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Best Practice

Lokvani Project: Sitapur, Uttar Pradesh

Amod Kumar and A.P: Singh

Lokvani is an e-governance initiativeby the combinedefforts of District
Administration and National Informatics Centre in Sitapur, Uttar Pradesh,
India. Services like Land Records, Arms license application status, GPF
accounts of basic education teachers are available online now.To ensure
transparency, details of development works, ration allotment to fair price
shop dealers, money sent to Gaon Sabhas, etc. are made available to
people.The mostpopularservice till date has been On line Public Grievance
Redressal.

The Lokvani Project, a unique public private partnership programme,
is basically an attempt to provide efficient, responsive and online services
to the common people. It is based on Service Oriented Architecture and
seeksto increasetransparencyandaccountabilityingovernmentprocedures,
increase the efficiency of m:.npower at the government departments,
accelerate the response time- and facilitate anywhere-anytime. services to
the common citizen. It also aims to provide services in a professional and
citizen-friendly environment by:

· Saving in time and cost of people visiting District headquarters
time and again for getting information, lodging complaints and
inquiring their status, etc.

· Reducing the response time of the concerned department and
increase in th€!iraccountability to people.

· Facilitatingthe growthof InternetServiceProviders(ISPs)throughout
the district and especially in remote areas.

· Extension of benefits of ICT to farmers, labourers, un-employed
youth, etc.

· Streamlining the functioning of collectorate using the latest tools
availablewith InformationCommunicationTechnology(ICT).

· Better dissemination of government information at the remotest

AmodKumar is the District Magistrate, Sitapur, Uttar Pradesh.
A.P. Singh is the District Information Officer, Sitapur, Uttar Pradesh.
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corner, resulting in better awareness among rural masses about
various government schemesand bringing in transparency.

. Creating awareness in areas of e-administration, e-education, e-
health, etc. among the urban and rural masses.

. Reduceduplication of efforts, thereby improvingthe efficiency and
productivity of manpower at the collectorate.

. Skill development of collectorate employees.

Situation before the Practice

Typically an aggrieved citizen would lodge his complaint/grievance
through personal visits to the Sub Divisional Magistrates's(SDM} office at
the tehsil headquarters or the District Magistarte's (DM) office at the district
headquarters, or the concerned departments in the districts. Most often to
ensure responsiveness, the complainant typically approaches the head of
the departments,the SDMor DM. Inmostcases- followup on the complaints
becamedifficultdueto the largenumberof people involved,the cumbersome
process, the paper work involved, and the sheer administrative load of the
officers/staff. Any monitoring of the complant status, by the complainant
would mean number of visits to the concerned office and in cases where no
action has been taken or no response has been received, only a reminder
could be sent. There are also cases where citizens dissatisfied with the
response at the tehsil offices or the district offices would escalate their
complaints to the DM's office, overloading the DM. The belief was that
redressal would be fast, fair and effective if the complainant met the DM in
person. A visit to meet the DM would require an investment of at least one
business day (including travel to the district headquarters, and waiting in
queue to meet the DM)

Problems with Previous System
. Hierarchicalandtimetakingprocessofgettingbirth,death,domicile,

caste, and income certificate.

. Government officeswere only source of information about various
government welfareschemes.

. Citizen were bound to come to District headquarter/ tehsil for
governmentrelatedwork andforgettingsolutionto theirgrievances.

. Monitoringof officersaction by higherauthoritywas relativelyhard.

. Unnecessary secrecy in land record information had potential to
generate Landscam.
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· Computer literacy was not good at officer and public level.

· District Administration had only 10 computer systems including
Linux based treasury system with Oracle 9i database.

· Collectoratewas not enabledwith Computer Networking.

· Citizens had fixed time of two hours to interact with OM and for
putting up-their grievances. Physically meeting to every person
was not possible due to time constraint.

· Officers have large population under their serving area. Without
use of Informationand Communicationtechnology,it was relatively
hard job to manage services to all citizens.

Personal Experiences
· No loans and subsidies to Kiosks in order to ensure sustainability.

Also to ensure that only willing and able people run the kiosk.

· First increasethe no.of services deliveredthrough kiosksand then
increase their reach in rural areas.

· A combination of government and private services to be delivered
through kiosksto ensuresustainability.Allow other privateservices
from kiosks like digital photography,computer typing, net surfing,
chatting and e-mail, etc. to ensure profitability.

· Revenuesharing from kiosk income for Lokyani Society.

· Kiosks must be self-sustainable and profit driven.

· Initial budget provision for Lokvani set up from Central I State
Government.

Major Constraints faced
· Implemeptatibnof Lokvanie-governancesystem is more strategic

issue then technical.

· Resistance from administrative officer is extremely high due to
change in working system.

· Lokvanisystem hasbeen rolledout ona top-down basisand hence
it is a challenge to get sustainable acceptance from officers.
However, Lokvani has significantly increased accountability of
officers and transparency in district administration.

· The success of the system in Sitapur is widely believed to be due
to the focussed approach of the District Magistrate.
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