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Abstract - This study investigates the impact of e-
government portals on the delivery of public services, with an
emphasis on how digital platforms are changing relationships
between governments and citizens. E-government portals seek
to improve efficiency, openness, and accessibility in public
service delivery by digitizing old administrative procedures.
The study looks at key factors such as service accessibility,
customer satisfaction, cost-effectiveness, and administrative
efficiency. Through a review of case studies and current
research, the paper demonstrates how well-designed portals can
cut service delivery times, boost citizen involvement, and
reduce corruption by reducing human interaction. Please let me
know if you want it adapted to a specific country or region..
However, the study also cites issues such as digital literacy
gaps, restricted internet connection in remote areas, and worries
over data protection. The findings indicate that, while e-
government portals have the potential to greatly improve public
service delivery, their success is heavily reliant on inclusive
policies,  solid infrastructure,
Recommendations are made to improve the effectiveness and
reach of these digital governance efforts.

and citizen  trust.

Keywords - E-Government, Digital Portals, Administrative
Efficiency, Citizen Engagement, Public Service Delivery,
Government Transparency , Access to Online Services.

Introduction

Internet technology, the media, and social networks are now the
dominant means of communication, allowing people to
participate in a wide range of social, economic, and civic
activities that cross geographical boundaries. In today's digital
age, each citizen is increasingly acknowledged as a source of
human social capital, and developing digital competencies is
viewed as advantageous to both the individual and society.
Leveraging such talents has consequences for economic
growth, education, health, and well-being, as well as being a

useful teaching tool for increasing civic awareness and
involvement. The rise of digital technology has resulted in the
concept of digital citizenship, which highlights the significance
of participating ethically and productively in digital places.
Early approaches to digital citizenship were primarily
concerned with reducing the digital divide, assuring access,
inclusiveness, and the right to communicate freely. In today's
world, digital citizenship includes tasks such as validating
digital content, participating in online communities, and
creating secure digital identities.

A digital citizen is someone who uses digital technology and
the internet ethically in order to actively participate in societal,
political, and cultural activities. These digital activities involve
accessing and interpreting local and global information
streams, managing digital footprints, and comprehending the
consequences of digital conduct in the data. In India, the
COVID-19 epidemic has accelerated the use of digital
platforms and online services in many industries. With
movement restrictions in place, individuals had to rely on the
internet for Education, communication, healthcare, and access
to government services. This transition not only increased
online connection, but it also unintentionally encouraged
digital citizenship even among communities that were
previously less familiar with digital tools. In Tamil Nadu, for
example, the pandemic prompted the creation of digital
platforms for education and public service delivery, motivating
residents to learn digital skills and raising awareness about
online civic involvement.

TO PROMOTE INCLUSIVE AND EQUITABLE
PUBLIC SERVICES IN INDIA:

The examine both their design and accessibility to individuals.
Research on the digital gap in India reveals that digital
environments frequently reflect existing offline inequalities
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based on criteria such as poverty, education, language, gender,
and geography. While national initiatives like Digital India
strive to make government services more accessible through
digital methods, many rural and underprivileged populations
are still deprived from the benefits of E Governance issues stem
from a lack of connectivity, digital literacy, and awareness.
Despite being one of India's most technologically developed
states, Tamil Nadu continues to encounter hurdles in ensuring
broad access to digital services. Bridging the digital divide
necessitates focused investments in infrastructure, education,
and outreach programs that address the unique requirements of
underprivileged people. Ensuring digital inclusion entails not
only providing access, but also encouraging meaningful
involvement and empowerment.

Although global studies provide useful frameworks for
understanding digital inclusion and E-Governance, it is critical
to investigate these issues in their local contexts. This study
focuses on the state of Tamil Nadu to investigate the
relationship between digital citizenship, the digital gap, and
residents' use of E-Government services. Tamil Nadu is an
excellent example because to its reasonably modern digital
infrastructure, proactive government policies, and high levels
of mobile and internet penetration. However, differences in
digital access and abilities continue to exist across urban and
rural locations, as well as among different social categories.

STATEMENT OF THE PROBLEM:

Despite considerable advances in digital infrastructure and
governmental efforts such as Digital India, which aim to
improve access to government services, deep-rooted digital
inequalities exist throughout India. These inequalities,
determined by socioeconomic, geographic, and demographic
characteristics such as income, education, gender, language,
and rural-urban divisions, continue to impede vast parts of the
population's access to and involvement in e-Government.
Nadu, although being one of India's more
technologically advanced states, presents significant hurdles in
guaranteeing fair access to digital services across all areas and
people.

The digital divide, which refers to the disparity between those
who can effectively access and use digital technology and those
who cannot, is a significant barrier to inclusive government and
civic engagement. This issue is particularly serious among
rural, marginalized, and low-income communities, which
frequently lack internet access, digital literacy, and awareness
of digital services. As digital platforms become the dominant
means of obtaining public services, this exclusion risks
exacerbating existing social and economic disparities.

Tamil

Therefore, there is an urgent need to investigate how digital
inequalities affect access to E-Government services in Tamil
Nadu, and to discover the precise impediments that prohibit
some populations from being fully digital
Understanding these problems is crucial for developing
targeted policies and actions that promote digital inclusion,

citizens.

ensure fair access to public services, and improve citizen well-
being.

RESEARCH SCOPE AND LIMITATIONS:

This study examines the relationship between digital
citizenship, the digital gap, and the use of E-Government
services in Tamil Nadu, India. It examines how socioeconomic,
geographic, and demographic factors such as income,
education, gender, language, and rural-urban location influence
people's access to digital platforms and public services. The
study uses primary data collected from 150 citizens across
diverse regions of Tamil Nadu through structured surveys and
semi-structured interviews. Participants were chosen to
guarantee diversity across age groups, genders, educational
levels, and rural-urban divisions. Furthermore, the study
applies worldwide digital inclusion frameworks to the local
environment to better understand how broader theories of e-
Governance and digital equality play out on the ground.

OBJECTIVES OF THE STUDY:

1. To determine the level of access to digital
infrastructure, such as internet connectivity,
digital gadgets, and mobile data, among various
social categories in Tamil Nadu.

2. To determine the level of use of e-Government
services such as online applications, service
portals, and digital payment systems by citizens
in both urban and rural communities.

3. To identify the primary impediments to citizens'
access to digital government services, such as a
lack of digital literacy, language difficulties,
gender inequities, and financial limits.

4. To investigate the role of digital literacy and
awareness in allowing meaningful digital
involvement and citizenship across diverse
populations.

5. To investigate individuals' perspectives and
experiences with the accessibility, usability, and
trustworthiness of digital government services.

6. To Make policy recommendations for bridging
the digital divide and establishing inclusive,
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Citizen-centric digital government in Tamil Nadu lacking. The IT approach and supportive e-
government policies are critical in creating high-

LITERATURE REVIEW:

Jiang Xiangyu and Ji Shuai (2015) investigated how
service quality effects users' adoption and ongoing use
of e-government web portals in China. They
discovered that aspects such as information quality,
reliability, and security had a significant impact on
user happiness. The study concludes that the influence
of service quality differs by user category,
necessitating customized services designs.

Julian Teicher, Owen Hughes, and Nina Dow
investigate how the New Public Management
movement compelled governments to prioritize
service quality and responsiveness. It emphasises the
importance of e-government as a mechanism for
improving public sector service delivery in Australia.
The authors discover that, despite widespread
adoption, the impact of e-government has been
modest and inconsistent, benefiting primarily urban
inhabitants while raising concerns about equity and
access.

Seda Yildirim and Seda H. Bostanci's (2021) study
aims to improve e-government portal management
from the standpoint of Turkish citizens. It focuses on
crucial issues such as user kinds, digital platform
possibilities, security, service -classification, and
successful social media communication. The authors
underline that providing current, accessible, and well-
organized digital public services can increase citizen
adoption and use of e-government portals.

Lourdes Torres, Vicente Pina, and Basilio Acerete
investigate the growth and efficacy of e-government
services in European towns. It focuses on how local
governments use internet platforms to share
information, communicate with citizens, and perform
public services. The authors discover that, while e-
government increases accessibility and efficiency, its
full revolutionary potential remains restricted and
differs by city.

The study investigates the significance of web portals
in US state government electronic service delivery,
emphasizing that most portals are still in the early
stages of development. It discovers that portals
primarily provide information and limited services,
with integration for advanced transactions notably
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functioning online portals.

Van Dijk (2005) the digital divide refers to disparities
in access to information and communication
technology (ICT), which typically reflect underlying
social and economic inequality. In India, these
discrepancies are most obvious between urban and
rural areas, as well as across caste, class, and gender
lines. Bridging this gap is critical for equal
participation in the digital society.

Sundaram and Sharma (2020) In India, digital
inequalities are particularly pronounced among rural
populations and marginalized communities. Socio-
economic factors, caste, and gender divisions further
deepen these disparities. Targeted policies and
interventions are required to address these gaps
effectively.

UNESCO (2019) and World Bank (2021) Digital
inclusion is increasingly regarded as a fundamental
right, necessitating not only access but also digital
literacy, affordability, and relevant content. True
inclusion enables citizens to fully engage in education,
governance, and economic activity. Policies must
provide equal access to digital technologies and skill
development programs .

Government of India (2015) , Bhatnagar (2014) ,
Dutta and Nath (2017). India's Digital India project
seeks to deliver government services electronically,
hence increasing openness and accessibility.
However, some groups continue to face barriers to
adoption due to a lack of digital skills and awareness.
Expanding training and outreach activities is critical
to increasing utilization.

Chaudhuri (2021) , Sharma and Gupta (2020).
Rural citizens often face challenges such as lack of
reliable internet, unaffordable digital devices, and
limited digital literacy programs. Low education
levels, language barriers, and socio-cultural norms,
especially for women, further restrict participation.
Addressing these barriers is key for equitable digital
access.

Mossberger et al. (2008), Jenkins et al. (2016)
Digital citizenship involves both access to tools and
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the ability to engage responsibly in online spaces.
Citizens with strong digital skills can participate more
effectively in governance, education, and the
economy. Enhancing digital literacy is crucial for
meaningful civic engagement.

Pathak (2018) Low trust in government websites and
usability challenges such as poor interface design,
complex login procedures, and limited regional
language support hinder adoption of digital services.
Improving user experience and building trust are
essential for encouraging engagement.

TNeGA Report (2022), Mehta (2021) Tamil Nadu
has advanced digital infrastructure through projects
such as TNeGA and E-Sevai centers, yet digital
disparity remains in rural areas. Localized, citizen-
focused research is required to identify hurdles and
develop successful policies for inclusive e-
governance.

Bernd W. Wirtz, Robert Piehler & Peter Daiser E-
Government Portal Characteristics and Individual
Appeal. An Examination of E-Government and
Citizen Acceptance in the Context of Local
Administration Portals Ease of use, usefulness, and
privacy were found to be determinants of e-
government portal acceptance, which in turn
determines continuance intention of e-government
portals.

J.P. Gant and D.B. Gant examine U.S. state web
portals and find most are in early development,
offering limited services. Integration is low, forcing
citizens to enter information multiple times, reducing
efficiency. Leading states are now moving toward
intelligent, integrated portals to improve service
delivery.

Wirtz, Bernd W., Piehler, Robert, and Daiser,
Peter in “E-Government Portal Information
Performance and the Role of Local Community
Interest” analyze how citizens assess local e-
government portals. The study highlights information
attractiveness, usefulness, awareness, and ease of
navigation as key factors. Findings show that
community interest moderates these effects, with
lower-interest citizens relying more on informational
quality for usage intention.
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Sachan, Amit, Kumar, Rajiv, and Kumar, Ritu in
“Examining the Impact of E-Government Service
Process on User Satisfaction”(2018) investigate how
the process quality of e-government service delivery
systems (eGSDS) influences user satisfaction. Using
structural equation modeling on data from 197
respondents, they find that improved process quality
enhances ease of use, perceived usefulness, and
satisfaction. The study underscores that technological
capabilities and process efficiency are vital for
effective e-government adoption.

Drigas, Athanasios, and Koukianakis, Leyteris in
“Government Online: An E-Government Platform to
Improve Public Administration Operations and
Services Delivery to the Citizen” (WSKS 2009)
present an e-government framework that enhances
public administration through ICT and Internet
capabilities. The model supports information access,
e-transactions, and electronic document delivery. It
emphasizes developing an integrated electronic
system for e-protocols and e-applications to
streamline organizational functions and citizen
services.

Baharon, Burhan Murshidi; Yap, Ching Seng;
Ashar, Shaizatul Fatin Eliya; Hanafi, Mohamad
Hafizul Helmy; and Hazmi, Mohd Syarul Razi
Mohd in “Citizen Satisfaction with E-Government
Portals in Malaysia” examine factors influencing user
satisfaction. Using data from 111 respondents and
PLS path modeling, they find service quality,
perceived ease of wuse, and content quality
significantly affect satisfaction. However, citizen trust
shows no significant relationship with satisfaction
toward Malaysian e-government portals.

MacLean, Don, and Titah, Ryad in “A Systematic
Literature Review of Empirical Research on the
Impacts of e-Government: A Public Value
Perspective” (2021) review 60 empirical studies on e-
government impacts. Using public value theory, they
classify impacts by stakeholder roles and impact
types. Findings highlight productivity, service quality,
citizen satisfaction, and trust as key outcomes,
emphasizing the need for holistic evaluation of e-
government investments.

Research Gap:
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While there is an increasing quantity of study on digital
inclusion and e-Governance in India, the majority of it focuses
on macro-level statistics, national policy, or technological
infrastructure. Few studies offer micro-level insights into how
regular residents, particularly those in rural or underserved
areas, use digital services. Tamil Nadu is frequently
characterized as a digitally advanced state, but little empirical
study has been conducted to analyze the actual use,
accessibility, and impediments to e-Government services
among its populace. Most existing studies fail to address the
intersectional issues that marginalized groups confront, such as
women, the elderly, and low-income households. This study
fills that gap by gathering primary data from 150 residents in
Tamil Nadu to investigate their real-world experiences with
digital government, with an emphasis on access, awareness,
literacy, and trust. This study intends to inform state-wide,
citizen-centric digital policymaking by applying global digital
inclusion frameworks to a local context.

Research Methodology:

This study used both surveys and interviews to understand how
people in Tamil Nadu use digital government services. One
Fifty people from both cities and villages were chosen based on
age, gender, education, and income to get different views. A
questionnaire collected basic information like internet access
and digital skills, while interviews helped understand their
personal experiences and problems. The survey data was
studied using percentages, and the interviews were checked for
common issues like poor internet or lack of awareness.
Everyone gave permission to take part, and their answers were
kept private. This method gave both numbers and real stories
to better understand the digital gap in Tamil Nadu.

DATA ANALYSIS:

The table showing sample survey questions with example
answers based on 150 respondents. The table also shows the
number and percentage of respondents for each answer.

S.NO [ QUESTION ANSWER NUMBER OF | PERCENTAGE
OPTIONS RESPONDENTS (%)
1 Do you have access to the | Yes 120 80%
internet? No 30 20%
2 How often do you use E- | Daily ] 30%
Government services? Weekly 70 60%
Monthly 35 20%
3 Rate your digital skills (1 =
Low, 5 =High) Mean score - 3.7
4 What device do you use to | Mobile 110 73.3%
access digital services? Computer 30 20%
None 10 6.7%
5 Have you ever visited a| Yes 105 70
government digital portal? No r 30

DISTRIBUTION OF RESPONDENTS BY GENDER
BASED ON DIGITAL PORTAL USAGE AND
EFFECTIVENESS:

RESPONSE CATEGORY MALE | % FEMALE | % TOTAL | %

Find portals effective 50 55.6% 20 333% 70 46.7%
Neutral about effectiveness 20 222% 20 333% 40 26.7%
Find portals less effective 10 11.1% 10 16.7% 20 13.3%
Do not use portals 10 11.1% 10 16.7% 20 13.3%
Total 90 100% 60 100% 150 100%

FINDINGS:

Based on a survey of 150 respondents, the findings reveal a
high level of internet accessibility, with 80% having access to
the internet. The use of e-Government services is relatively
frequent, as 60% of respondents access these services weekly
and 30% do so daily. The average digital skill level is rated at
3.7 out of 5, indicating moderate to high digital competence
among participants. Mobile phones are the dominant device for
accessing digital services, used by 73.3% of respondents, while
only 20% use computers. Additionally, 70% of respondents
have previously visited a government digital portal. These
results suggest a strong foundation for digital engagement,
though there is still a need to address digital

IMPLICATIONS OF THE STUDY:

The findings have important consequences for policymakers,
government organizations, and technology developers. It
emphasizes the necessity for a multifaceted approach to e-
governance that involves technology advancements, citizen
education, and social inclusion. According to the findings,

© 2025, JOIREM

ISSN (0) 3107-6696

|www.joirem.com| Page 5



SN
‘ Y
& \
2\ 3V
.

‘-{
L

j\/

IR

L&

/

)

1=
Y
e
\ Z
s
\

Journal Publication of International Research for Engineering and Management (JOIREM)

Volume: 03 Issue: 12 | Dec-2025
ISSN (0) 3107-6696

policymakers must consider socioeconomic variations when
building digital services. For practitioners, the study
emphasizes the significance of improving portal usability,
offering multilingual help, and establishing user trust through
transparent mechanisms. Overall, the research emphasizes that
digital governance involves a social revolution rather than a
technical update.

FUTURE SCOPE OF RESEARCH:

Future research could look into the long-term effects of e-
government portals on administrative efficiency, corruption
reduction, and public empowerment. Comparative research
between urban and rural areas, or across states, can provide
further insight into digital inequality. Al-based governance,
smart citizen services, blockchain-enabled security, and other
new technologies influencing the future generation of e-
governance can all be studied. Furthermore, studying user
behavior using digital analytics might assist policymakers in
developing more personalized and effective digital services.

CONCLUSION:

The study highlights that e-government portals have become
essential tools in transforming public service delivery by
improving efficiency, transparency, and accessibility. Findings
from 150 respondents across Tamil Nadu indicate that most
citizens have internet access and moderate digital skills, with
mobile phones serving as the primary means of using
government portals. While digital engagement is growing,
digital literacy gaps, limited awareness, and unequal access
remain key challenges, especially among rural and
marginalized populations. E-government initiatives can
succeed only when supported by inclusive policies that ensure
equal access to technology, user-friendly portal design, and
citizen trust. Strengthening digital literacy programs,
enhancing multilingual support, and expanding rural
connectivity will further promote citizen participation and
satisfaction. Overall, the study concludes that well-designed e-
government systems have the potential to create a more
responsive, transparent, and citizen-centric administration in
Tamil Nadu and beyond.
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