office processes and interactions within the entire govt framework. To know the 

impact of mee-seva on the satisfaction levels of citizens through Awareness, Efficiency, Transparency, 

Responsiveness, and Accountability. The objective of the Study the influence of citizen demographic factors on 

e-governance adoption and satisfaction, Investigate the impact of service delivery factors on citizen satisfaction. 

The reliability result, cronbach alpha value is 0.782 shows the satisfactory over consistency. The Impact of e-

governance service delivery factors on citizen satisfaction except Responsiveness remaining all factors are 

significant impact on satisfaction. Responsiveness is not influencing the satisfaction as its p value recorded as 

>.05. Impact of demographic factors on e-governance service adoption except Employment remaining all factors 

is significant impact on e-governance service adoption. Employment is not influencing the e-governance service 

adoption as its p value recorded as >.05. E-governance service delivery channels like Mee-seva centres are 

trying their level best to render services to the customers. 

 

Keywords: Information and communication technology (ICT), E-governance, citizen satisfaction. 

_________________________________________________________________________________________ 

1. Introduction 

In this study Service delivery is essentially about a 

committed state fulfilling its responsibilities 

towards its citizen’s needs for essential services. 

The aim of public service delivery is to deliver 

cost-effective, high quality services that the private 

sector is unable to or unwilling to deliver. The 

traditional public service delivery methods 

followed by different government departments are 

complex and cumbersome. “Mee Seva” means, ‘At 

your service’, i.e. service to citizens. It is a good 

governance initiative that incorporates the vision of 

National E-Governance plan. Secondly, rules and 

procedures lead to enormous red tape and delayed 

this in turn leads to corruption. It is widely believed 

that governments are not responsive to the needs of 

the people, more so in the case of the poor. The 

traditional instruments used to hold public servants 

accountable, such as audit, legislature oversight etc, 

have proved to be inadequate. The basic concept 

behind the Citizens satisfaction studies is that 

citizen’s as users can provide useful information on 

the quality and adequacy of services and the 

problems they face with service providers. Thus 

these studies are expected to “reflect the actual 

experience of people with a wide range of public 

services”. GOI has come up with the concept of 

Citizen Service Centres to deliver Government 

Services online with the help of Information and 

Communication Technologies. CSC objective is to 

provide government, private and social services to 

a common man in his locality with affordable 

costs. There are tremendous advantages for 

consumers in terms of accessing Government’s 

information and other regular services at lower 

costs. Under the aegis of Department of 

Electronics and Information Technology (Deity), 

the Government of Andhra Pradesh started these 

Common Service Centres with the name of Mee 

Sevea. It isone-stop-shop, started in the year 2011 

in Andhra Pradesh to deliver Government, Private 

Business and Social Services across the state at a 

single Phase. The aim of this article is to explain 

the concept of E-Governance of Andhra Pradesh 

and satisfaction of users with e-governance service 

delivery.  

2. Concept of E-Governance  

ICTs continue to permeate and remake various 

sectors of society the field of government is not 

exempt from this wave of change and requires a 

fundamental change in government operates by 

constantly reinventing itself by delivering its 

obligations to the citizens with greater efficiency, 

transparency, accountability and responsiveness. 

Therefore, the quality of e-governance shall 

eventually depend on the intent of the government 

and the set of men behind the computers. For an 

effective and efficient e-governance model, IT 

deployment has to be backed by flat structures, a 

healthy work ethos, transparent systems and simple 
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procedures5. Appropriate deployment of IT in 

governance has the potential to result in better 

quality of services. Sweeping transformations have 

taken place in IT with the convergence of 

computing and communication technologies. The 

advent of the Internet has thrown open numerous 

possibilities.  

E-Governance in India  

India on the threshold of the 21st century is 

currently experiencing an information explosion, 

thanks to the dramatic effect of IT which is sure to 

affect various aspect of life. In the 1990’s after 

accepting the policy of liberalization and it 

influences on industrial, education, service and 

Government sectors and their influence on various 

applications is increasingly being felt of late. 

Today with the help of wireless Internet, any 

information can be reached anywhere in the world 

within minutes. IT brings in rapid changes in 

management patterns, such as break down of 

hierarch in administration and increase in co-

ordinating activity. Government has been engaged 

in deploying information and communication 

technology (ICTs) for several decades to increase 

efficiency and effectiveness in their functioning. IT 

has become a major force in creating paperless 

government. With the introduction of ICT there 

have been improvements in the efficiency and 

effectiveness in delivery of services to the citizens, 

enabling from passive information access to active 

participation in government activities. E-

Governance in India is not uniform. Some states 

are advanced and some are very backward 

technologically. In central government, some 

departments had initiated steps to adopt E-

governance long back while some departments are 

lagging behind. E-Governance initiatives 

implemented by the Union and State Governments 

in the last 10 to 15 years and assess their strengths 

and weaknesses. 

E-Governance in Andhra Pradesh  

Andhra Pradesh is considered as pioneer and leader 

in design, development, operation and sustenance 

of E-Governance projects in India. It has got 

several E-Governance Awards at the international, 

national and local levels. A study of the evolution 

of E-Governance in Andhra Pradesh reveals the 

concerted efforts made by Government of Andhra 

Pradesh towards E-Governance.  

E-Seva  

In December 1999, Government of Andhra Pradesh 

did a pilot project namely Twin Cities Internet 

Services (TWINS) to deliver three basic services 

from a single ward located in Municipal 

Corporation of Hyderabad(MCH). TWINS 

objective is to deliver various government services 

from one single counter. The number of 

transactions was low in the beginning but after 

successful testing, Government issued two orders 

to setup 100 such kiosks in first phase and over 130 

kiosks in second phase across the state4. E-Seva 

means electronic service.  

The objective is to provide Government-to-Citizen 

(G2C) and Government – to-Business (G2B) 

services with efficient, reliable, transparent and 

accountable solutions. That means government has 

clear vision to create a knowledge society using 

ICT’s in all aspects of development in the state. 

Rural e-Seva started in west Godavari district of 

Andhra Pradesh was exclusively operated by 

women entrepreneurs.  

Mee-Seva  

Mee Seva is an advanced and more sophisticated 

version of e-Seva. Mee Seva is modelled on the 

Common Service Centre (CSC). An integrated 

mission mode project of National e-governance 

plan 2003. Under the guidelines of national e-

governance plan, the CSC scheme was approved by 

Government of India in September 2006 for setting 

up 1lakh internet enabled centres in rural areas 

under Public Private Partnership (PPP) model 

covering 6.40 lakh villages in India. Some of the 

services provided by Mee-Seva are Agriculture, 

RTI, Issue of Birth and Death Certificates, 

Transport Services etc... It was identified that there 

are several departments that are in heavy demand 

from citizen perspective. These departmental 

services prioritize to deliver from Mee Seva. 

Parameters  

The following are the parameters of the present 

study to know the impact of mee seva on the 

satisfaction levels of citizens  

1. Awareness: It is measured in terms of awareness 

of computer, awareness of mobile, awareness of 

internet, awareness of mee seva and awareness of 

citizen charter  

2. Efficiency: It is measured in terms of following 

variables like quickness (speed) in service delivery, 

accuracy, getting correct information at the kiosks. 

The easiness of receiving/delivery of service, 

technical & management skills of VLE saving on 

travel cost, saving on time and convenience.  

3. Transparency: Transparency is measured in 

terms of the following variables like process and 

procedures, monetary charges or prices of services 

and transparency in the information dissemination.  

4. Responsiveness: Responsiveness is measured in 

terms of the following variables like virtual 

learning environment (VLE) is cooperation and 

support of VLE, Courteous/ready to help nature of 

VLE, promptness (timely response) in service 

delivery, patience of the VLE in giving required 

http://jespublication.com/


Vol 10, Issue 12, DEC/ 2019 

ISSN NO: 0377-9254                                  

  

 

 

www.jespublication.com Page No:177 

 
 
 
 

 

information and expertise of the VLE in giving 

required information. 

5. Accountability: Here Accountability is 

measured in terms of the following variables like 

level of trust citizens have with the Mee Seva 

Services, reliability of the service provided, 

monitoring of service delivery, level of 

confidentiality of personal data possessed by Mee 

Seva centres and level of security of data. 

3. Literature Review  

The First step taken toward ushering India into e-

governance is setting of national informatics centre 

in 1977. In 1980’s National informatics centre 

(NIC) connect all district headquarters which is a 

significant development at that time. With the 

advent of World Wide Web in 90’s there is 

increment in deployment of IT by government.  

With the increase in mobile and internet connection 

people are expecting more and more services 

online form government .In mid to late 1990’s, for 

conducting operations and to deliver services 

government agencies began using web sites. Then 

national e-governance plan was launched in 2006 

which led to drastic change in e-governance 

strategy and program for India. This plan launched 

core infrastructure and policies for development of 

e-governance. The World Bank, (2012) define E-

Government provides better delivery of 

government services to citizens, improved 

interactions with business and industry, citizen 

empowerment through access to information, or 

more efficient government management. It 

influences less corruption, increased transparency, 

greater convenience, revenue growth, and/or cost 

reductions. Gaebler et al. (1992) defined e- 

Government as; It is a way for governments to use 

the new technologies to provide people with more 

convenient access to government information and 

services ,and it focused on  to improve the quality 

of the services and  opportunities in our democratic 

institutions and processes. Pikkarainen et al, 

2004).The crucial factor is awareness of e-service 

in affecting customer’s usage of e-services and its 

adoption. Customers have a real need and realize of 

the advantages of any e-application otherwise they 

will be skeptic and unwilling to use it .The scale 

value of data and information, a customer knows 

about any e-application/ system and its advantages 

may have a crucial influence on adoption of the 

specific applications. In our research article 

awareness of e-services is described as citizens' 

percept of advantages and knowledge about 

services and products that are offered by Punjab 

Province e-Government portal and degree to which 

are really aware of that specific portal. Due to 

above mentioned discussions and on the 

description of constructs of CMT, ACSI, SCSB and 

ECSI indexes and previous research works we 

proposed following hypothesis:H1. There is 

significant relationship between e-governance 

service delivery factor awareness and citizen 

satisfaction. 

Conceptual Framework 

Pic 1: Conceptual Framework and Hypothesis 

 

 

 

 

 

 

 

 

 

 

Objectives of the Study  

1. Study the influence of citizen demographic 

factors on e-governance adoption and satisfaction 

2. Investigate the impact of service delivery factors 

on citizen satisfaction  

Hypothesis 

H1: There is significant relationship between 

service delivery factors and Satisfaction 

H1: There is significant relationship between 

citizen demographic factors and e-governance 

service adoption  

4. Methodology 

Awareness 

Efficiency 

Transparency 

Responsiveness 

Accountability 

Satisfaction 
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This study is evidenced from rural citizens in YSR 

district of Andhra Pradesh. A multistage random 

sampling has been adopted for the study. In the 

first stage, YSR District is divided into three 

geographical regions namely Kadapa, Rajampeta 

and Jammalamadugu revenue divisions. Two 

mandals from each region, chennur and vallur 

from Kadapa region, Sidhout and rajampet from 

Rajampeta region and mydukur and prodduturu 

from Jammalamadugu region were selected 

randomly in the second stage; 50 members from 

each village were picked up to collect the data.  

So, the data were collected from 300mee-seva 

users. The data were collected during the month of 

February, 2019. Data collection was done with the 

help of pre-tested structured interview schedule. 

The interview schedule contains 30 questions 

framed on 5- point likert scale to find out the 

respondents strength of agreement. The secondary 

data was obtained from various published and 

unpublished records, journals, reports etc.   

5. Analysis and Interpretation 

Reliability of the Data 

The reliability test was done to check the 

consistency, accuracy and stability of the results in 

the research. The reliability result, cronbach alpha 

value is 0.782 shows the satisfactory over 

consistency  

Table-1: Reliability Statistics 

Cronbach's Alpha Cronbach's Alpha Based on Standardized Items N of Items 

.782 .752 30 

KMO & Bartlet Test 

Table-2: KMO and Bartlet Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .719 

Bartlett's Test of Sphericity Approx. Chi-Square 3496.179 

df 435 

Sig. .000 

This test is carried to find out the suitability of the 

dataset to perform factor analysis. The Measures of 

Sampling Adequacy value is found as 0.719, which 

is greater than 0.6 revealed that sampling is 

adequate for factor analysis.   The Sphericity value 

of Bartlett's Test is 0.000, which is < 0.05. 

Therefore, Factor analysis is chosen as a suitable 

technique for further investigation of the data. 

Identifying the Significant Factor Loadings 

We constructed factor loadings matrix called 

component matrix. It is common acceptance that, 

0.5 and above is considered to be significant. All 

factor loadings of 0.5 and above have been 

considered for the study

.  

Table-3: Total Variance Explained by Different Variables 

Component Initial Eigenvalues Extraction Sums of Squared 

Loadings 

Rotation Sums of Squared Loadings 

Total % of 
Variance 

Cumulative 
% 

Total % of 
Variance 

Cumulative 
% 

Total % of 
Variance 

Cumulative 
% 

1 7.585 25.284 25.284 7.585 25.284 25.284 4.844 16.147 16.147 

2 2.391 7.969 33.254 2.391 7.969 33.254 3.914 13.046 29.194 

3 2.004 6.681 39.934 2.004 6.681 39.934 2.226 7.421 36.615 

4 1.867 6.223 46.157 1.867 6.223 46.157 1.818 6.061 42.676 

5 1.471 4.902 56.283 1.471 4.902 56.283 1.730 5.766 54.212 

6 1.120 3.733 64.268 1.120 3.733 64.268 1.379 4.595 64.268 

7 1.069 3.563 67.831       

8 .966 3.221 71.052       

9 .952 3.211 72.052       

10 .916 3.203 73.142       

11 .904 3.014 74.066       

12 .900 3.001 77.067       

13 .800 2.666 79.733       

14 .714 2.381 82.114       

15 .654 2.179 84.293       

16 .626 2.087 86.380       

17 .549 1.829 88.209       

18 .489 1.630 89.839       

19 .452 1.508 91.347       

20 .410 1.367 92.714       

http://jespublication.com/


Vol 10, Issue 12, DEC/ 2019 

ISSN NO: 0377-9254                                  

  

 

 

www.jespublication.com Page No:179 

 
 
 
 

 

21 .386 1.286 94.000       

22 .348 1.159 95.159       

23 .310 1.035 96.193       

24 .295 .983 97.176       

25 .260 .867 98.043       

26 .223 .742 98.785       

27 .186 .620 99.406       

28 .149 .497 99.903       

29 .018 .062 99.964       

30 .011 .036 100.000       

Extraction Method: Principal Component Analysis. 

As per the significance of factor loadings, eight factors have been extracted from 30 statements of the schedule. 

Table-4: Principal component Analysis with Varimax Rotation: 

Rotated Component Matrixa 

Question No Component 

1 2 3 4 5 6 

15. .825      

27.  .805      

29.  .747      

14. .741      

26.  .739      

30.  .726      

28.   .820     

36.   .779     

38.  .772     

37.   .754     

32.   .579     

40.   .759    

34.    .725    

19.   .694    

12.   .669    

11.     .886   

35.    .814   

31.     .713   

9.    .652   

13.    .514   

16.     .747  

20.     .627  

21.     .615  

25.     .543  

22.     .501  

18..      .860 

23.      .732 

17.      .712 

24.      .654 

 10.      .543 

 

Impact of e-governance service delivery factors on citizen satisfaction  

To measure the impact of e-governance service delivery factors on satisfaction, multiple regression analysis 

was carried.   Multiple regression analysis was run to study the effect of independent variables such as 

awareness, efficiency, transparency, Responsiveness and Accountability,   dependent variable citizen 

satisfaction. The relationships were tested at the significance level of p< 0.05. P value which fall between 0.01 

and 0.05 shows that there is a relationship between independent variables and dependent variables. Independent 

variables with higher beta values contribute greater influence to the dependent variables. 

Table-5(a): Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .755a .726 .699 .167 

a. Predictors: (Constant), awareness, efficiency, transparency, Responsiveness and Accountability 

 
Table-5(b): ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 37.834 6 6.306 4.629 .000b 

Residual 262.886 193 1.362   

Total 300.720 199    

a. Dependent Variable: 33. Overall Satisfaction 
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b. Predictors: (Constant), awareness, efficiency, transparency, Responsiveness and Accountability 

 

 

 
 

Table- 5 (c): Multiple Regression Co-efficients 

Model Unstandardized Coefficients Standardized Coefficients t Sig. 

B Std. Error Beta 

(Constant) 4.557 .846  5.386 .000 

Awareness  .139 .068 .147 2.041 .043 

Efficiency .289 .118 .174 2.446 .015 

Transparency -.362 .117 .221 3.102 .002 

Responsiveness .025 .147 .012 .168 .867 

Accountability .444 .164 .201 2.712 .007 

a. Dependent Variable: 33. Overall Satisfaction 

 

It is observed from the Table 5 (a), that R square value is 0.726 explains the strong linear relationship between 

independent variable Entrepreneurial efficiency factors and dependent variable overall citizen satisfaction. For 

all the e-governance factors such as Awareness (0.43), Efficiency (0.15), Transparency (0.002), Accountability 

(0.007) except Responsiveness (0.867), p values are less than 0.05.  Hence, all these factors have the 

significant impact on satisfaction. Responsiveness is not influencing the satisfaction as its p value recorded as 

>.05.  

Impact of demographic factors on e-governance service adoption  

Table-5(a): Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .755a .726 .699 .167 

a. Predictors: (Constant), awareness, efficiency, transparency, Responsiveness and Accountability 

 

Table-5(b): ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 37.834 6 6.306 4.629 .000b 

Residual 262.886 193 1.362   

Total 300.720 199    

a. Dependent Variable: 34. Adoption 

b. Predictors: (Constant), awareness, efficiency, transparency, Responsiveness and Accountability 

 
Table- 5 (c): Multiple Regression Co-efficients 

Model Unstandardized Coefficients Standardized Coefficients T Sig. 

B Std. Error Beta 

(Constant) 4.557 .846  5.386 .000 

Education status .139 .068 .147 2.041 .043 

Income Level .289 .118 .174 2.446 .015 

Community -.362 .117 .221 3.102 .002 

Employment .025 .147 .012 .168 .867 

 .444 .164 .201 2.712 .007 

a. Dependent Variable: 34. Adoption 

 

Findings 

 The Impact of e-governance service 

delivery factors on citizen satisfaction 

except Responsiveness remaining all 

factors are significant impact on 

satisfaction. Responsiveness is not 

influencing the satisfaction as its p value 

recorded as >.05.  

 Impact of demographic factors on e-

governance service adoption except 

Employment remaining all factors is 

significant impact on e-governance 

service adoption. Employment is not 

influencing the e-governance service 

adoption as its p value recorded as >.05. 

6. Conclusion 

E-governance service delivery channels like Mee-

seva centres are trying their level best to render 

services to the customers. There is no such system 

that satisfies all customer needs including Mee-

seva. Although Mee-seva claims to be able to 

deliver effective services by using technology, allot 

has to be done to improve further we need to find 
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out people’s problems and draw some plans for 

smoother implementation and importantly, we 

should learn from our failures. To enhance Mee 

seva services we must address  

1. Customer satisfaction towards services  

2. Job satisfaction of delivery staff  

The following recommendations may be useful 

for improving Mee Seva services  

1. The government should organise awareness 

campaigns in rural areas in a simple language that 

is best understood by rural people.  

2. Village Level Entrepreneurs (mee-seva) should 

be friendly and cooperative and show patience with 

the rural citizens.  

3. Separate training should be given to the new 

VLEs about the fundamental and basic of Mee 

Seva.  

4. Separate queue for ladies at Mee Seva counters.  

5. Government should also provide uninterrupted 

and speedy broad band services to villages as soon 

as possible.  
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