101

Chapter 5

Digital-Locker

Services in India:
An Assessment of User
Adoption and Challenges

Sumangla Rathore

https://orcid.org/0000-0001-9626-1544
Suyash College, Udaipur, India

Avinash Panwar
Mohanlal Sukhadia University, Udaipur, India

ABSTRACT

On Ist July 2015, Government of India launched a Digital India campaign which
is a flagship program of the government with an objective to transform India into
a digitally empowered society. One key initiative of the program is digital locker
service which aims at sharing and storing of electronic documents at one place in
a digital locker. A study was undertaken to assess the awareness level of citizens
regarding this service, to identify the problems and challenges associated with its
implementation, to identify factors that affect adoption of such initiatives, and to
make recommendations to various stake holders. The data analysis revealed that
main concerns associated with the service include security, confidentiality, and
ease of use. The survey data also revealed that the behavioral intention regarding
adoption of this service is mainly determined by the user innovativeness and ease of
use, usefulness, and compatibility do not seem to have an impact on the behavioral
intention to adopt the service.
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Digital-Locker Services in India

INTRODUCTION
What Is Digital India Programme?

On 1* July 2015, Government of India launched a Digital India campaign which is
a flagship programme of the government with an objective to transform India into
adigitally empowered society. Digital India programme covers multiple digitization
ideas and projects under acommon umbrella. The program has been conceptualised
by the Department of Electronics and Information Technology, Government of
India. The Digital India program was expected to be implemented in phases until
2018 and shall be a transformational journey towards making sure that government
services are available to all citizens electronically.

Vision of Digital India Programme (as per the Press
Information Bureau, Government of India)

The Digital India programme aims to achieve following objectives as per its vision
statement:

1. Infrastructure as Utility to Every Citizen:

a. Makingavailable high speedinternetas acore utility in all Gram Panchayats.

b.  Digital identity throughout the lifecycle of an individual —unique, lifelong,
online and authenticable.

c.  Enable participation for digital and financial services through Mobile
phones and Bank accounts.

d. A Common Service Centre within the locality for easy access.

e.  Private space on a public Cloud which is shareable.

f.  Ensuring safety and security in Cyber-space of the country.

2. Governance and Services on Demand:

a.  Easy and single window access to all persons through seamlessly unified
departments or jurisdictions.

b.  Real time availability of Government services through online and mobile
platforms.

c. Easy access to all citizen privileges by making them available on the
Cloud.

d. Digitally enabling government services with an objective of improving
ease of doing Business.

e. Cashless financial transactions by making them electronic, above a
threshold.

f.  Decision support systems and development through GIS.
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