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of digital service platforms—including online portals, mobile

applications, biometric authentication systems, and digital payment
interfaces. Findings indicate that e-governance significantly improves
service timeliness, reduces leakages, increases transparency, and
empowers citizens—provided that digital literacy, infrastructure
readiness, and grievance mechanisms are well established. The paper
concludes with policy recommendations to strengthen digital
inclusion and ensure sustainable public welfare delivery through

citizen-centric e-governance ecosystems.framework to align short-

term relief with long-term rural transformation.

y¢ HURWS [9] ]| Pages IJRWS.com



Dr. Udayakumar Hiremath Int. J. of Res. Wel. soc.., 2025, Vol 1, Issue 1, 9-14 |Research

b 4

S

1. INTRODUCTION

Digital transformation has reshaped public
administration globally, with e-governance
becoming a central pillar for improving
public welfare service delivery. Governments
increasingly use digital platforms to deliver
health
educational support, identity systems, and

subsidies,  benefits, services,
cash transfers. However, digital dividends are

not equally distributed. Marginalized
communities—such as low-income
households, women, elderly citizens, tribal
groups, and rural populations—often face
barriers including inadequate connectivity,
low digital literacy, affordability constraints,
cultural barriers, and distrust of digital
systems.

This paper examines the extent to which e-
governance contributes to improving welfare
access for marginalized populations. While
technology can streamline processes, the
magnitude of improvement depends on the
inclusivity of digital design, infrastructure
availability, and the ability of citizens to
engage effectively with technology. The

study explores both benefits and limitations

of e-governance platforms, identifying
factors that promote or hinder digital
inclusion.

2. METHODOLOGY

2.1 Research Design

A mixed-method approach combining

quantitative surveys, qualitative interviews,

and secondary data analysis was adopted.
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2.2 Study Population & Sampling

o Locations: 6 marginalized clusters—3
rural districts and 3 urban low-income
settlements

e Sample Size: 1,000 respondents (600
rural, 400 urban)

e Sampling Method: Stratified random
sampling focusing on women-headed
households, persons with disabilities,
elderly residents, and tribal
communities

2.3 Data Collection Tools
e Household surveys using structured
questionnaires
e« Key informant interviews with
welfare officers, telecenter operators,
local NGO staff
e Analysis of wusage logs from
government digital service portals
(8 FGDs) with
beneficiaries and non-users

2.4 Indicators Used

e Focus groups

o Digital Access: Device ownership,
connectivity quality, affordability

« Digital Literacy: Ability to navigate
apps, fill online forms, use OTP-based

authentication

e Service Delivery Outcomes:
Timeliness, accuracy, transparency,
satisfaction

e Barriers & Enablers: Infrastructure
gaps, gender barriers, community

support systems
2.5 Statistical & Analytical Tools
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o Descriptive statistics

o Logistic regression to  examine
determinants of digital adoption

e Service delivery score index

o Accessibility heat-map analysis

e Thematic coding for qualitative

responses

3. CASE STUDY: MOBILE

GOVERNANCE FOR WELFARE

DELIVERY IN RURAL DISTRICT C

District C introduced Mobile Service

Delivery Vans equipped with internet-

enabled tablets, biometric devices, and

multilingual user interfaces. These vans

visited remote hamlets weekly to help

citizens access:

e Pension applications

« Digital ration card updates

e Health insurance enrollment

e Scholarship forms

o Grievance registration
Outcomes (after 14 months):
e 73%

applications

increase in  digital  welfare

e Processing time reduced from 19 days to
7 days

o Biometric failure cases dropped due to
improved devices

e Women’s participation increased by 42%
due to doorstep services

Key success factors included on-site digital

literacy assistance, community mobilizers,

and predictable service days.

4. DATA ANALYSIS

TABLE 1: IMPACT OF E

GOVERNANCE ON PUBLIC WELFARE

DELIVERY

Indicator Pre-Digital Post-Digital %
(Mean) (Mean) Improvement
Application processing time (days) 21 9 57%
Transaction errors (%) 14.8 5.6 62%
Beneficiary satisfaction score (1-10) 4.3 7.1 +65%
Leakages/diversion (%) 18.2 7.9 56% reduction
Access without middlemen (%) 36 71 +97%
Women beneficiaries completing digital 19 46 +142%
transactions independently (%)
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TABLE 2: DIGITAL INCLUSION & ACCESSIBILITY INDICATORS
Parameter Rural Urban Overall Gaps

Mobile phone ownership 68% 85% Rural-Urban gap: 17%

Smartphone penetration 41% 72% Gap: 31%
Internet reliability Low | Moderate Unequal

Digital literacy 32% 58% Gap: 26%
Biometric authentication success rate 72% 89% Gap: 17%
Awareness of online grievance platforms 21% 47% Gap: 26%
Availability of community digital centers | Sporadic | Frequent Gap: High

5. FINDINGS

5.1 Positive Impacts of E-Governance

1. Enhanced Timeliness & Efficiency:
Digital  portals and  automated
workflows reduced processing delays
and minimized human interface.

2. Improved Transparency: Digital
tracking, online status updates, and
grievance dashboards reduced
corruption and discretionary practices.

3. Reduced Transaction Costs:
Beneficiaries saved substantial time and
travel costs.

4. Financial Inclusion: Digital payments
helped increase bank account usage,
especially for women.

Uniform

5. Service Standardization:

guidelines and automation reduced
arbitrary decision-making.

5.2 Persistent Challenges

1. Digital Illiteracy: Many marginalized

users struggled with
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OTPs, online forms, and app navigation.

2. Connectivity Issues: Rural dead zones
affected biometric

authentication and real-time
submissions.

3. Gender Barriers: Women faced
mobility  restrictions, low phone
ownership, and dependence on male
intermediaries.

4. Exclusion Risks: Strict digital
procedures sometimes excluded

elderly or disabled persons.

5. Language Barriers: Lack of
multilingual content limited

inclusivity.

5.3 Determinants of Digital Adoption

Logistic regression identified key factors:

o Education level (strongest predictor)
e Smartphone ownership

o Digital literacy training exposure

e Trust in government digital

platforms
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Presence of community support

centers

6. QUESTIONNAIRE

1.

10.

11.

12.

13.

14.

15.

Do you have a smartphone with internet
connectivity?

Are you able to operate government
apps independently?

Have you used any digital platform to
apply for welfare services?

Did you require help during the digital

application process?

How reliable is your internet
connection? (1-5 scale)
Have digital services reduced the

number of visits to government offices?
Do you trust digital payments and
online transfers?

Have you faced biometric
authentication failures?

Are government apps available in your
preferred language?

Are grievance redressal systems easy to
access digitally?

Did digital

dependency on middlemen?

platforms reduce your

Are women and elderly in your
household able to use digital services?
How satisfied are you with online
welfare services? (1-5)

Have you received digital literacy
training from any organization?

Do you think e-governance improved

your access to services overall?

7. POLICY RECOMMENDATIONS
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Strengthen Digital Literacy

Campaigns:  Prioritize  women,
elderly, and tribal groups; integrate
local language-based modules.

Rural Connectivity Expansion:
Invest in towers, fiber infrastructure,
and public Wi-Fi for remote
settlements.

User-Friendly App Design: Voice-
assisted, multilingual, and low-data
interfaces.

Mobile Governance Units: Expand
doorstep e-governance vans for last-
mile inclusion.

Assistive Technologies: Introduce
accessibility features for visually and
physically challenged users.
Strengthen Data Privacy:
Transparent data governance policies
to build trust.

Hybrid Service Models: Combine
digital platforms with human-assisted
service windows for vulnerable
groups.

Robust Grievance Redressal: Social
audit integration and faster digital
complaint tracking.

Partnership with NGOs/SHGs: Use

community intermediaries for digital

handholding.
Monitoring  Digital  Exclusion:
Establish “Digital Inclusion

Scorecards” at district/block levels.
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8. CONCLUSION
E-governance has the potential to
revolutionize public welfare delivery by
enhancing transparency, reducing corruption,
and improving user convenience. However,
its effectiveness for marginalized
communities depends on the strength of
Without

inequalities—digital

digital  inclusion  strategies.

addressing  structural
literacy, device affordability, gender
disparities,  and

connectivity  gaps—

egovernance can unintentionally deepen

exclusion. This study demonstrates that
thoughtful design, strong infrastructure,
community  participation, and  robust

grievance systems are essential to ensuring

that digital platforms truly democratize

access to public services. With inclusive

policy innovations, digital governance can

become a transformative tool for social

equity and welfare enhancement.

References

1. Heeks, R. (2002).
Africa: Promise and Practice.

2. Gigler, S., & Bailur, S. (2014). Closing

the Feedback Loop: Can Technology

E-Government in

Bridge the Accountability Gap?

3. UNDESA. (2020). E-Government
Survey.

4. OECD. (2018). Digital Government
Review.

5. World Bank. (2016). World Development
Report: Digital Dividends.

JRWS

10.

11.

12.

13.

14.

15.

[14] | Pages

Warschauer, M. (2004). Technology and
Social Inclusion.

Bhatnagar, S. (2014). Public Service
Delivery: Role of ICT.

Singh, N., & Sahu, S. (2021). Digital

governance and welfare reforms in rural

India.

Sharma, R. (2019). E-governance
adoption among marginalized
populations.

Malik, K. (2018). ICT for inclusive
development.

Pathak, R. D. (2017).
service delivery challenges.
Gupta, A. (2020). Digital
initiatives in developing economies.
Chakraborty, S. (2022).

biometric authentication

E-governance

literacy

Evaluating
failures in
welfare schemes.

Parmar, D. (2021). Mobile governance in
remote communities.
Lall, P. (2019). Gender and digital

exclusion.

[JRWS.com



