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Abstract 

India’s rapid digital transformation through initiatives such as Digital India and the Smart Cities Mission has 

accelerated the use of e-governance as a tool for transparent and efficient public service delivery. However, 

academic and policy attention has primarily focused on large metropolitan regions and officially designated 

Smart Cities. In contrast, Tier-2 and Tier-3 urban centers—which collectively house the majority of India’s 

urban population—remain understudied in terms of digital governance capacity and citizen participation 

outcomes. 

This study evaluates the effectiveness of e-governance platforms in four purposively selected non-Smart Cities 

of Maharashtra: Ahmednagar, Kolhapur, Sangli-Miraj-Kupwad, and Satara. A novel Participation 

Effectiveness Index (PEI) was constructed incorporating 35 indicators across five dimensions: accessibility, 

service delivery, transparency, citizen participation, and system reliability. Using secondary data from 

municipal websites, service portals, mobile applications, reports, and digital communication channels, each city 

was assigned a PEI score out of 70. 

Results show substantial variation: Ahmednagar achieved the highest score (35/70), followed by Kolhapur 

(28/70), Sangli-Miraj-Kupwad (25/70), and Satara (20/70). Overall, cities demonstrate moderate progress in 

service delivery but perform poorly on citizen participation and system reliability. The study identifies 

structural barriers including limited multilingual support, inadequate grievance redressal systems, insufficient 

technical resources, and low digital literacy. 

The paper concludes with recommendations for multilingual interfaces, mobile-first design, enhanced 

participation mechanisms, and regional capacity-building models. This research contributes to bridging the 

analytical gap on e-governance in non-metropolitan India and provides an actionable roadmap for improving 

citizen-centric digital governance. 

1. Introduction 

The last decade has witnessed an intensified focus on digital governance in India, driven by initiatives such as 

the Digital India Programme (2015) and the Smart Cities Mission (2015). These frameworks aim to integrate 

technology into public administration to enhance transparency, efficiency, and citizen engagement. E-

governance systems enable online delivery of municipal services such as tax payments, certificates, licenses, 

and grievance redressal—reducing bureaucratic inefficiencies and expanding accessibility. 
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However, existing research and policy implementation tend to disproportionately prioritize large metropolitan 

centers and officially designated Smart Cities. These cities generally possess better financial resources, 

infrastructure, and administrative capacity to implement digital platforms effectively. In contrast, Tier-2 and 

Tier-3 cities—despite being home to over 40% of India’s urban population—often face infrastructure 

limitations, constrained budgets, and uneven digital literacy levels. 

Maharashtra provides a valuable context for this analysis. While it is one of India’s most urbanized and 

economically advanced states, only five of its 27 large urban centers are Smart Cities. Most cities with 

populations between 100,000–600,000 fall outside flagship digital initiatives, making them susceptible to 

digital exclusion despite increasing citizen expectations for modern governance. 

This study broadens the analytical focus by assessing e-governance performance in four such cities: 

Ahmednagar, Kolhapur, Sangli-Miraj-Kupwad, and Satara. Using a comprehensive Participation Effectiveness 

Index, it systematically evaluates the extent to which citizens can meaningfully access and utilize digital 

governance platforms in these non-metro settings. 

1.1 Problem Statement 

Despite significant growth in digital governance, Tier-2 and Tier-3 cities in India remain inadequately studied. 

Most existing research examines Smart Cities or large metros where digital infrastructure is already strong. This 

creates a major knowledge gap: How effective are e-governance systems in smaller, resource-constrained 

cities? 

Key challenges include: 

 Insufficient technological infrastructure 

 Lower digital literacy rates 

 Minimal local language support 

 Weak integration of offline and online services 

 Limited citizen participation features 

 Lack of standardized evaluation tools for smaller cities 

This study addresses these gaps by developing a specialized assessment framework tailored to the realities of 

non-Smart Cities. 

1.2 Research Objectives 

Primary Objective: 

To evaluate the effectiveness of e-governance platforms in enhancing citizen participation in selected Tier-2 and 

Tier-3 urban centers of Maharashtra using a structured assessment index. 

Secondary Objectives: 

1. Develop and validate a Participation Effectiveness Index (PEI) for non-Smart City contexts. 

2. Identify barriers and enablers affecting digital participation. 
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3. Provide policy-relevant recommendations for enhancing citizen-centric digital governance. 

1.3 Research Questions & Hypotheses 

Primary Research Question: 

To what extent do e-governance platforms in non-Smart Cities of Maharashtra enable effective citizen 

participation? 

Secondary Questions: 

 How do cities differ across five key dimensions of digital governance? 

 What limits citizens’ ability to use digital municipal services? 

 What design and implementation features improve participation outcomes? 

Hypotheses: 

 H1: Larger Tier-2 cities will outperform smaller Tier-3 cities in PEI scores. 

 H2: Multilingual and user-friendly interfaces correlate with higher participation. 

 H3: Robust grievance redressal systems improve overall e-governance effectiveness. 

2. Literature Review 

2.1 Theoretical Foundations 

E-governance draws on public administration, information systems, and digital divide literature. Key theoretical 

frameworks: 

 Heeks’ e-governance model (2003): Systems evolve from basic informational sites to fully 

integrated transformational platforms. 

 Van Dijk (2005): Digital engagement depends on motivation, physical access, skills, and usage. 

 Warschauer (2003): True digital inclusion requires not only access but relevance, skills, and 

institutional support. 

These frameworks highlight that technology alone cannot ensure participation—citizens must have the capacity, 

motivation, and supportive systems to use digital services effectively. 

2.2 E-Governance in India 

India’s digital governance journey began with the National e-Governance Plan (2006) and expanded 

significantly with Digital India. Studies show improved transparency and efficiency in major cities but point to 

persistent challenges in smaller centers: 

 Limited infrastructure 

 Fragmented service delivery 

 Lack of standardization 

 Minimal citizen engagement mechanisms 
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These gaps make Tier-2 and Tier-3 cities crucial yet understudied contexts. 

2.3 Citizen Participation in the Digital Context 

Citizen participation ranges from accessing information to actively co-creating policies. Digital platforms can 

enhance engagement through: 

 Grievance systems 

 Online surveys 

 Feedback mechanisms 

 Public consultations 

However, participation remains low in many Indian cities due to usability challenges and weak responsiveness. 

2.4 Assessment Frameworks 

Most existing assessment frameworks—UN E-Government Survey, e-government maturity models—focus on 

national or state levels. Few frameworks center on local urban contexts or citizen participation, leaving a 

methodological gap this study fills through the PEI. 

2.5 Research Gaps 

Identified gaps include: 

 Metro-centric research bias 

 Lack of participation-focused frameworks 

 Minimal evaluation of non-Smart Cities 

 Overemphasis on technical features rather than citizen experience 

This study contributes to closing these gaps comprehensively. 

3. Methodology 

3.1 Research Design 

A mixed-methods design was adopted, combining: 

 Quantitative scoring using the PEI 

 Qualitative thematic analysis of platform features 

Secondary data analysis enabled standardized evaluation without requiring primary surveys. 

3.2 Case Selection 

Four cities were selected based on: 

 Population between 100,000–600,000 

 District-headquarter status 
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 Regional diversity 

 Availability of digital platforms 

Selected Cities: 

 Ahmednagar 

 Kolhapur 

 Sangli-Miraj-Kupwad 

 Satara 

3.3 Participation Effectiveness Index (PEI) 

PEI consists of 35 indicators across five dimensions: 

1. Accessibility 

2. Service Delivery 

3. Transparency 

4. Citizen Participation 

5. System Reliability 

Each indicator scored: 

0 = absent, 1 = partial, 2 = fully functional. 

Maximum score = 70. 

3.4 Data Collection 

Data sources included: 

 Municipal websites 

 Mobile apps 

 Annual reports 

 Citizen charters 

 Social media channels 

3.5 Data Analysis 

Quantitative scoring + qualitative thematic review. 

Inter-rater reliability achieved at 89%. 

3.6 Limitations 

 Snapshot of platforms in early 2024 

 Secondary data only 
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 Limited generalizability beyond Maharashtra 

4. Results 

4.1 Overall PEI Scores 

City Score % Rank 

Ahmednagar 35 50% 1 

Kolhapur 28 40% 2 

Sangli-Miraj-Kupwad 25 35.7% 3 

Satara 20 28.6% 4 

No city reached “high effectiveness.” 

4.2 Dimension-wise Analysis 

Service Delivery performed best; System Reliability performed worst. 

 Service Delivery: Avg 6.75/14 

 Accessibility: Avg 5.75/14 

 Transparency: Avg 5.50/14 

 Participation: Avg 4.75/14 

 Reliability: Avg 4.25/14 

4.3 City-wise Findings 

Ahmednagar (Best Performer) 

Strengths: 

 Extensive online services 

 Mobile app available 

 Multilingual support (partial Marathi) 

Weaknesses: 

 Limited participation features 

 Downtime during peak periods 

Kolhapur 

Strengths:Clean user-friendly website 

 Strong social media engagement 

Weaknesses: 
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 No mobile app 

 English-only interface 

Sangli-Miraj-Kupwad 

Strengths: 

 Basic online services 

 Regular updates 

Weaknesses: 

 Many services require offline completion 

 Complicated navigation 

Satara (Lowest Performer) 

Strengths: 

 Basic information online 

Weaknesses: 

 No online transactions 

 Poor mobile optimization 

 Broken links and frequent errors 

 

5. Discussion 

5.1 Key Insights 

 Digital infrastructure exists but functions mostly as informational, not participatory. 

 Service delivery is progressing, but citizen participation is extremely weak. 

 Technical reliability issues undermine user trust. 

 

5.2 The Participation Divide 

Beyond access, a new divide emerges: citizens’ ability to participate. 

Barriers include language, digital literacy, interface complexity, and institutional responsiveness. 

5.3 Institutional Digital Divide 

Smart Cities vs. non-Smart Cities show large disparities in: 

 Funding 

 Capacity 
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 Platform sophistication 

This creates unequal access to digital rights. 

6. Recommendations 

6.1 Immediate (0–12 months) 

1. Full Marathi language support 

2. Mobile-first Progressive Web Applications 

3. Basic grievance and feedback systems 

4. SMS-based updates 

 

6.2 Medium-term (1–3 years) 

1. Regional e-governance support hubs 

2. Staff training programs 

3. Citizen digital literacy drives 

 

6.3 Long-term (3–5 years) 

1. Unified single-window platforms 

2. Comprehensive municipal data analytics 

3. Statewide e-governance learning networks 

 

7. Conclusion 

This study demonstrates that while Tier-2 and Tier-3 cities in Maharashtra have made progress in establishing 

basic e-governance systems, significant gaps persist in accessibility, participation, and reliability. The 

Participation Effectiveness Index provides a valuable tool for assessing these gaps and identifying priority areas 

for policy intervention. 

Although Ahmednagar leads among the four, none of the cities achieve high effectiveness. This shows the need 

for stronger institutional support, multilingual and mobile-centric design, capacity building, and integrated 

citizen participation mechanisms. 

As India advances digitally, ensuring that smaller cities are not left behind is essential for equitable growth and 

democratic inclusion. 
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