1.1 INTRODUCTION
Computer and IT plays a vital role in every spheres of life. Now-a-days government also need Information and Communication Technology to provide better and efficient services to public. The online facility makes available the government services to its citizens on their footsteps. E-governance is the online communication with the people about working of the government or providing services to its citizens. India also developed the E- governance project for better online working of the government. The government of Kerala also implemented the E-governance project across the state for the efficient functioning of the government.
The government of Kerala provides many citizens a friendly technological service which helps in the transformation of the society. The demand for technological process is constantly growing. Localities are planning upgrade their telecommunications, infrastructure and are preparing to install the new infrastructure for considering the future needs of their citizens when examining the most appropriate system to install.
The previous half decade has witnessed a rapidly increasing of Information Communication Technology (ICT) centered development projects in several developing countries with the intentions of spurring rapid social and economic growth through an attempt to bridge the digital divide. Several innovative projects have taken emerged in India over this period; either initiated solely by the government or as part of a CSR initiative by large companies or research organizations. Both these stand alone models were handicapped by their respective drawbacks, and newer models of partnerships such as Public Private Partnerships (PPP) and multi stakeholder initiatives have since emerged. The Akshaya project is one such instance of a PPP with the two main actors involved being the state and the private entrepreneur. In this backdrop, an integrated project called the akshaya has been conceived by the Kerala state IT mission, which is the nodal agency for the development of information technology in the state of Kerala for bridging the digital divide. The Akshaya project is one of the e-governance programmes in Kerala. It was one of the district wise e- literacy programs with an intention to „empowering Kerala‟. 
1.2 SIGNIFICANCE OF THE STUDY
The significance of this study lies in understanding the impact and effectiveness of e-governance applications in rural areas through the Akshaya Centers. By focusing on these centers, which serve as key points for digital literacy and access to government services, the research aims to highlight how such initiatives improve governance, reduce the digital divide, and empower rural populations. This study will provide valuable insights into the challenges and opportunities in implementing e-governance, ultimately contributing to better policy decisions and enhancing service delivery in rural regions. Moreover, it will explore the role of Akshaya Centers in promoting digital inclusion and fostering community development, making it a crucial area of research for sustainable growth in rural India.
1.3 STATEMENT OF THE PROBLEM
The effectiveness of e-governance applications among rural populations through Akshaya Centers poses a critical challenge that requires comprehensive examination. While these centers aim to bridge the digital divide and facilitate access to government services, there exists a gap in understanding the extent to which rural communities benefit from these initiatives. Factors such as technological literacy, infrastructure limitations, socio-economic disparities, and the complexity of government procedures may hinder the optimal utilization of e-governance applications in rural areas. Moreover, issues related to connectivity, language barriers, and the adequacy of support services provided through Akshaya Centers further compound the challenge. Addressing these complexities is essential for enhancing the accessibility, usability, and overall effectiveness of e-governance applications among rural populations, thereby ensuring inclusive development and empowerment at the grassroots level.
1.4 OBJECTIVES OF THE STUDY
· To find out services rendered by Akshaya centres
· To identify the satisfaction of rural people in using Akshaya centres
· To find out the relationship between e-literacy among users and effectiveness of e- governance application
· To analyse major problems faced by people in akshaya centres
1.5 SCOPE OF THE STUDY
The scope of this study encompasses a thorough examination of the effectiveness of e-governance applications among rural populations specifically facilitated through Akshaya Centers. It involves assessing factors such as the accessibility, usability, and adoption rates of e-governance platforms, as well as the challenges encountered by rural users in utilizing these services. Additionally, the study aims to explore the role of Akshaya Centers in overcoming barriers to access and improving the delivery of government services to rural communities. By identifying key areas for improvement and best practices, the study seeks to contribute valuable insights that can inform policy decisions and enhance the overall effectiveness of e-governance initiatives targeting rural populations.
1.6 RESEARCH METHODOLOGY
Research methodology is the systematic way to solve the research problem. It gives an idea about various steps adopted by the researcher in a systematic manner with an objective to determine various manners. Both primary and secondary
SOURCES OF DATA
The sources of information to be depend upon the type of study. In general, the sources of data can be classified in to 2;
· Primary data
· Secondary data
Primary data was collected by using questionnaire method. Secondary data was collected from public sources like
· Internet
· News papers
· Journals
· Books
· Magazine
· Websites
SAMPLING FRAMEWORK:
Convenience sampling method is used for collecting sample. It is a type of non-probability sampling method that relies on data collection from population members who are conveniently available to participate in study.
TOOLS FOR DATA COLLECTION
· Internet
· Newspapers
· Journals
· Books
· Magazine
· Websites
1.7 PERIOD OF THE STUDY
· The period of study was conducted on 21 days.

1.8 LIMITATION OF THE STUDY
· Time is a important constraint
· Since the sample survey is adopted, all the limitations of the sampling may be occurred in the generalisation of the conclusion.
· The study was conducted under the assumption that the information given by the respondents is authentic.



2.1 REVIEW OF LITERATURE
Kuriyan (2005) examined social and political challenges of Akshaya Projects in Kerala. Akshaya projects run with twin goals of social development and financial sustainability. The methodology used includes interview and participant observation method. Akshaya Centres in urban area found more financially success while in rural area it is semi- profitable.
Madon (2005) investigated the issues regarding the sustainability of the Akshaya telecenter project in Kerala in terms of interaction between the government, entrepreneurs, international donors, telecommunication suppliers, local companies, civil society organizations and individual community members. The finding of the study revealed that there are five critical issues currently affecting the sustainability of Akshaya project focusing on how relations and exchanges have been managed over time. it is evident from the review of literature that there is a need to study the use, services and achievements of Akshaya. The present study is intented to find out the use, services and achievements of Akshaya Community Information Centres in the perspectives of the entrepreneurs. This study will be useful to find out answers to questions associated with the project and suggest proper measures to overcome the problems encountered with Akshaya Centers.
International Development Research Center (2006) conducted a study on assessment of Akshaya project from a gender perspective. The analysis of the study suggest that with some awareness and literacy marginal efforts, the supposedly gender neutral Akshaya project could have indeed done wonders. With the support some of the extra ordinary women entrepreneurs coming from very ordinary circumstances could have profitably utilized.
Gopakumar and Rajalekshmi,(2007) revealed that through the personal trust between the people and the intermediary seems apparently important for making a payment system successful, it is on the account of the institutional trust in government that the payment system is able to function.
Cordella and Hesse (2007) studied about Akshaya centres in Kerala. The main services which contribute the revenue are 40% revenue from computer training programme, 30% from e-Pay services, and the remaining 30% from internet browsing services and other services.
 Kuriyan, Ray and Toyama (2008) conducted a study on the challenges and tradeoffs of implementing the Akshaya project and to analyze the business strategies of the Akshaya entrepreneurs. The finding of the study revealed that market based solutions; private enterprise and advanced technologies can increase the wellbeing of the poor and concurrently increase the profits of the private sector. It is found that poor are not the primary customers of ICT kiosks except for a one time, subsidized Akshaya course. The main consumers are those in the middle class. It also showed that broader political economy significantly influences the practices of technology promotion and access.
Pal (2009) revealed that general awareness of Akshaya was very high and most of e- literate users felt that their prestige in village had increased because of having become „e- literate‟. But due to lack of awareness about such schemes and their implementation, people could not receive the information at proper time and this became the major hurdle in the path of getting benefits of government schemes (Sharma, 2008).
Pal (2009) revealed that general awareness of Akshaya was very high and most of e- literate users felt that their prestige in village had increased because of having become „e- literate‟. But due to lack of awareness about such schemes and their implementation, people could not receive the information at proper time and this became the major hurdle in the path of getting benefits of government schemes (Sharma, 2008).
Ashalekshmi (2010) examined citizen-administration relationship after implementation of e-governance, and also analysed success and failure of first phase, i.e. e- literacy programme of Akshaya project in Malappuram District. The study reveals that people of Kerala demand a change in the administration system by incorporating potentials of e- governance, there lacks uniformity for e-governance approach adopted by different departments, e-governance improved speed of service delivery in the state, online interaction between citizen and government are not impressive, parallel movement of manual 34 and online system doubled the workload of the bureaucrats, Akshaya projects on social context is successful but is failure on commercial ground, attitudinal changes have greater impact than technological changes in eradication of corruption, and citizen- administration relationship is not improved due to presence of digital divide and lack of e-inclusiveness.
Safeena (2010) assessed e-governance projects in Kerala. Grounded theory approach of using literature and secondary source were used for the study. Benefits of e-governance initiatives in the state include better delivery of services, decreased corruption, higher transparency, etc. Resources and connectivity issues are the main challenges for e- governance initiatives in the state.
Sangeetha (2015) analysed impact of Akshayatelecentres in bridging the digital divides. The study was conducted in Thrissur district of Kerala, India. The study also covered awareness and usage level of various services provided by Akshaya centres. Case study method based on qualitative and quantitative data was used in the study. It is observed that entrepreneurs have greater role in the sustainability of the Akshaya Centres. But Akshaya centres are struggling to balance the social objectives of the project and the objectives of financial  sustainability.
Arun Kumar P S, Alvin Abraham, Girish S,(2015) revealed that majority of the citizens happy with the e-governance system. FRIENDS and Akshaya have an important role in rural areas, because they provide better public utility services through a single window system. The study revealed a comparative result that FRIENDS owned by Government itself and deals with departmental payment in Governments and universities. While the other term Akshaya managed and owned by a single person and delivering many public utility services such as e-district, UID enrolment, e-literacy, rural empowerment and economic development.
Dr,Shruti Singh and Dr.Rubee Singh, (2018) outlined the impact of E- governance in India. According to the author, e-governance is considered as a full- fledged package of transparency, accountability, time boundless, cost efficiency and customer satisfaction. E- governance is a substituted approach, in which people are replaced by technology and developed an innovative administrative culture in middle management. It helps to fast, speedy and better disposal of grievance of citizen or clients. But there are some challenges involved in this implementation. They are creation of infrastructure, sound policy, legal framework and uploading of data in local language
3.1 THEORETICAL FRAMEWORK 
The previous half decade has witnessed a mushrooming of information communication technology (ICT) entered development projects in several developing countries with the intentions of spurring rapid social and economic growth through an attempt to bridge the digital divide. Several innovative projects have taken emerged in India over this period; either initiated solely by the government or as part of a CSR initiated by large companies or research organizations. Both these stand alone models were handicapped by their respective drawbacks, and newer models of partnerships such as Public – Private Partnership (PPP) and multi stakeholder Initiatives have since emerged. The Akshaya project is one such instance of a PPP with the two main actors involved being the state and the private entrepreneur. The Akshaya project initiated in November 2002 in Trivandrum, Kerala was officially started with the introduction of e-kiosks or technology centres in the districts of Thiruvananthapuram and Malappuram in May, 2003.
Information technology (IT) comprises an essential element of the economic development of India and it plays a dual role. It is a high tech industry in itself which creates IT related products and services, as also a apparatus to increase productivity and develop competitiveness in all sectors of society. It is a striking fact that IT has the tremendous advantages for increasing productivity and generating a higher output at lower cost. Moreover, it is considered as the power as they act as a digital fuel for the economic development of emerging nations.
At present, ICT act as the vertebrae of most industries such as banking, publishing, infrastructure etc. and is an important value adding constituent for others. Currently, the emerging economies focus on the potential of ICT to transform the existing industry bit models; subsequently it has shifted to productivity gains from ICT enabled process. Prior to the implementation of e-governance, the socioeconomic developments were not fully benefitted the poor and vulnerable as it is very difficult to reach due to geographical, infrastructural and linguistic constraints. While, e-governance projects beleaguered at poor and vulnerable groups, and offer a comprehensive approach to pro-poor e-governance towards achieving the Millennium Development Goals (MDGs). The pro-poor e-governance refers to a detailed set of actions and recommendations to ensure that e-governance benefits the poorest segments of society for the achievement of the MDGs. The focal point of e- governance lies in developing e-government policies and strategies in a pro-poor and socially inclusive direction, in line with the government as a provider of equal opportunity for all including, poor and marginalized groups. 
The present chapter provides a conceptual framework of e-governance in brief and tries to examine the concept of e-governance, dimensions, theories and models of e- governance etc.
DEFINITION OF E-GOVERNANCE
Governance starts with law and order function and public administration at the primary level and touches the domain of development and progressive realisation of social ends. Kautilya, in his book Arthasastra emphasized the association between economic policy and governance much earlier (S.S. Ali (2000).
Governance is a broader concept which encompasses the state‟s institutional arrangements, decision making processes, implementation capacity, and the relationship between government and the public. The word governance in relation to a nation, means offering the people a system, competent to provide people several facilities for a quality life (Michael Backus, 2001).
The materialization of Information and Communications Technology (ICT) has endowed with means for rapid and improved communication and employment of information to its users, be they individuals, groups, businesses, organizations or governments. Generally, e-governance is the way that government institutions, businesses and citizens are using electronic means for achieving better public service delivery based on transparency, accountability and public feedback mechanisms. e- Governance or „electronic governance‟ is basically the application of Information and Communications Technology to the processes of Government functioning in order to bring about „Simple, Moral, Accountable, Responsive and Transparent‟ (SMART) governance. (Planning Commission, 2001).
According to World Bank, “E- Government refers to the use by government agencies of information technologies (such as Wide Area Networks, the Internet, and mobile computing) that have the ability to transform relations with citizens, businesses, and other arms of government. These technologies can serve a variety of different ends: better delivery of government services to citizens, improved interactions with business and industry, citizen empowerment through access to information, or more efficient government management. The resulting benefits can be less corruption, increased transparency, greater convenience, revenue growth, and/ or cost reductions” (World Bank).
UNESCO defined e-Governance as “Governance refers to the exercise of political, economic and administrative authority in the management of a country‟s affairs, including citizens‟ articulation of their interests and exercise of their legal rights and obligations. E- Governance may be understood as the performance of this governance via the electronic medium in order to facilitate an efficient, speedy and transparent process of disseminating information to the public, and other agencies, and for performing government administration activities”(UNESCO).
In general e-governance is recognized as the use of Information and Communications Technology (ICT) at all levels of the government in order to provide services to the citizens, interaction with business enterprises and communication and exchange of information between different agencies of the Government in a speedy, convenient efficient and transparent manner (Bhatnagar, 2004).
PUBLIC SERVICE DELIVERY
It is considered as an important factor in e-governance. It is the inter relationship between the government functionaries and the citizens to whom the services of government is deal with, and the manner in which the services arrive at those whom they were proposed. E- governance has become a crucial tool for the efficient delivery of public good. Any effective public service delivery mechanism will directs to efficiency of government services. Normally, the government usually exploit one or the other of a multiplicity of mechanisms for delivering services to the citizens such as central government scheme and local self- government interventions (Agarwal, 2007).
Generally, there are three types of interaction such as G2C (Government to Citizens), G2B (Government to Business) and G2G (Government to Government) services. The focal point of G2C is to develop user friendly one stop online centres for easy access to government services via online. G2B intend to develop the capability of business transactions between government and the private sector entities. G2G aimed to enhance the effectiveness of services between federal, state and local governments in the affairs of day to day administration Madon, Shirin (2004).
 PHASES OF E-GOVERNANCE
There is numerous numbers of models to evaluate the progress of e-governance system. The e-government maturity model is one of the most widely accepted models of e- governance development. The phases are demonstrated in a logical sequence which starts with publishing government information on the web, increasing quantity, quality, and values to public over time. This phase is pursued by the addition of interactive features for users, shifts progressively towards supply of full transactional capabilities. The first stage is described as the information dissemination phase generally, G2C services are being offered in this phase. In the second phase of interaction, it moves from publishing to interaction with citizens, businesses, enabling communication and feedback and processing of forms. In the third stage of transaction, it supplies all services and financial transactions capabilities, such as license renewal, online payment, e-filing, digital signature etc. In the subsequent phase called integration, services are integrated across departments and levels of government for multi-channel, one stop service 13 delivery, facilitating greater responsiveness from all parties. Moreover, it often requires the integration of back office systems. In the concluding stage of political participation necessitates the promotion of channels for citizen participation such as online voting, public forms and opinion surveys. (Layne, KJL and Lee, J. 2001 Moon, M.J. 2002).It can be observed that, Akshaya can be referred achieved the fourth phase of e-governance development.
Gartner have developed the four stage e-governance maturity model based on the experiences in Europe and other western regions. Information, interaction, transaction and transformation processes are the stages of e-governance according to Gartner. In the first stage, information are presented on the web, providing the external public (G2B and G2C) with relevant information to improve transparency in the economy. In the second phase, the interaction between government and the public is to be stimulated with the help of various applications. Peoples can ask questions, through e-mail, use search engines and are able to download all sorts of forms and documents on 24/7 basis. In the transaction stage, the customers get benefits directly from the government without going to office through the online services. In the final stage or transformation stage, all the information systems are integrated and the public can get G2C and G2B services at one virtual counter. While applying the model to the Akshaya e-centres, it can be concluded that this well-known project has achieved and crossed all the four stages of e-governance maturity. Moreover, it can also be confirmed that Kerala‟s ICT model is in par even with the developed countries of the world.
E-GOVERNANCE AND ECONOMIS PROGRESS
More than half a century ago, much before ICT had taken its current form and shape, economist Schumpeter had forecasted the impact of technology on economic growth. In Schumpeter‟s analytical structure, there is a third stage of the twin process of invention innovation, viz. diffusion, which arise only when the scientist and the entrepreneur join hands. The universalization of the success of the product happen only through appropriate diffusion of the scientific knowledge embodied in the marketable form of a particular product or process that it gets universalized. Technological history is full of exemplar of such diffusions, or knowledge spill over. Thus, it is acclaimed that there is a perceived notion of inter linkage between technology as the primary force behind economic progress.
CHARACTERISTICS OF E-GOVERNANCE
As in any e-governance programme, Akshaya also envisages low-cost, time saving and people friendly mechanism in citizen-government dealings. On these aspects, enquiry was made to understand the cost of availing service and the time for availing service in Akshaya over the same service availed through Departmental counters.

AKSHAYA PROJECT
Akshaya project was first started in the Malappuram district of Kerala, India, and now spread all around the state, was the first district-wide e-literacy project in India and one of the largest known Internet Protocol(IP) based wireless networks in the world. In November 2002, the state government of Kerala put into place a project, piloted in Malappuram, with the goal of at least one person in every family to be computer literate in that district. Malappuram is now what is said to be India's First E-literate District. The mission continues to make Kerala the First E literate state in India.
In Malappuram district alone, Akshaya has conducted one of the world's largest computer literacy drives, claiming to reach over 600,000 households, representing more than 3.6 million people, in less than 6 months. The project has created a unique brand of state- funded computer access centres, and simultaneously led to a massive wireless infrastructure, providing a wide range of services and making way to many future opportunities.
 The project offers lots of services like: E-Pay (electronic payment of utility bills like electricity, land phone, drinking water, university fees etc.); E-Krishi (for farmers to provide online agriculture trading and information portal, A to Z Solution) E-Vidya (advanced IT learning for eliterates and others); E-Ticketing (online train, flight, bus ticket reservations); PMRY online registration; online passport registration; a village kiosk for transparent collector ate program, online communication providers for expatriate Indians ; an online medical transportation course, with extension programmes for all above mentioned services.
OBJECTIVES OF AKSHAYA
The twin objectives of Akshaya are (1) to provide basic e-literacy and (2) to develop appropriate basic infrastructure so as to leverage e -literacy and IT infrastructure for e- governance in the state .Imparting basic IT literacy to at least one number of each of the 6.4 million families in the state is a primary objective of Akshaya. The e-literacy campaign is the foundation on which the state seeks to bridge the digital divide in the state.
The underlined objectives of the campaign are to remove the fear of the unknown that common people have about technology in general and computers in particular .The e-literacy campaign proposes to impart basic /functional e-literacy to one member of each of the 6.4 million families in the state. Selection of the members to be trained will be done by the family members Extent the training initiative into a service delivery mechanism for the local citizen. Once the people have the introduced to the immense possibility of ICT,the next step envisaged is to make facilities available to them for exploiting the technology for everyday use .The focus here is to ensure a viable, sustainable service delivery mechanism for the citizens of the state through Akshaya centres.
These centres are run by private entrepreneurs selected by the project managers. Each centres will be occupied with necessary computers fax, printers, telephones ,broad band internet 16 connection etc. and software so as to cater to the information and communication requirements of the local citizens .The capital required for setting up these facilities are borne by the private entrepreneurs .The investment for the wireless network for broad band connectivity will be shared by the state and the private entrepreneurs equally.
The selected entrepreneurs are given training at the beginning of phase 1 and phase 2 of the project.The project provides entrepreneur orientation program in the preoperational stage for the person who engage in the day to day management and activities of Akshaya centres. Entrepreneurship development program is also planned for the entrepreneurs to motivate the entrepreneurs and to sensitize them to the dynamic market environment so that their chance of bus in The Akshaya project is conceived as public private partnership (PPP)
.But local bodies (Panchayathiraj institutions) will be extensively involved in the implementation of the project. The project has been declined to leverage Kerala‟s unique strengthens, active community organizations, progressive social framework, advanced telecom infrastructure and wide spread media presentation.

LOOPHOLES IN AKSHAYA PROGRAMME
Gender equality: It is obvious that generating gender equity was not part of the objectives and the strategies behind the Akshaya programme. Developing entre-preneurial skill [such as the Entrepreneurship Development Programme (EDP) of the UNDP] among women was never part of the agenda, unlike the other programme i.e.Kudumbashree. As per the interview, conducted with the women entrepreneurs, some of the problems they faced came to the forefront. They are:
a. Mobility of women is suspected, even for weekly or monthly meetings held with the Akshaya officials as a part of mitigating problems/ arrival of new packages (part of training);
b. Difficulty in managing both the kiosks and the household chores due to time constraint;
c. Some women (Hindus) face problem from the male community (which is predominantly Muslim) regarding setting up of kiosks;
d. Initial hindrance (in terms of permission granted by the family members);
e. Most of the women had to close down their kiosks as they could not run their businesses due to non-profitability by the end of the Bird phase of Akshaya programme (the number of women entrepreneurs came down from over 85 to around 25);
f. Lack of mentors in the family for encouraging them to take such activities (no. of applications put forward by the women was low);
g. The Akshaya/ government officials seemed to not have been gender sensitized, while training the entrepreneurs so that they can help them with the new technology (all of them were aware of the type of problems female entrepreneurs face); 
h. Women entrepreneurs seldom run their kiosks during night hours, which can affect the profitability since this is the time during which chances of doing business is high; in the day time people will hardly come to the kiosks (they are highly dependent on male colleagues who are paid to work during night shifts);
i. Some of the women interviewed were very casual in their approach and were dependent on their husbands forerunning the kiosks;
j. Some of the women faced the problem of arranging credit from banks for opening up their kiosks.
Selection of entrepreneurs: Although in the course of interview, the researcher found that most of the entrepreneurs had basic degrees in software and / hardware (and even electronic engineering) applications, but very few were formally trained as entrepreneurs. Some of the entrepreneurs were selected through the, backdoor‟s, thus giving rise to their problem of inefficient managerial capabilities. However, most of them were selected through interviews. 18 The total number of kiosks came down from around 625 (when Akshaya started) to below 600 (during the time of field visit). Lack of training (for updating the knowledge base) as had been planned, could be another factor for closures of the kiosks. Some of the centres have been closed down since the entrepreneurs left for Gulf.
State of Infrastructure: In some parts of the Malappuram town, there seemed to be high prevalence of power cuts. The state of electricity (power) in the state of Kerala seemed to have suffered, as was reported by some of the interviewees. The Akshaya entrepreneurs suffered when there were initial setbacks due to BSNL moving out from providing Internet connection. It took some time till Tulip (a Delhi based company) came into the picture.
Lack of knowledge: In one of the interviews conducted with a district level government official (name withheld), it came to the knowledge of the researcher that he lacked the information that State Government‟s IT policy can be influential in promotion of IT. Instead he recommended for the influence of State Government‟s IT policy for BPO industry (to make theBPO industry more gender sensitive in terms of better work environment; social security, etc.)
Prioritization of programmes: During the interview, it came to the knowledge that in the II Phase of the Akshaya, problems (political in nature) were encountered by the Akshaya official in generating awareness about the uses of IT amidst panchayath/taluk/district level workers. Some of the gramasaba/ panchayath/taluk/ district level workers demanded for giving priority to basic amenities instead of IT.
Capacity building: It was expected that e-literacy drive will lead to better demand for IT services by the community. However, in some of the areas (Nilambur, a tribal hilly belt, where rubber plantation and other such plantations take place), it was found that the kiosks could not target the population since they were illiterate and poor, and lacked basic facilities. Distance to the nearest hospital was more than 20 kms.
Preference for private institutes: In some cases it was found that the kiosks are not running well, since people prefer private institutes over Akshaya centres because of the quality of training imparted. Moreover, some of the private centres guarantee employment after the training is over (as was reported). Although some male entrepreneurs remarked that Akshaya provides a cheap and better quality education. Learning from the field it must be said that Akshaya is not a unit-dimensional but a multidimensional project. Its goal is not only to spread digital literacy but also to bridge the digital divide. The Information Technology Department, Govt. of Kerala started Akshaya project for ensuring broad-based access to ICT, for providing e-Literacy and for making available content relevant to the local population in the local language.
The Akshaya centres are run by private entrepreneurs, chosen by the district level officials. Akshaya centres are being set up within 2 km of every household. Before the Akshaya project was launched, a survey was conducted to find the penetration of computer and Internet. A 19 indices survey was done to find the ideal location ICT/Internet kiosks/centres. Once the locations were found, advertisements were given in local newspapers. Information Education Campaign also took place to spread awareness about the concept of Akshaya.
Around 2000 applications were filed by the potential Akshaya entrepreneurs for the opening of the Akshaya centres, as per the interview conducted. Loans were arranged for the potential entrepreneurs from the local banks (such as Western Union Money Transfer Bank), without the need for collateral, at a minimal rate of interest spanning between 12-13 percent. It was mandatory for the entrepreneurs to keep at least three trainers and five computers in these Akshaya Centres.
Arrangements were made so that the Akshaya entrepreneurs could be trained, and work in collaboration with the local panchayats. The objective behind the Akshaya Project is to develop over 10,000 numbers of networked Multi-purpose Community Information kiosks (can be called Akshaya Centres) to provide ICT access to the entire population of the state, starting from the district of Malapuram. Enhancing the quality of available IT infrastructure in the state is another objective, including the state of electricity. To bridge the rural-urban divide, IT infrastructure will be expanded to the rural parts.
India's first step in taking ICT to the masses has been rolled-out in Kerala, named as Akshaya the state's first district-wide e-literacy project, one of the largest known Internet Protocol (IP) based wireless networks in the world. As a part of Akshaya, at least one person in each of the 65 lakh families in the State will be made IT-literate. This project, piloted in Malappuram district has evolved into one of the most dynamic interventions in public- private-partnerships in the State.
AKSHAYA COMMON SERVICES
Information and communication technologies have flooded the broader field of good governance for development through a faster, economical and systematic approach. One of the critical components of good governance is Citizen Empowerment. People and their democratic governance systems stand up together to achieve the benefit of better access to information and services. This would provide a transformative platform for the public and opens up their accessibility to the Government. Kerala is one of the firsts to take the initiative for mass transformation with the implementation of the district-wide e-literacy project called Akshaya with the motto of “Empowering Kerala”. This is one venture that paved the way for Kerala to be the first e-literate state. This article talks about Akshaya Common Services and the various essential aspects of the same.
BACKGROUND
Akshaya is an ambitious endeavour that was initiated in the State of Kerala in the presence of Dr APJ Abdul Kalam on the 18th of November, 2002. The Government of Kerala focussed on the digitisation of the State through the reinvention of service delivery channels. This bought about a revolutionary transformation in the design and the operation of public services within the State. Better opportunities to meet a citizen‟s need for increased social inclusion were seen with the emergence of digital organisations to create services.
Akshaya Centres have emerged out to be a success with the most exceptional network of active Common Service Centres that are designed to deliver various Government to
 Citizen, Government to Business and even, Business to Citizen Services to the public under one single solid roof. Currently, there are over 2,650 Akshaya e-Centers throughout the state of Kerala with a minimum of 2 centres in each Panchayat. Akshaya acts a vehicle by digitising people towards an improved quality of life, ease in accessibility to information, complete transparency in governance and overall socio-economic growth.
MISSION
Akshaya has a strategic mission to transform public services across all sectors of the State of Kerala. Akshaya plays a pivot role as „Agents of Change‟ for the sustained, socio- economic development through Kerala and the impact of its activities result in enormous gains for public participation and social inclusion.
The following are the critical points of the mission Akshaya works towards to achieve in the State of Kerala.
· To bridge the gap between the “Information Rich” and the “Information Poor”.
· To transform the governance in the State in order to provide efficient, transparent and convenient services for the citizens of the State through Information and Communication Technologies.
· To improve public service delivery by increasing the accessibility of service to the common man in their own locality.
· To bring up the rate of e-literacy in underserved areas and to offer a platform for the “Government to Citizen” services through the advantage of a public-private partnership.
VISION
The vision of Akshaya is as follows.
· To achieve 100% social and digital inclusion through the “Connecting the Unconnected”.
· To improve the services at the base of the delivery chain.
· To build collaborative relationships among citizens and other communities.
· To restructure the programs in order to leverage Government assets for the purpose of enhancing the mission productivity.
· To disseminate information to improve public communication and to promote the shared understanding of general issues
· To strengthen and promote entrepreneurship by means of digital interventions.
FEATURES
The objectives of Akshaya are as follows.
· To harness Information and Communication technologies to build and improve services and in turn, transform the relationship between the Government and the State for the better.
· To have knowledge about the current and future demands for digital skills in the economy. Bridging the gap by identifying the opportunities and risks in addressing digital skills.
· To make sure that the Government succeeds in terms of delivery priorities across the crucial areas of public services.
FINANCIAL INCLUSION
ATMs in order to offer the complete spectrum of banking and insurance services at the ease of the citizens. This would cater to the villagers and individuals who reside in areas which have a fewer number of banks. Kiosk banks have been designed to be mutually beneficial to Akshaya entrepreneurs, banks and the public. Akshaya centres offer insurance policies to rural citizens through the ownership of about 650 IRDA licenses.
SERVICES OF AKSHAYA E-KENDRAS
· Computer sales/services/peripherals
· Software development
· Xerox/ lamination
· Scanning / printing
· DTH recharge
· Mobile phone recharge
· Application form
· Online examination
· Online hall ticket
· Online application
· Grand Kerala Shopping Festival Registration
· Online insurance
· Bus ticket booking
· Railway ticket booking reservation
· Flight ticket
· University fee payment
· Kerala water authority Bill payment(KWA)
· KSEB bill payment
· BSNL bill payment
· Western union money transfer
· KNRK registration/ payment
· LSG related online payment
· Union PSC application
· Kerala PSC application
· Kerala PSC one time registration
· E-Sand registration(NIRMN)
· E-Filing(tax filing)
· E-Gran
· E-Krishi
· Digital signature
· E-Groups(society/firms /club)
· Motor vehicle department online payment
· Permit related services
· Badge application/renewal/change
· Driving license application/renewal/change
· Motor vehicle department related services
· Adhar enrolment and related services
· Ownership certificate(online)
· Birth/death/ marriage certificate
· Marriage online registration
· Passport online application
· Election identity card online application
ACHIEVEMENTS
Akshaya was conceived as a landmark ICT project by the Kerala State Information Technology Mission (KSITM) to bridge the digital divide and to bring the benefits of ICT to the entire population of the state. In the initial phase the focus was placed on educating one person in each family to ne e-literate. Malapuram, a backward district of Kerala was selected for piloting e-literacy and project was launched on 18November 2002 by the honourable President APJ Abdulkalam. Till date akshaya has been able to make 3.25 million families e- literate. When many renowned organisations came up with computer education akshaya changed it direction to citizen delivery. Now akshaya was emerged as on of the finest common service centre networks in nation. RSBY Health Insurance Policy for 2 crore populations: registered 160 thousand APL families and 2.8 million BPL families. Renewal of policy for 2.9 million families. Akshaya‟s performance to register 20 lacks families in RSBY within 45 days through proactive citizen service is unparalleled compared to the similar venture of third party agents who has registered 15 lacks families in one year. 5.5 million Citizens enrolled under UID the national average of 62%. Akshaya is also a premier agency in UID enrolment having generated 75% of total UIDs in Kerala partnership with commercial taxes helped Kerala to achieved 100%VAT returns Intel learn program covered 100 thousand school children Government of India selected to provide consultancy service to Union Territory of Lakshadweep to launch CSCs. Akshaya has so far succeeded to launch CSCs in Lakshadweep in a time bound manner followed by roll out of e-literacy and G2C services. Inclusive development by reaching the remote rural locations of the state on a sustainable basis, and offering a variety of world-class services, the Akshaya e-centres would encourage social inclusion of hitherto hereby marginalised communities and under privileged sections of the rural society.
The project opens up immense opportunities for women participation at various levels as entrepreneurs, master trainers, social animators and finally as trainees etc. the higher of response from women sector is due to the factor that the project creates opportunities at doorsteps.



















TABLE NO.4.1
USE OF ONLINE SERVICE
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Always
	22
	22

	Rarely
	76
	76

	Not used
	2
	2

	Total
	100
	100


Source: primary data
FIGURE NO.4.1
USE OF ONLINE SERVICE


INTERPRETATION
The table  4.1 shows that 22% of the respondents always use online services from Akshaya centre, 76% of the respondents rarely use online services and 2% of the respondents not used online services from Akshaya centre.





TABLE NO. 4.2
COMPUTERISATION
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Highly improved
	24
	24

	Improved
	56
	56

	Normal
	20
	20

	Not improved
	0
	0

	Worsed
	0
	0

	Total
	100
	100


      Source: primary data
FIGURE NO. 4.2
COMPUTERISATION

INTERPRETATION
The table 4.2 shows that most of the respondents are in the view that computerisation in Akshaya centres are improved and 24% of the respondents said that highly improved and 20% of the respondents have the opinion that computerisation of Akshaya centres are normal.




TABLE NO.4.3
REDUCTION OF EMPLOYMENT OPPORTUNITIES
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Yes
	40
	40

	No
	60
	60

	Total
	100
	100


      Source: primary data

FIGURE NO.4.3
REDUCTION OF EMPLOYMENT OPPORTUNITIES


INTERPRETATION
The table 3.3 shows that the 40% of the respondents said that the e-governance has reduced employment opportunities and 60% are against this opinion.






TABLE NO.4.4
USEFUL SYSTEM
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Old
	4
	4

	Akshaya
	96
	96

	Total
	100
	100


      Source: primary data
FIGURE NO.4.4
USEFUL SYSTEM


INTERPRETATION
The table 4.5 shows that the only 4% respondents like old system and the rest 96% have opinion that Akshaya system is more useful.







TABLE NO.4.5
SERVICES PREFERENCE OF CUSTOMER
		PARTICULAR
	RESPONDENTS
	PERCENTAGE

	E-payment
	10
	10

	E-grant
	10
	10

	Scholarship
	34
	34

	Aadhar
	30
	30

	Passport
	4
	4

	E-manal
	4
	4

	E-mustering
	2
	2

	Birth and death certificates
	6
	6

	Total
	100
	100


    Source: primary data

FIGURE  NO.4.5
SERVICES PREFERENCE OF CUSTOMER

INTERPRETATION
The table 4.5shows that 34% of the respondents prefer scholarship, 30% of respondents for Aadhar generation, 10% for E-payment and E-grant, 6% for birth and death certificate, 4% for passport and E-manal and 2% for E-mustering services from Akshaya centres.
TABLE NO.4.6
PROBLEMS FACED WHILE USING AKSHAYA SERVICE
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Negligence of staff
	32
	32

	Website availability
	24
	24

	Internet connection
	20
	20

	Long queues
	24
	24

	Total
	100
	100


    Source: primary data
FIGURE NO.4.6
PROBLEMS FACED WHILE USING AKSHAYA SERVICE

INTERPRETATION
The table 4.6 shows that 32% respondents said that negligence of staff is the main problem they faced while 24% respondents said that website availability and long queues is the problem, 20% said that internet connection is the problem faced while using akshaya service.




TABLE NO.4.7
ROLE OF AKSHAYA CENTRES IN IMPROVING E-LITERACY
		PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Agree
	84
	84

	Disagree
	16
	16

	Total
	100
	100


     Source: primary data
FIGURE  NO.4.7
ROLE OF AKSHAYA CENTRES IN IMPROVING E-LITERACY

INTERPRETATION
The table 4.7 shows that 84% of the respondents agree that the akshaya centre improves e-literacy among people and 16% having the opinion that akshaya centres do not improve e-literacy among people.







TABLE NO.4.8
OPINION ABOUT AVAILING ALL GOVERNMENT SERVICES UNDER ONE ROOF
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Agree
	84
	84

	Disagree
	16
	16

	Total
	100
	100


    Source: primary data

FIGURE  NO.4.8
OPINION ABOUT AVAILING ALL GOVERNMENT SERVICES UNDER ONE ROOF


INTERPRETATION
The table 4.8 shows 96% of the respondents agrees that all government services are available under one roof through akshaya and remaining 6% disagree to this statement.




TABLE NO.4.9
SATISFACTION LEVEL OF E-GOVERNANCE
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Highly satisfied
	10
	10

	Satisfied
	66
	66

	Neutral
	22
	22

	Dissatisfied
	2
	2

	Highly dissatisfied
	0
	0

	Total
	100
	100


      Source: primary data
FIGURE NO.4.9
SATISFACTION LEVEL OF E-GOVERNANCE

INTERPRETATION
The table 4.9 shows 66% of the respondents are satisfied with e-governance through akshaya centres, 22% are neutrally satisfied, 10% are highly satisfied and only 2% are dissatisfied with e-governance through akshaya centres.




TABLE NO.4.10
OPINION ABOUT INTEREST IN AKSHAYA CENTRES THAN TRADITIONAL SYSTEM
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Yes
	80
	80

	No 
	20
	20

	Total
	100
	100


    Source: Primary data
FIGURE  NO.4.10
OPINION ABOUT INTEREST IN AKSHAYA CENTRES THAN TRADITIONAL SYSTEM

INTERPRETATION
From the table 4.10, it is found that 80% of the respondents having the opinion that e- governance is better than traditional system and remaining 20% having the opinion that e- governance is not better than traditional system.






TABLE NO.4.11
SERVICE AMOUNT CHARGED
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Adequates
	88
	88

	Inadequate
	12
	12

	Total
	100
	100


    Source: Primary data
FIGURE NO.4.11
SERVICE AMOUNT CHARGED

INTERPRETATION
The table 4.11 shows that 88% respondents said that the akshaya centre has charged adequate service charge and 12% said that the charge is inadequate.








TABLE NO.4.12
OPINION ABOUT STAF
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Friendly
	56
	56

	Unfriendly
	34
	34

	Rude
	10
	10

	Total
	100
	100


     Source: Primary data

FIGURE NO.4.12
OPINION ABOUT STAF

INTERPRETATION
The table 4.12shows that 56% of the respondents are said that staffs of akshaya centre are friendly, 34% said that staffs are unfriendly and 10% are said that staffs are rude.






TABLE NO.4.13
E-GOVERNANCE SERVICE BY AKSHAYA REDUCE CORRUPTION & INCREASE TRANPERENCY
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Yes
	80
	80

	No 
	20
	20

	Total
	100
	100


   Source: Primary data
FIGURE NO.4.13
E-GOVERNANCE SERVICE BY AKSHAYA REDUCE CORRUPTION & INCREASE TRANPERENCY

INTERPRETATION
The table 4.13 reveals that 80% of the respondents respond that e-governance by akshaya centre reduce corruption and increase transparency and remaining 20% respond that it does not reduce corruption and transparency.





TABLE NO.4.14
VISITING TO AKSHAYA FORE ACCESSING THE SERVICE
		PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Very often
	68
	68

	Occasionally
	32
	32

	Never
	0
	0

	Total
	100
	100


    Source: Primary data

FIGURE  NO.4.14
VISITING TO AKSHAYA FORE ACCESSING THE SERVICE

INTERPRETATION
The table 4.14 reveals that 68% of the respondents visiting akshaya very often, 32% visit occasionally and 0% never visit akshaya centre.






TABLE NO.4.15
MORE FEASIBLE
		PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Akshaya centre
	70
	70

	Govt. department
	30
	30

	Total
	100
	100


    Source: Primary data
FIGURE  NO.4.15
MORE FEASIBLE

INTERPRETATION
The table 4.15 shows 70% of the respondents said that akshaya centre is more feasible and 30% of respondents said that government department is more feasible.








TABLE NO.4.16
OPINION ABOUT SERVICE PROVIDED
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Helpful
	56
	56

	Useful
	28
	28

	Convenient
	16
	16

	complicated
	0
	0

	Total
	100
	100


     Source: Primary data
FIGURE  NO.4.16
OPINION ABOUT SERVICE PROVIDED

INTERPRETATION
The table 4.16 shows 56% of the respondents said that the services offered by akshaya centre is useful to them, 28% of respondents said that the service is helpful, 16% of service provided are convenient.





TABLE NO.4.17
BASED ON COMPLICATION
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Yes
	18
	18

	No
	82
	82

	Total
	100
	100


      Source: Primary data

FIGURE NO.4.17
BASED ON COMPLICATION

INTERPRETATION
The table 4.17 shows that 18% of respondents said that procedures in Akshaya centre is more complicated and 18% of respondent said that procedures in Akshaya centre is not complicated.






TABLE NO.4.18
SATISFACTION OF AKSHAYA CENTRE
	PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Yes
	95
	95

	No
	5
	5

	Total
	100
	100


     Source: Primary data
TABLE NO.4.18
SATISFACTION OF AKSHAYA CENTRE

INTERPRETATION
The table 4.18 shows that 95% of respondents are satisfied with the service of akshaya centres and 5% of respondents are not satisfied .








TABLE NO.4.19
AWARNESS OF E-LITERACY CLASS

		PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Yes
	30
	30

	No
	70
	70

	Total
	100
	100


    Source: Primary data

FIGURE  NO.4.19
AWARNESS OF E-LITERACY CLASS

INTERPRETATION
The table 4.19 shows that 30% of the respondents are aware about the e-literacy class provided by akshaya centre and 70% of the respondent is not aware about it.






TABLE NO.4.20
RESPONDENT ATTANDED E-LITERACY CLASS
		PARTICULAR
	RESPONDENTS
	PERCENTAGE

	Yes
	25
	25

	No
	75
	75

	Total
	100
	100


     Source: Primary data

FIGURE NO.4.20
RESPONDENT ATTANDED E-LITERACY CLASS

INTERPRETATION
The table 4.20 shows that 25% of the respondent are attended the e-literacy class in akshaya centre and 75% of the respondents are not attended the class.







5.1 FINDINGS
· Most of respondents are using online services from akshaya.
· Most of the respondents said that computerisation of akshaya is improved.
· Most of the customers in akshaya centres are in the view that the akshaya centre does not reduce employment opportunities.
· The study reveals that most of the respondents i.e., 96% are like akshaya centres than old system
· Most rendered service from akshaya centre is applying scholarship.
· The main problem of akshaya centres is negligence of staff.
· Majority of the respondents agreed that akshaya centres helps in improving e-literacy.
· Most of the respondents agree that akshaya centres provides facility of availing all government services under one roof.
· Most of the customers satisfied with services offered by akshaya centres.
· Majority of the respondents prefer akshaya centres than traditional system.
· Most	of	respondents are in the opinion that the akshaya centres charges only adequate fees for their service.
· The study reveals that majority of the respondents are in the opinion that the staff of akshaya are friendly.
· More than half of the customers are in the opinion that e-governance by akshaya centres reduces corruption and increase transparency.
· Majority of the respondents are visit akshaya centre for accessing the service.
· Majority of the respondents have the opinion that akshaya centre is more feasible.
· The study reveals that 56% of the respondents are in opinion that services provided by akshaya centre are helpful.
· Most of the respondents have the opinion that procedures in Akshaya centre is not complicated.
· Majority of the respondents are satisfied with the service provided by the Akshaya centres.
5.2 SUGGESTIONS
· The government should take initiative to improve the facilities in akshaya centres.
· The staff must have pleasant and friendly behaviour.
· Fast and uninterrupted services should be given to akshaya centres.
· Government should provide more training facilities to the entrepreneurs and staff of akshaya centres.
· Akshaya centres should provide more e-literacy enhancing programs to rural people.
· Increasing number of akshaya centres in one panchayath in order to avoid rush and long queues of the people.












5.3 CONCLUSION
E-governance is increasingly being viewed as the route for Governments. While analysing all the facts with regard to e-governance, Akshaya centre is playing a significant role in e-governance. It has been providing through the study that Akshaya a project of Kerala government is very successful. Akshaya is a tool for anti-corruption and increase transparency and it is also a tool to empower citizen by enabling them to participate in the decision making process of Government. Many of the people have lack of knowledge about Akshaya. They still seek the help of agents.E-governance services by Akshaya reduce corruption and increase transparency.
The Akshaya project was initiated by Govt of Kerala to bridge the digital gap between the information has and information has not .The Akshaya project is conceived a two phase literacy programme that can change the culture and way of life of Keralite. As an initiative of Kerala Govt for the development of IT to meet the need of common people in their daily life and to convert Kerala into foremost knowledge society of the world. It is a revolutionary in content and sequences expected.
They provide many services like e-ticketing, e-payment, e-grants, aadhar card generation, etc. they help in socio economic development of the state. So it is very effective for the rural people to meet their government services.
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QUESTIONNAIRE
“A STUDY ON EFFECTIVENESS OF E-GOVERNANCE APPLICATIONS AMONG RURAL PEOPLE THROUGH AKSHAYA CENTRES IN ANTHOOR MUNICIPALITY”
Name:
Age:
Gender:
1. How often do you use online services from Akshaya centres?
a) Yes
b) No
2. Do you think that rural citizens benefits greatly from computerization of Government than manual system?
a) Highly improved
b) Improved
c) Normal
d) Worse
e) Not improved
3.	Do you think that E-Governance reduce employment opportunities?
a) Yes
b) No
4. According to your opinion which system do you found more useful?
a) Old
b) Akshaya
5. Which service you prefer from Akshaya centres?
a) E-Payment
b) E-grant
c) Scholarship
d) Aadhar
e) Passport
f) E-manual
g) E-mustering
h) Birth and death certificate
 6. What is the problem faced by you while using Akshaya centres?
a) Negligence of staff
b) Website availability
c) Internet connection
d) Long queues
7. Do you think that Akshaya centres helps in improving e-literacy?
a) Agree
b) Disagree
8.What is your opinion about availing all government services under one roof?
a) Agree
b) Disagree
9. What is the satisfaction level about e-governance through Akshaya centre?
a) Highly satisfied
b) Satisfied
c) Neutral
d) Dissatisfied
e) Highly dissatisfied
10. What is your opinion about interest in Akshaya centres than Traditional system?
a) Yes
b) No
11. Do you think the amount charged by Akshaya centre for the services rendered by them is adequate?
a) Adequate
b) Inadequate
12.	What is opinion about staff of Akshaya centres?
a)	Friendly
b)	Unfriendly
c)	Rude
13.	Do you believe that the E-governance services by Akshaya reduce corruption & increase transparency?
a)	Yes
b)	No
14.	How often do you go to Akshaya for accessing the service?
a)	Vey often
b)	Occasionally
c)	Never
15.	Which one is more feasible?
a)	Akshaya centre
b)	Govt. department
16.	What is your opinion about service provided by Akshaya centres?
a)	Helpful
b)	Useful
c)	Complicated
 17.	Do you feel that procedure in Akshaya centre is more complicated?
a)	Yes
b)	No
18.	Are you aware about any e-literacy class in Akshaya centre?
a)	Yes
b)	No
19.	Have you attended the e-literacy class?
a)	Yes
b)	No
20.	Are you satisfied with the service provided by Akshaya centres?
a)	Yes
b)	No
21.	Is other any kind of special services to old age people who are enjoying the e – governance facility?
[bookmark: _GoBack]a)	Yes
b)	No
c)	Some times












Old	Akshaya	4	96	E-payment	E-grant	Scholarship	Aadhar	Passport	E-manal	E-mustering	Birth and death certificates	10	10	34	30	4	4	2	6	Negligence of staff	Website availability	Internet connection	Long queues	32	24	20	24	Agree	Disagree	84	16	Agree	Disagree	84	16	Highly satisfied	Satisfied	Neutral	Dissatisfied	Highly dissatisfied	10	66	22	2	0	Yes	No 	80	20	Adequates	Inadequate	88	12	Friendly	Unfriendly	Rude	56	34	10	Yes	No 	80	20	Very often	Occasionally	Never	68	32	0	Akshaya centre	Govt. department	70	30	Helpful	Useful	Convenient	complicated	56	28	16	0	Yes	No	18	82	Yes	No	95	5	Yes	No	30	70	Yes	No	25	75	Always	Rarely	Not used	22	76	2	Highly improved	Improved	Normal	Not improved	Worsed	24	56	20	0	0	Yes	No	40	60	50

