Minutes of the Meeting on National e-Governance Service Delivery Assessment (NeSDA)
held on
October 2018 at DARPG,New Delhi

os"

A meeting on National e-Governance Service Delivery Assessment (NeSDA) was
organized by DARPG under the Chairmanship of Shri K.V. Eapen, Secretary, DARPG in
association with NASSCOMand KPMGwith a view to deliberate on the strategic overview,
approach and methodology of the assessment study with Central Ministries. list of
participants is attached. (Annexure-1).
2.
Opening the deliberations, Mrs. Vasudha Mishra, Additional Secretary, DARPG
welcomed the delegates and outlined the objectives of the meeting. She mentioned that a
large number of e-Governance initiatives are being undertaken across the country, both at
the Centre as well as in States/UTs, facilitating ease in electronic delivery of Government
services at the doorstep of the citizens. The objective of the present study is to assessthe
Central Ministries on the depth and efficiency in e-Governance service delivery. The
National e-Governance Service Delivery Assessment (NeSDA) framework will be used to
assess and benchmark the adoption of e-Governance services by various ministries /
departments of Govt. of India as well as State Governments. The study would cover eight
Central Ministries and selected services from each of these Ministries, covering both
Businesscentric as well as Citizen centric services. In addition, this exercise is also expected
to drive more innovation. Similar exercise is taken up across all States and UTsto assessthe
e-Governance service delivery. The study for States would cover all the three segments viz.
G2G, G2B (especially to small businesses) and G2C, in six identified sectors of Finance,
Health, SocialWelfare, Labour & Employment, Education and Environment.
3.
Shri Ramendra Verma, Partner, KPMG,gave a detailed presentation emphasizing on
the objectives of the meeting, key goals to achieve through NeSDAand its overall approach
and methodology. It was highlighted that the list of mandatory and optional services, to be
assessed,is open for amendments and the suggestions from the implementing Ministries/
Departments & the same can be submitted before is" October 2018. He clarified the
following:(i)
The objective of the project is not to rank Central Ministries/State/UTs in the
area of e-Governance but to encourage them towards easy and efficient service
delivery. Secondly, different practices are adopted in different Ministries and, quite
often, States take up parallel good practices in a similar field in their States. Thirdly,
an important idea behind the project is internal bench-marking of end-to-end
services. Fourthly, citizen awareness and satisfaction will also be assessedfor gap
identification in the service delivery.
(ii)
The primary focus areas, evaluation parameters and steps involved in
finalizing NeSDAsurvey and data to be furnished by Central Ministries on the NeSDA
Survey portal were elaborated. It broadly includes providing URLof the State portals
and identified services websites, filling up online questionnaire for each service
being evaluated, citizen contact data, analysis and assessment finding and benchmarking.
4. Shri Prasad Unnikrishnan, Director, KPMGgave a detailed presentation on the features,
methodology and tools of the NeSDA portal. He explained that data entry, review,

evaluation and validation are the four major steps of the exercise and dwelt on the
processes involved at length. He also explained the process of back-end validation. He also
requested each Central Ministry to nominate a Single Point of Contact (SPOC) person who
could be approached for any data/information
required during the course of this
assessment.
5.

The following

observations, queries and suggestions were made by the participants

at the end of the session:S!.No. Observations/Queries/Suggestions
What is the evaluation methodology? Is there any
1
standard which is being followed?

2

Whether only the portal will be evaluated/assessed?

3

In certain cases,if the user id and password cannot
be provided by the respective Ministry?

4.

Whether the exercise carried out in other countries
could be shared with the respective Ministries?
Income Tax Department informed that they would
not be able to share user or personal details for

3

the study.

4

While doing assessment,for verification, the user
must be logged in. However, we will not be able
to share the production details with the team.

5

Citizen survey could be included for Central Ministry
as well

6

What if the departments are not active in Social
Media Connect?

7

Ministry of Social Justice and Empowerment inform
ed that the following services are to be taken out fro
m them lAee.l'i online [or scholarshies [or ditierentl'i
abled Aoolv online for widow oension Aoolv online f

Clarifications
UN survey based methodology is taken
as base. The survey was modified as per
the requirements.
Both services as well as portal will be
assessed.
They can provide dummy user id and
password or screenshots of the workin
g of the system can be provided (signed
by the JS/AS/Secretary etc.)
KPMGto share
Secretary, DARPGsuggestedthat
Income tax department may be given
some leeway, as they have lot of
security issues while showing the portal
and its working. It was also conveyed
that there is no need of sharing user or
personal details. Masking can be done
for few parameters while sharing the
data. The questionnaires are related to
portal or services provided.
In that case, provide staging/test user
id and passwords. Elsescreenshots of
the work flow of the system can be
provided (signed by the JS/AS/Secretary
etc.)
This would be taken up as a part of the
assessment with the support of
Central Ministries.
The purpose of this assessment is not to
see whether a department is doing an
activity or not, but help the department
s in further streamlining the services an
d also to accessgood practices adopted
in other departments.
d
e
r
e
g
A

or old aae oensiont. They suggested that Grants give
n to NGOsbv the deoartment tbtouan portal could b
e added instead.

8

9

Ministry of Rural Development requested that EGS
A is not a part of G2Cas it is not a direct service del
ivery portal.
Ministry of Health and Family Welfare suggestedthe f
allowing amendments to the state portal
i.

ii.

DARPGwould look into this and revert

Suggested that License or registratio
n under Food safet't_ and standards A
uthority of India could be removed.
Online Registration S't_stem for OPO
AQ.Q.ointment, Patient Registration is
one and the same.

iii.

10

Pregnant women assistance Oncludin
g Benefit transfers 2, Child Registrati
on could be clubbed.

Ministry of Labour and Employment suggested the fa
lIowing:
i.

AQ.oly online to transfer 't_ourEPFO
claim - Could be shifted

ii.

to G2C

Online challan submission of EPF to
be included

11

Agreed

in G2B

Ministry of Agriculture suggested that Pradhan
Mantri FasalBima Yoina eNAM and Pradhan Mantri
Krishi Sinchai Yoiana could be added

Agreed

6.
Acknowledging the response from participants, Secretary, DARPG explained that
most of the above observations have been taken into account. Further concerns could be
communicated to DARPG on or before 12th October 2018 and the stage 1, "Basic Data
Entry" module to be completed on or before 24 October 2018. There are mandatory and
optional fields in the questionnaire to take care of specific public services. The aim of the
study is provision of e-Governance services irrespective of infrastructure availability. The
study is diagnostic in nature and does not aim at providing a common standardized process.
It would help the State Governments in further streamlining the services and also to access
good practices adopted in other States.
7. Secretary, DARPG further mentioned that the present NeSDA exercise by DARPG is in
the nature of administrative reforms and oriented towards diagnosing the hindrances in

implementation and sustainability of e-Governance initiatives and not ranking of States on
this basis. Central Ministries were requested to share the details of SPOCs at the earliest
with DARPG.
11. In her closing remarks, Additional secretary reiterated that the timeline for sending the
feedback is

iz" October 2018, positively.

12. Additional Secretary, DARPG thanked Secretary, DARPG, NASSCOM, KPMG and
participants from Central Ministries/ Department for their active participation and hoped to
get their enthusiastic support in future too.
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Annexure-l
DARPG

1. Shri K.V. Eapen, Secretary
Chaired the meeting
2. Ms. Vasudha Mishra, Additional Secretary
3. Shri V. Shashank Shekhar, Joint Secretary

4. Shri Satish Jadhav, Deputy Secretary
5. Shri Din Dayal, Under Secretary
NASSCOM/ KPMG

1. Shri
2. Shri
3. Shri
4. Shri
5. Shri
6. Shri

Gaurav Hazra, Sr. Dir, NASCOM
Vibhu Jhanb, Dy Dir, NASSCOM
Ramendra Verma, Partner, KPMG
P. Unnikrishnan, Director, KPMG
Amal Ambili, Manager, KPMG
Kanwardeep Singh, A. Manager, KPMG

Participants from Central Ministries/
SI.No.

Departments
Ministry/

Name & Designation of the off
ieer

Department

1

Shri Lav Agarwal,
Joint Secretary

Ministry of Health and Family Welfare

2

Shri Rohit Kumar,
Joint Secretary

Ministry of Rural Development

3

Shri Gajendra Singh,
Director

4.

Shi M.R.R. Reddy,
Addl. Director

CBIC

5

Ms. Meenakshi Jha Goswami,
ADG (Tax Payer Services)

CBDT

6

Ms. Sofia Dahiya,
CCA

7

Dr. Aquib Javed,
Jt, Dir (E), DGE
(ii) Ms. Anita Sinha Dixit,
AddlCPFC
(iii) Shri Nilendu Mishra, RPFC
(iv) Shri Birendra Kumar, RPFC

Department of Agriculture Cooperation & Far
mers' Welfare

Ministry of Social Justice & Empowerment
Ministry of Labour & Employment
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