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Abstract

The shift from e-Governance to m-Governance is driven by the increasing prevalence
of mobile technology. Mobile governance leverages smartphones to provide real-time,
accessible, and user-friendly government services. The widespread adoption of mobile
devices enables governments to engage citizens more directly, fostering quicker decision-
making, inclusivity, and responsiveness to dynamic needs, marking a natural evolution in
enhancing governance through technological advancements. In the picturesque region of
Kashmir, a profound transformation is underway in the realm of governance. The advent of
digital technologies initially heralded the era of e-Governance, marking a significant leap in
administrative efficiency and citizen services. However, the journey does not end there.
Today, the valley is witnessing a dynamic shift from e-Governance to m-Governance,
embracing mobile technologies to redefine the contours of public administration. The journey
from e-Governance to m-Governance in Kashmir reflects a conscious effort to adapt to the
changing technological landscape and cater to the evolving needs of the citizens. Mobile
devices have become ubiquitous, serving as powerful tools for communication and access to
information. Recognizing this paradigm shift, Kashmir's administration has embarked on a
journey to harness the potential of mobile technologies in governance. The paper analyzes the
progression from e-Governance to m-Governance in Kashmir administration. Investigating
the motives, challenges, and outcomes, it examines how mobile technologies reshape
governance, fostering increased citizen participation and administrative agility. Through case
studies, the study sheds light on the distinctive dynamics and broader implications of this
transformation.

Keywords: e-Governance, m-Governance, Mobile applications, Digital transformation,
Public service delivery

Introduction

In the dynamic landscape of governance, technological advancements play a pivotal
role in transforming traditional administrative models. The Union Territory of Jammu and
Kashmir has witnessed a notable transition from e-Governance to m-Governance, marking a
paradigm shift in the way government (Maram, R., Pradesh, A., & Koundal, V. 2013)
services are delivered and accessed. As mobile technology becomes increasingly ubiquitous,
leveraging mobile platforms for governance, or m-Governance, holds immense potential to
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enhance efficiency, accessibility, and inclusivity in administration. E-Governance, or
electronic governance, refers to the use of information and communication technologies
(ICT) to provide government services, exchange information, and communicate with citizens.
In the initial stages, Jammu and Kashmir adopted e-Governance initiatives to streamline
processes, reduce bureaucracy, and make public (Kochar, S & G. Dhanjal 2005) services
more transparent and citizen-friendly. The implementation of online portals, digital
databases, and electronic communication (Baweja, Y. 2005) channels aimed to bridge the gap
between the government and the people. While e-Governance initiatives in Kashmir achieved
commendable progress, certain challenges remained. Limited internet connectivity in certain
regions, digital literacy issues, and the need for constant access to personal computers
hindered widespread participation. Recognizing these challenges, the administration sought
to leverage the widespread adoption of mobile devices to overcome these barriers and bring
governance closer to the people.

The development of dedicated mobile applications has become a cornerstone of m-
Governance in Kashmir. Applications tailored for specific services, such as tax payments,
utility bill payments, and civic issue reporting, facilitate quick and efficient interactions
between (Mehrajand, T., & Kaur, R. 2018) citizens and the government. To ensure
inclusivity, m-Governance initiatives in Kashmir have integrated SMS services for citizens
who may not have smartphones or internet access. This allows a broader segment of the
population to receive important notifications, updates, and participate in government
processes. One significant aspect of m-Governance is the integration of mobile payment
gateways, enabling citizens to make secure online (Hirwade, M. A. 2010) transactions for
government services. This reduces the reliance on traditional payment methods and
contributes to a cashless economy. Mobile platforms enable the dissemination of real-time
information and alerts to citizens. This is particularly (Inakhiya, G. K., & Kundan, S. 2020)
crucial in emergency situations, where timely communication can be a matter of life and
death.

Mobile governance has extended the reach of government services to a wider
audience, including remote and rural areas (Chandra, D. G., & Malaya, D. B 2011) where
access to desktop computers may be limited. Mobile applications and SMS services have
enhanced citizen engagement, encouraging active participation in (Banday, M. T., & Mattoo,
M. M. 2013) governance processes and fostering a sense of community involvement.
Leveraging existing mobile infrastructure reduces the need for significant additional
investments in hardware and internet connectivity. The ability to receive and process
information in real-time allows the administration to make informed decisions promptly.
Despite its promising prospects, m-Governance in Kashmir faces challenges such as cyber
security concerns, the digital divide, and the need for continuous (Rao, V. R. 2011)
technological upgrades. However, by addressing these challenges and focusing on digital
literacy initiatives, the administration can ensure the sustained success of m-Governance in
the region. The shift from e-Governance to m-Governance in Kashmir administration reflects
a commitment to leveraging technological (Misuraca, G. C. (2009) advancements for the
benefit of citizens. By embracing mobile platforms, the government has made significant
strides in enhancing accessibility, engagement, and efficiency in public service delivery. As
the m-Governance landscape evolves, continued collaboration between government bodies,
technology developers, and citizens will be crucial to realizing the full potential of mobile
governance in Jammu and Kashmir.
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Objectives

The primary objectives of the study encompass an examination of the transition from
e-Governance to m-Governance in Kashmir and an exploration of the administration's
adeptness in adapting to evolving technological landscapes. The analysis focuses on
understanding the utilization of mobile technologies in governance strategies, pinpointing
motives, and addressing challenges associated with the adoption of m-Governance. The study
evaluates how mobile technologies play a pivotal role in enhancing citizen participation,
highlighting the significance of m-Governance in administration for fostering good
governance. A critical aspect under scrutiny is the newfound administrative agility facilitated
by m-Governance, illustrated through case studies that elucidate outcomes and challenges.
The study also investigates the broader implications of mobile technology on the
administrative landscape, assessing initiatives to ensure inclusive access to mobile-based
services. The Kashmir administration experience serves as a valuable source for extracting
insights applicable to global governance transitions, offering a nuanced perspective on the
dynamic integration of mobile technologies into public administration, encompassing both
successful implementations and valuable lessons learned.

Theoretical framework

The theoretical framework underpinning the shift from e-Governance to m-
Governance in the Kashmir administration revolves around the convergence of technological
advancements and administrative strategies. Drawing on concepts from Information Systems
and Public Administration, the transition is analyzed through lenses such as the Technology
Acceptance Model and Institutional Theory, exploring the interplay between mobile
technologies and bureaucratic structures. The framework aids in understanding the motives,
challenges, and outcomes of adopting m-Governance, shaping the dynamic relationship
between governance practices and the evolving landscape of mobile technologies.

Material and Method

The study adopted a mixed-method approach, utilizing documentary analysis and
interviews. Open-ended questionnaires were administered to experts and personnel from the
e-Governance agency of Kashmir, government officials, public policy makers, and
personnel’s working at the National Informatics Centre (NIC). Fifteen government officials
were selected for in-depth interviews. Thematic analysis, employing a qualitative approach,
was applied to identify trends and patterns in the collected data. Secondary data for the study
was gathered from diverse sources, including books, journals, articles, daily and weekly
publications, Government documents, working committee reports, and web sources.
Information pertaining to the nature and purpose of the mobile applications was obtained
from the Google Play Store. The comprehensive methodology facilitated a holistic
examination of the transition from e-Governance to m-Governance in Kashmir, incorporating
both primary insights from interviews and the contextual background provided by secondary
sources.

Result and Discussion

Mobile governance for good governance

Mobile governance plays a pivotal role in achieving the aims of good governance by
leveraging technology to (Hellstrom, J. 2008) enhance transparency, efficiency, and citizen
engagement. Firstly, it promotes accessibility, allowing citizens to access government
services and information anytime, anywhere through their mobile devices. This accessibility
is fundamental to the principle of inclusivity in good governance. Mobile governance
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facilitates real-time communication, enabling swift and effective decision-making processes.
The instant dissemination of information (Hellstrom, J. 2011) reduces bureaucratic delays,
contributing to the efficiency and responsiveness vital for good governance.

Mobile governance fosters citizen participation by providing platforms for feedback,
public consultation, and collaboration. This engagement is crucial for ensuring that
governance reflects the diverse needs (Yerramilli, R., & Swamy, N. K. 2017) and opinions of
the populace, aligning with the principles of participation in good governance. The use of
mobile technologies enhances accountability through digital record-keeping and data
analytics. This transparency in administrative (Ojo, A., Janowski, T., & Awotwi, J. 2013)
processes is integral to building trust between the government and citizens, a cornerstone of
good governance.

The Kashmir administration has developed multiple mobile applications, fostering
citizen-government connectivity and enhancing transparency in administration. The state has
adopted national-level mobile applications, including the RTI app, emphasizing transparency.
The creation of a unique mobile application, the "Satark Nagrik Anti Corruption” app in
Kashmir, serves as a (S.A. Dar and P. Sakthivel2021) robust tool against corruption. This app
empowers citizens to report instances of corruption swiftly, ensuring anonymity and fear-free
reporting through a user-friendly interface. Despite these advancements, citizens in Kashmir
still perceive corruption within the administrative system. While mobile governance
promotes transparency and efficiency, addressing this perception is challenging. Ongoing
efforts to enhance security, user-friendliness, and comprehensive anti-corruption measures
are imperative. The fight against corruption gains momentum through such initiatives,
contributing to a more (Deep, M. K., & Sahoo, G. 2011) accountable and just society in
Kashmir. Continued improvements in mobile governance are essential to fully leverage its
benefits and eliminate persistent corruption concerns. These applications and initiatives are
instrumental in achieving the aims of good governance by promoting transparency,
efficiency, and citizen participation. Mobile governance aligns with the core tenets of good
governance—transparency, inclusivity, efficiency, and accountability—by harnessing the
power of mobile technologies to transform the relationship between the government and its
citizens, fostering a more responsive, accessible, and participatory governance model.

Transaction from e-Governance to m-Governance

Governments worldwide are transitioning their approach from e-governance to m-
governance, recognizing the dynamic landscape and the evolving needs of citizens. This shift
stems from various factors that emphasize the pivotal role of mobile technology in modern
governance.

Mobile governance extends further than e-Governance due to mobile ubiquity. Mobile
devices transcend geographic and socio-economic barriers, enabling broader citizen access.
With mobiles, governments engage remote and diverse populations, offering convenient,
personalized services. This broad reach fosters inclusive governance, surpassing the
limitations of traditional e-Governance approaches.

The primary driver behind this shift is the unparalleled accessibility offered by mobile
devices. Unlike traditional computers or laptops, mobile phones have become ubiquitous
globally, transcending geographic and socioeconomic barriers. For instance, a farmer in a
remote village or an urban professional (Pandey, R., & Sekhar, K. V. 2013) can equally
access government services through their smartphones, leveling the playing field for citizen
engagement.
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The sheer convenience afforded by mobile devices significantly contributes to the
preference for m-governance. Citizens can seamlessly access government services,
information, and interact with authorities from virtually anywhere, at any time. For instance,
a mobile app for paying taxes or accessing healthcare services eliminates the need for
physical presence, saving time and effort for citizens.

Moreover, mobile applications enable a more personalized and engaging experience.
With features like push notifications, location-based services, and tailored content,
governments can engage citizens more effectively. For instance, a mobile app notifying
residents about local community events, emergency alerts, or personalized updates on
government initiatives fosters greater citizen engagement.

Technological advancements in mobile devices have also bolstered the shift towards
m-governance. The increased processing power, enhanced internet connectivity, and
improved security measures have made mobile (Ramganesh, E.et.,al 2017 platforms more
reliable and secure for delivering government services. This has led to the development of
robust mobile applications that ensure efficient service delivery and data security.

Mobile governance offers an opportunity to integrate various government services
into a unified mobile platform. This consolidation simplifies citizen access, allowing them to
navigate and utilize multiple services through a single mobile application. For example, a
comprehensive government app might include functionalities for paying utility bills,
accessing education resources, and applying for permits or licenses—all in one place.

The transition from e-governance to m-governance aligns with the pursuit of
Sustainable Development Goals (SDGs). Mobile governance plays a vital role in advancing
these goals by leveraging mobile technology to address socio-economic challenges more
effectively. It promotes inclusivity, accessibility, and innovation, essential for achieving the
SDGs. Mobile governance extends services to remote and marginalized populations, fostering
inclusivity in accessing essential government services. This contributes directly to several
SDGs, including Goal 1 (No Poverty), Goal 3 (Good Health and Well-being), Goal 4 (Quality
Education), and Goal 10 (Reduced Inequalities).

The convenience and accessibility offered by mobile devices enhance the
effectiveness of various programs aimed at achieving the SDGs. Mobile applications
facilitate healthcare access, education, financial inclusion, and environmental awareness,
contributing to Goals 2 (Zero Hunger), Goal 5 (Gender Equality), Goal 8 (Decent Work and
Economic Growth), and Goal 13 (Climate Action). Moreover, mobile technology generates
valuable data for evidence-based decision-making, aiding in aligning strategies with the
SDGs. This approach accelerates progress towards Goals 9 (Industry, Innovation, and
Infrastructure), Goal 16 (Peace, Justice, and Strong Institutions), and Goal 17 (Partnerships
for the Goals) by fostering citizen engagement, collecting real-time data, and tailoring
interventions. m-Governance's emphasis on (Meuleman, L., & Niestroy, I. (2015) mobile
accessibility and user engagement positions it as a powerful tool in advancing the global
agenda of sustainable development, contributing significantly to achieving various SDGs by
addressing societal challenges inclusively and innovatively.

Smartphone-Led Governance: Role of TRAI, NeGD, and JaKeGA

TRAI (Telecom Regulatory Authority of India): TRAI plays a pivotal role in
regulating the telecommunications sector, ensuring fair practices, promoting competition, and
safeguarding consumer interests. While not directly involved in providing online services via
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smartphones, its regulations influence the accessibility and quality of telecom services that
enable citizens to access government services through mobile devices.

National e-Governance Division (NeGD): NeGD is an autonomous division under
the Ministry of Electronics and Information Technology (MeitY) in India. It plays a central
role in the implementation of national e-governance initiatives and schemes. NeGD assists in
the conceptualization, planning, and execution of various e-governance projects across the
country, aiming to enhance government service delivery through digital means.

Jammu and Kashmir e-Governance Agency (JaKeGA): JaKeGA is an agency
specifically focused on implementing e-governance initiatives in the Union Territory of
Jammu and Kashmir. It aims to leverage digital technologies and IT infrastructure to improve
governance, service delivery, and public participation. JaKeGA is instrumental in developing
and executing digital strategies to make government services more accessible and efficient
for the people of Jammu and Kashmir.

The Jammu and Kashmir Information Technology Act of 2020: Act serves as a
pivotal framework in making essential services readily available on mobile devices for
citizens. This legislation plays a crucial role in harnessing information technology to bring
core government services directly to the fingertips of residents. By emphasizing mobile
accessibility, the Act aims to facilitate convenient access to various public services through
smartphones. It serves as a cornerstone for integrating technology into governance, ensuring
that citizens can efficiently access and benefit from essential services using their mobile
devices in Jammu and Kashmir.

The Jammu and Kashmir Public Services Guarantee Act of 2011: It was enacted
with the primary objective of streamlining and bolstering service availability through
smartphones. This pioneering legislation sought to leverage mobile technology to ensure
citizens' timely access to public services. By embracing smartphones as a delivery channel,
the Act aimed to enhance efficiency, reduce bureaucratic delays, and provide a user-friendly
interface for residents. Through this initiative, Jammu and Kashmir aimed to harness the
power of digital platforms to make essential government services more accessible and
responsive to the evolving needs of its citizens.

Administration’s adaptation to evolving technological landscapes

The transition from e-Governance to m-Governance in Kashmir administration
signifies a strategic evolution in leveraging technology for public service delivery. In the
initial phase, e-Governance initiatives focused on (Kadu, M. V., Bagret, M. V. M., & Verma,
M. A. 2015) utilizing electronic platforms to streamline administrative processes, enhance
transparency, and make services more accessible. However, recognizing the limitations posed
by factors like digital literacy, limited internet connectivity, and the need for personal
computers, the administration has strategically shifted towards m-Governance.

The advent and widespread adoption of mobile devices, particularly smartphones,
have played a pivotal role in this transition. Mobile Governance emphasizes delivering
government services (Sapkale, S. C., & Kulkarni-Bhende, R. 2015) through mobile
applications and SMS services. This shift acknowledges the ubiquity of mobile technology
and the potential to reach a broader segment of the population, especially in remote or rural
areas where access to desktop computers may be limited.
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The main features of m-Governance in Kashmir include the development of dedicated
mobile applications tailored for specific services, integration of SMS services for broader
accessibility, incorporation of mobile (Jauhari, S., & Maheshwari, D. 2014) payment
gateways, and the provision of real-time information and alerts. These elements collectively
contribute to enhancing citizen engagement, increasing accessibility, and fostering a more
inclusive governance model.

Electronic governance laid the foundation for digital governance in Kashmir; m-
Governance builds upon that foundation by harnessing the convenience and widespread
usage of mobile devices. The administration's emphasis on mobile applications and SMS
services underscores a commitment to overcome barriers (Sabarish, K., & Shaji, R. S. 2016)
and ensure that government services are accessible to a larger and more diverse audience.
This transition reflects a strategic response to the changing technological landscape, aligning
governance practices with the evolving needs and preferences of the citizens in the region.

Mobile technologies in governance strategies

The utilization of mobile technologies in governance strategies in Kashmir
administration represents a significant paradigm shift, harnessing the potential of ubiquitous
mobile devices to enhance public service delivery and engagement. Mobile technologies have
been strategically integrated into various (Kanaan, R. K., Abumatar, G., Al-Lozi, M., &
Hussein, A. M. A. 2019) facets of governance to address challenges, improve efficiency, and
promote inclusivity. Mobile applications tailored for specific government services have
become a cornerstone of governance strategies in Kashmir. These applications enable citizens
to access services, submit requests, and make transactions conveniently through their
smartphones. By providing a user-friendly interface and reducing (Pardeshi, V. 2014) the
reliance on traditional methods, mobile applications streamline processes and enhance the
overall citizen experience.

SMS services have been leveraged to ensure inclusivity, reaching citizens who may
not have smartphones or consistent internet access. Important notifications, updates, and
alerts can be disseminated through SMS, contributing to a broader and more diverse
communication channel. The integration of (Maestracci, A. 2020) mobile payment gateways
within governance strategies facilitates secure and efficient online transactions for various
government services. This not only reduces reliance on cash transactions but also aligns with
broader economic trends toward a cashless society

Real-time information and alerts delivered through mobile technologies enable the
administration to communicate (Mishra, S. Singh. 2019) timely and critical information to
citizens. This is particularly crucial in emergency situations, allowing for quick dissemination
of information and facilitating rapid responses. However, the utilization of mobile
technologies in governance strategies in Kashmir is not without challenges. Factors such as
the digital divide, cyber security concerns, and the need for continuous technological
upgrades must be addressed to ensure the sustained success of these initiatives

The utilization of mobile technologies in governance strategies in Kashmir
administration signifies a proactive approach to aligning government services with the
technological preferences of the population. The integration of mobile applications, SMS
services, mobile payment gateways, and real-time communication reflects a commitment to
enhancing accessibility, efficiency, and overall (lyer, J., & Singh, S. 2017) citizen satisfaction
in the delivery of public services. As technology continues to evolve, the administration's
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ability to adapt and innovate within the mobile governance framework will be crucial for the
continued success of these strategies.

Motives and address challenges in the adoption of m-Governance.

The adoption of m-Governance in Kashmir administration is motivated by several key
factors, while addressing region-specific challenges is imperative for its successful
implementation.

Motives for Adoption

1. Widespread Mobile Penetration: The high prevalence of mobile devices, particularly
smartphones, provides a strong incentive to (Winkler, T., Lvova, N., & Gunther, O. 2011)
leverage this technology for governance. It ensures that a significant portion of the population
can access government services conveniently.

2. Enhanced Accessibility: Mobile governance aims to bridge the digital divide by making
government services accessible to citizens (Shankar, A., & Kumari, P. 2019) even in remote
and rural areas, where traditional e-Governance methods may face limitations.

3. Real-time Communication: The instant nature of mobile communication allows for
timely (Shareef, M. A., Archer, N., & Dwivedi, Y. K. 2012) dissemination of information,
updates, and alerts. This is particularly crucial in a region where quick communication can be
vital, especially during emergencies or unforeseen events.

4. Improved Citizen Engagement: Mobile applications and SMS services foster active
citizen participation, encouraging (Vrechopoulos, A., & Batikas, M. 2009) engagement in
governance processes and creating a more inclusive decision-making environment.

5. Efficient Service Delivery: The use of mobile technologies streamlines administrative
processes, reducing bureaucratic hurdles and enhancing the overall efficiency of public
service delivery.

Regional-Based Challenges

1. Internet Connectivity: Given the region's topography, addressing internet connectivity
challenges is crucial. Investments in improving (Srivastava, A., & Hossain, M. K. 2014) and
expanding network infrastructure can help overcome connectivity issues, ensuring consistent
access to m-Governance services.

2. Digital Literacy: Tailoring m-Governance interfaces to accommodate varying levels of
digital literacy is essential. Awareness (Dhal, S., Mishra, D., & Mishra, N. 2021) campaigns
and training programs can empower citizens to effectively utilize mobile applications and
Services.

3. Security Concerns: Considering the geopolitical situation, cybersecurity becomes
paramount. Implementing robust security measures, encryption protocols, and continuous
monitoring are essential to (Dar, S. A., & Sakthivel, P. 2021) safeguard sensitive data and
transactions.

4. Cultural Sensitivity: Adapting m-Governance strategies to the local cultural context
ensures greater acceptance. User interfaces, language options, and the incorporation of
regional nuances contribute to the (Maram, R., Pradesh, A., & Koundal, V. 2013)
effectiveness of mobile applications.

5. Emergency Preparedness: Given the region's history of geopolitical tension, integrating
emergency response features into m-Governance applications becomes critical. Quick and
efficient communication (Wani, A. A. 2018) during emergencies is vital for citizen safety.

By aligning m-Governance strategies with these motives and addressing region-specific
challenges, the Kashmir administration can create a more responsive and citizen-centric
governance framework. This approach not only leverages the advantages of mobile
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technologies but also ensures that the adoption of m-Governance is tailored to the unique
needs and circumstances of the region.

Administrative agility enabled by m-Governance.

The adoption of m-Governance in the Kashmir administration has ushered in
newfound administrative agility, fundamentally transforming the way government services
are delivered and managed. This shift towards mobile-based governance has introduced
several elements that contribute to increased flexibility, responsiveness, and overall
administrative efficiency.

Real-time Decision Making

Mobile governance facilitates real-time communication and data exchange, enabling
government officials to make informed (Kumar, R. 2016) decisions promptly. This agility is
particularly crucial in situations that require immediate attention, such as disaster response or
public emergencies.

Mobile Applications for Quick Access

Dedicated mobile applications designed for specific government services allow
citizens and officials to access information and (Midha, R. 2016) complete transactions
swiftly. This on-the-go accessibility enhances the efficiency of administrative processes,
reducing the time and effort required for routine tasks.

Rapid Communication

The use of SMS services and push notifications ensures that important information
reaches citizens and government (Kumar, R. 2016) stakeholders promptly. Whether it’s
disseminating alerts, policy updates, or announcements, mobile platforms enable quick and
direct communication.

Enhanced Service Delivery

Mobile governance streamlines service delivery by allowing citizens to access a range
of government services in health, education, revenue, transport, energy etc through their
mobile devices. This not only improves (Mishra, U., & Fatmi, S. N. 2015) convenience for
the public but also reduces bureaucratic delays, contributing to a more agile and citizen-
centric administration.

Quick Response to Citizen Feedback

Mobile platforms facilitate citizen feedback and grievance redressal in real time. This
directs line of communication enables the (Sabarish, K., & Shaji, R. S. 2016) government to
address concerns promptly, enhancing public satisfaction and demonstrating responsiveness.

Flexibility in Implementation

Mobile governance allows for the rapid implementation of new services or updates to
existing ones. The flexibility of mobile (Chanana, L., Agrawal, R., & Punia, D. K. 2016)
platforms enables the administration to adapt to changing needs, introducing innovative
solutions without the constraints associated with traditional bureaucratic processes.

Geographical Reach

Mobile governance transcends geographical barriers, reaching citizens in remote or
inaccessible areas. This expanded reach ensures that government services are not limited by
physical constraints, contributing to a Goldstein, K. M., Minges, M., & Surya, P. 2012) more
inclusive and agile governance model.

Res Militaris, vol.12, n°1, Winter-Spring 2022 615



WIRES MILITARTS Social Science Journal

The introduction of m-Governance in the Kashmir administration has redefined
administrative agility by leveraging the capabilities of mobile technologies. The ability to
make decisions in real time, quick access to services, rapid communication, and flexibility in
implementation collectively contribute to a more responsive and efficient government that is
better equipped to meet the diverse needs of its citizens.

SWOT ANALYSIS OF MOBILE
GOVERNANCE IN KASHMIR

STRENGTHS WEAKNESSES
1. Widespread Mobile Adoption: The 1. Digital Divide: Disparities in mobile
prevalence of smart phones enhances the device ownership and internet connectivity
potential reach of m-Governance initiatives,  may contribute to a digital divide, limiting
ensuring a broad user base. access for certain segments of the population.
2. Real-time Communication: M- 2. Cyber security Concerns: The reliance on
Governance enables quick and real-time mobile platforms raises concerns about the
communication, fostering efficient decision-  security of sensitive government data and
making and responsiveness. transactions, necessitating robust cyber
3. Mobile Payment Integration: The security measures.
incorporation of mobile payment gateways 3. Dependency on Mobile Infrastructure: M-
contributes to a more streamlined and cashless Governance success is contingent on reliable

transaction system. mobile infrastructure, and any disruptions may
4. Enhanced Citizen Engagement: Mobile impact service delivery.
applications and SMS services promote active 4. Digital Literacy Challenges: Some citizens
citizen participation, fostering a sense of may face challenges in adapting to mobile
community involvement. applications, necessitating efforts to improve
5. Increased Accessibility: Mobile digital literacy.
platforms extend the accessibility of 5. Armed Conflict: Armed conflict disrupts
government services to remote and rural areas, infrastructure, hampers internet access, and
overcoming limitations associated with poses security risks, impeding mobile
desktop-based solutions. governance growth in Kashmir administration.
OPPORTUNITIES THREATS
1. Continuous Technological Upgrades: 1. Technological Obsolescence: Rapid
Opportunities exist to capitalize on emerging advancements in technology may lead to the
technologies, ensuring that m-Governance obsolescence of mobile applications,
remains at the forefront of innovation. necessitating constant updates and
2. Community-driven Development: improvements.

Involving citizens in the developmentand 2. Security Risks: The increasing reliance
improvement of mobile applications can ~ on mobile platforms may expose government
enhance user experience and address specific  systems to potential security breaches and
community needs. cyber-attacks, posing a threat to sensitive data.
3. Public-Private Partnerships: 3. Resistance to Change: Citizens and
Collaborations with private-sector entities can  government officials may resist the shift
bring in expertise, resources, and innovative  towards mobile-based solutions, posing a
solutions to strengthen m-Governance challenge to the successful implementation of
initiatives. m-Governance.
4. Integration with Other Services: 4. Regulatory Challenges: Adherence to

Res Militaris, vol.12, n°1, Winter-Spring 2022 616



ﬁm RES MILITARIS Social Science Journal

Exploring possibilities for integrating m-  regulatory frameworks and overcoming legal

Governance services with other essential hurdles may present obstacles in the
services can create a more comprehensive and development and deployment of m-
interconnected system. Governance initiatives.

Case studies to illustrate outcomes and challenges

Case Study 1: Successful Implementation in Urban Areas

In an urban area of Kashmir, the administration introduced a mobile application The
JK Water billing app and JKPDD BillSahuliyat GO promoting mobile governance for
citizens to pay utility bills, report civic issues, and access (Play store about app) important
announcements. The user-friendly interface and widespread smartphone usage led to high
adoption rates. As a result, the administration witnessed improved efficiency in bill
processing, faster response times to reported issues, and increased citizen satisfaction.

Despite success in urban areas, challenges emerged in remote regions where
smartphone penetration was lower. Limited access to mobile networks and digital literacy
issues posed obstacles. To address this, the administration initiated awareness campaigns and
collaborated with local communities to bridge the digital divide.

Case Study 2: Agricultural Services in Rural Kashmir

In a rural region, the government introduced an m-Governance initiative to provide
agricultural information, weather updates, and subsidy details through SMS services. Farmers
received timely information, leading to improved crop planning and increased productivity.
The "mKisan" mobile app, part of India's m-Governance efforts, provides crucial agricultural
information and services (Wani, N., Hakeem, A., Wani, R., & Rishu, J, 2017) to farmers
across the country. It offers weather updates, crop advisories, market prices, and details about
government schemes and subsidies. While widely used in all Indian states, the Kashmir
administration has not developed a specific agricultural app, relying on the national "mKisan"
app to serve their farming community. The initiative was lauded for its contribution to rural
development.

However, challenges arose due to intermittent network connectivity in some villages,
hindering the timely delivery of SMS services. To address this, the government collaborated
with telecom providers to enhance network infrastructure in remote areas, ensuring more
consistent service delivery.

Case Study 3: Mobile Payment Integration for Government Services

The administration implemented a mobile payment gateway like JK bank mPay by
Jammu and Kashmir Bank, Google pay, PhonePe, Paytm etc for various government services,
including tax payments and license renewals. This led to a significant reduction in cash
transactions, streamlining financial (Sofi, M. R. 2019) processes and reducing the risk of
corruption. Citizens appreciated the convenience of making secure transactions through their
mobile devices.

The Security concerns emerged, highlighting the need for robust cyber security
measures to protect sensitive financial transactions. The administration responded by
investing in cyber security infrastructure and raising awareness about secure mobile
transactions.
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Case Study 4: Emergency Response through Mobile Apps

The administration introduced a mobile application The IFC (Integrated Flood
Control) designed for flood control and management in Kashmir. It promotes mobile
governance by providing real-time flood (Play store about app info) information and alerts
directly to user’s mobile phones. Citizens could report emergencies, and real-time alerts were
sent during crises. This initiative led to a quicker mobilization of resources and improved
coordination during natural disasters and security incidents.

Connectivity issues during emergencies in remote areas posed challenges for timely
reporting. The administration collaborated with telecom providers to establish emergency-
specific network infrastructure and encouraged citizens to use alternative communication
methods during network outages.

Case Study 5: Tourism Promotion through Mobile Platforms

To boost tourism, the government launched a mobile app The "Tourist Guide™ mobile
app significantly (Play store About App info) boosts tourism in Kashmir and enhances
mobile Governance. It offers comprehensive travel information and services through
Smartphones, allowing tourists to plan trips, explore attractions, and make bookings
conveniently. This state-sponsored mobile application, developed by the Department of
Tourism, streamlines communication with authorities, reducing the need for physical visits to
government offices. The local youth and the administration use social networks like
Facebook, WhatsApp, and Instagram to promote the region's tourist spots in Kashmir etc.

Security concerns related to the personal data of tourists surfaced, necessitating robust
privacy measures. The administration collaborated with cyber security experts to implement
stringent data protection protocols and reassured tourists about the security of their
information.

Case Study 6: Land Record Digitization in Remote Villages

The administration implemented websites that enable people to check their land
records conveniently using smartphones. This initiative aimed to reduce corruption, enhance
transparency, and empower (Munshi, A., Kumar, V., & Malik, P. 2019) rural landowners in
managing their holdings. However, limited internet connectivity in remote villages posed
challenges for real-time updates. In response, the government collaborated with internet
service providers, strengthening connectivity infrastructure, and introduced offline data
submission options during periods of low connectivity.

Case Study 7: Law and order through mobile Governance

The Jammu and Kashmir Police Department actively promotes mobile governance by
providing a women's safety mobile app used in all districts. This app empowers women to
seek assistance and report incidents of harassment or distress via their mobile phones,
ensuring a timely response (Bashir, S., & Awan, M. B. 2021) from law enforcement. It
fosters a safer environment, encourages citizen engagement, and showcases technology's
effective use for societal challenges. The persistent armed conflict in Kashmir presents a
formidable challenge to the successful implementation of mobile governance, primarily due
to recurrent disruptions in internet connectivity and network jamming. In a region marked by
geopolitical tensions and security concerns, these challenges pose significant obstacles to the
seamless operation of m-Governance initiatives. The central government has taken decisive
action by blocking 14 messenger mobile applications that were extensively utilized in Jammu
and Kashmir for the propagation of terror. These apps served as a means for terrorists in the
region to communicate with their supporters and on-ground workers (OGWSs). Recognizing

Res Militaris, vol.12, n°1, Winter-Spring 2022 618



ﬁm RES MILITARIS Social Science Journal

the potential threat posed by these platforms, the government's move aims to curb the misuse
of such technology for activities detrimental (Singh, H. 2021) to national security. This action
underscores the ongoing efforts to address security concerns and disrupt channels that
facilitate illicit communication among individuals involved in nefarious activities within the
region.

Case Study 9: Education outreach through Mobile services

The government utilized mobile applications like JKSSB mobile application might
offer services related to job notifications, exam schedules, and application submission for
government jobs (Play Store about app info) in Jammu and Kashmir. This can streamline the
recruitment process, making it more accessible to a broader audience through mobile devices.
The JKBOSE mobile application may provide services related to education, including exam
results, date sheets, and syllabus information. The mobile application for Kashmir University
may facilitate various academic services, such as course registration, exam schedules, and
access to academic (Qadri, M. N. 2014) resources. This can streamline administrative
processes and provide students with a user-friendly platform for managing their academic
activities. SMS services to disseminate information about scholarships, exam schedules, and
educational resources. This initiative significantly improved awareness and access to
educational opportunities, especially in areas with limited educational infrastructure.

Low literacy rates in some regions posed challenges for citizens to comprehend SMS
content and use of mobile applications. The administration partnered with local educators and
community leaders to develop audio-based content and implemented literacy programs to
enhance the impact of educational SMS and mobile governance services.

Case Study 10: Traditional Handicraft Promotion via e-Commerce

Kashmiri artisans ingeniously employ e-commerce platforms like Amazon, Flipkart,
and Snapdeal, along with social (Shah, A., & Patel, R. 2016) networks such as WhatsApp,
Facebook, and Instagram, to promote their traditional handicrafts. This digital shift enables
global visibility, fostering direct connections with customers. Embracing technology
(Majeed, T., & Malik, A. 2017) preserves cultural heritage while economically empowering
artisans, marking a harmonious blend of tradition and modernity in the promotion of
Kashmiri crafts.

Limited smartphone ownership among elderly artisans and those in remote craft
villages affected participation. The administration initiated workshops, provided
smartphones, and partnered with local cooperatives to ensure the inclusion of all artisans in
the e-commerce platform.

Implications on the administrative landscape

The transition from e-Governance to m-Governance in the Kashmir administration
carries profound implications for the broader administrative landscape, shaping the way
government services are delivered, received, and perceived. This shift extends beyond
technological upgrades, influencing governance dynamics and citizen-state interactions.

One significant implication lies in the realm of citizen engagement. The adoption of
mobile technologies facilitates a more immediate and direct connection between the
government and its constituents. Citizens, equipped with smartphones, gain real-time access
to services, information, and decision-making processes. This heightened engagement not
only fosters transparency but also empowers individuals to actively participate in governance,
thereby democratizing administrative processes.
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The move to m-Governance also introduces a paradigm shift in decision-making. The
immediacy of mobile communication allows for quicker responses to emerging issues,
enabling administrators to make informed decisions promptly. This increased agility in
decision-making is crucial, particularly in a region like Kashmir, where rapid responses to
dynamic situations are imperative for effective governance, security, and emergency
management.

However, the broader implications also encompass challenges. Limited internet
connectivity, especially in remote areas, remains a hurdle. Bridging this digital divide
becomes a priority to ensure the inclusivity of m-Governance initiatives. The administration
must strategically collaborate with internet service providers to enhance infrastructure,
making mobile services accessible even in geographically challenging terrains.

The shift to m-Governance necessitates a proactive approach to digital literacy. As
mobile applications become the primary interface for accessing government services,
ensuring that citizens possess the necessary skills to navigate these platforms becomes
crucial. Educational initiatives and awareness campaigns become integral components of the
broader strategy, enabling the population to fully harness the benefits of m-Governance.

In the realm of cyber security, the transition to m-Governance demands heightened
measures to protect sensitive citizen data. As mobile applications become conduits for
financial transactions and the exchange of personal information, robust cyber security
protocols are essential to safeguard against potential threats and breaches. The shift from e-
Governance to m-Governance in the Kashmir administration brings about transformative
changes in citizen engagement, decision-making processes, and service delivery. While
challenges exist, addressing issues of connectivity, digital literacy, and cyber security will be
pivotal in realizing the full potential of m-Governance, thereby reshaping the administrative
landscape for more responsive and inclusive governance in Kashmir.

Inclusive access to Mobile-based services

Efforts to ensure inclusive access to mobile-based services in the transition from e-
Governance to m-Governance in the Kashmir administration involve a comprehensive
assessment of accessibility measures, addressing potential barriers, and promoting equitable
participation across diverse demographics.

One critical aspect of these efforts is bridging the digital divide. Initiatives must be
undertaken to provide widespread access to mobile devices, particularly smartphones,
ensuring that a broad spectrum of the (Hirwade, M. A. 2010) population can benefit from m-
Governance services. This may involve subsidizing smartphones, collaborating with
manufacturers, or implementing targeted distribution programs in economically challenged
areas.

Another crucial consideration is connectivity. In a region like Kashmir, characterized
by diverse topography, ensuring consistent and reliable mobile network coverage is
imperative. Collaborating with (Mehrajand, T., & Kaur, R 2018) telecommunication
providers to expand network infrastructure, especially in remote and geographically
challenging areas, becomes a focal point of inclusive access efforts. Digital literacy programs
play a pivotal role in empowering citizens to navigate mobile applications effectively. The
administration should design user-friendly interfaces, conduct training sessions, and develop
educational campaigns to enhance the digital skills of the population. Special attention must
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be given to marginalized groups, including the elderly and those with limited exposure to
technology.

To address linguistic diversity, mobile applications should support multiple languages
prevalent in the region. This ensures that language barriers do not hinder citizens from
accessing and understanding m-Governance services. Culturally sensitive interfaces
contribute to the inclusivity of these initiatives.

Efforts to ensure inclusive access also extend to marginalized or vulnerable
communities. Tailoring mobile applications to accommodate the needs of people with
disabilities, both in terms of design and functionality fosters an inclusive approach. This may
involve incorporating features such as voice commands, screen readers, and other
accessibility tools. Moreover, outreach programs should actively engage with communities to
raise awareness about the benefits of m-Governance. Building trust and understanding among
citizens, particularly in regions with (Baweja, Y. 2005) historical and cultural sensitivities, is
crucial for the successful adoption of mobile-based services. Regular feedback mechanisms
and citizen consultations become integral components of the assessment process. Continuous
evaluation of the effectiveness of inclusive access measures allows for adjustments and
refinements, ensuring that m-Governance truly serve the diverse needs of the Kashmiri
population. Assessing efforts to ensure inclusive access to mobile-based services requires a
holistic approach that encompasses digital access, connectivity, literacy, linguistic diversity,
and cultural sensitivity. By addressing these factors, the Kashmir administration can enhance
the inclusivity of m-Governance initiatives, fostering equal participation and benefit for all
segments of the population.

Global governance transitions from the Kashmir experience

The transition from e-Governance to m-Governance in Kashmir offers valuable
insights for global governance transitions, shedding light on both successes and challenges
that can inform strategies for other regions. Several key takeaways emerge from the Kashmir
experience:

Adaptability and Contextualization

The Kashmir experience underscores the importance of adapting governance
transitions to the unique (Baweja, Y. 2005) context of each region. Tailoring mobile
governance initiatives to address specific geographic, cultural, and socio-economic factors is
essential for success.

Digital Inclusion as a Priority

Efforts to ensure digital inclusion are paramount. The Kashmir example highlights the
need to bridge the digital divide (Kochar, S & G. Dhanjal. 2005) by providing widespread
access to mobile devices, enhancing connectivity infrastructure, and promoting digital
literacy to maximize the inclusivity of mobile governance initiatives.

Real-time Decision-making in Governance

The transition to m-Governance in Kashmir emphasizes the agility gained in decision-
making processes. Real-time communication (G. K., & Kundan, S. 2020) facilitated by
mobile technologies allows for prompt responses to dynamic situations, a crucial aspect for
effective governance in times of crises or rapid changes.
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Cyber security and Data Protection

The Kashmir experience underscores the critical importance of cyber security and
data protection in the digital governance landscape. As mobile applications become conduits
for sensitive information, global (Rao, V. R. 2011) governance transitions must prioritize
robust cyber security measures to ensure the privacy and security of citizen data.

Engagement of Marginalized Communities

Inclusive governance requires intentional efforts to engage marginalized
communities. Insights from Kashmir suggest that global transitions should focus on
understanding and addressing the (Rao, V. R. 2011) unique needs of these groups, providing
them with equitable access and ensuring their active participation in mobile governance
initiatives.

Cultural Sensitivity in Technology Design

The Kashmir case highlights the significance of designing mobile applications with
cultural sensitivity. Supporting multiple (Inakhiya, G. K., & Kundan, S. 2020) languages and
incorporating features that resonate with local cultures enhances user engagement and
promotes wider acceptance of mobile-based services.

Continuous Evaluation and Adaptation

The need for continuous evaluation and adaptation is evident. Governance transitions
should incorporate mechanisms for (Qadri, M. N. 2014) regular feedback, citizen
consultations, and iterative improvements. Flexibility in approach ensures that mobile
governance strategies remain responsive to evolving needs and challenges.

Government’s commitment

The government's commitment to maintaining a peaceful atmosphere in strategically
sensitive areas is noteworthy. By deploying security forces, authorized by the Union
government, the administration aims to (Lalwani, S., & Gayner, G. 2020) prevent any
potential violations, ensuring a secure environment for the seamless operation of mobile
governance initiatives across all regions. This strategic approach contributes to stability and
enhances the potential for successful governance transitions. Following the abrogation of
Article 370, there has been a noticeable reduction in internet shutdowns in Kashmir. This
shift indicates a move towards greater connectivity and restored digital access in the region.
The decrease in such disruptions signifies an effort to promote normalcy and communication,
facilitating the integration of Kashmir into the broader digital landscape.

Findings of the study

1. The transition from e-Governance to m-Governance in Kashmir has notably increased
accessibility to government services through mobile devices.

2. Mobile applications facilitate real-time communication, ensuring prompt
dissemination of crucial information and services.

3. The shift towards m-Governance has successfully extended government services to
remote and marginalized communities, addressing the digital divide.

4. Administrative processes have been streamlined, reducing bureaucratic red tape and
enhancing overall efficiency.

5. The m-Governance model proves to be cost-effective, leveraging existing mobile
infrastructure for service delivery.

6. Citizen engagement has significantly increased, allowing active participation in the
democratic process and grievance reporting.
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7. The grievance redressal mechanism has improved, with citizens reporting issues
through mobile applications, leading to quicker resolutions.

8. Automated workflows and real-time responses contribute to a more accountable
governance system.

9. Digital literacy challenges persist, highlighting the need for initiatives to educate and
empower citizens.

10. Implementation of m-Governance raises concerns about data security, necessitating

robust measures to safeguard sensitive information.

11. Limited electricity availability in remote areas poses a challenge to the growth of m-
Governance, hindering seamless access to government services through mobile devices.

12. Insufficient internet connectivity in remote regions further exacerbates the
accessibility issues, impacting the effective implementation of m-Governance initiatives in
these areas.

Conclusion

The transition from e-Governance to m-Governance in the administration of Kashmir
marks a significant stride towards a more inclusive, accessible, and efficient governance
model. The integration of mobile technologies has not only bridged the digital divide but has
also empowered citizens by placing government services and information at their fingertips.
The shift to m-Governance has unfolded a new era of responsiveness and transparency.
Mobile applications enable real-time communication, ensuring prompt dissemination of
information and services. This immediacy is particularly crucial in a region like Kashmir,
where timely responses to issues can have far-reaching consequences. Through mobile
platforms, citizens can engage with the government, report grievances, and access vital
services without the constraints of traditional bureaucratic processes.

The mobile-centric approach enhances the reach of government initiatives to remote
and marginalized communities. The widespread usage of mobile phones in Kashmir ensures
that a larger segment of the population can participate in the democratic process, fostering a
more inclusive society. By leveraging the ubiquity of mobile devices, the administration has
effectively overcome geographical barriers, bringing government services to the doorsteps of
citizens in even the most remote areas. The m-Governance model has streamlined
administrative processes, leading to increased efficiency and cost-effectiveness. Mobile
applications facilitate automated workflows, reducing the bureaucratic red tape that often
hinders swift decision-making. This not only enhances the overall governance experience but
also contributes to a more accountable and responsive administration. Nevertheless, as the
transition progresses, it is imperative to address challenges such as digital literacy,
infrastructure development, and data security. Ensuring that citizens are well-equipped to
navigate the digital landscape and safeguarding sensitive information will be pivotal in
sustaining the positive momentum generated by m-Governance. The evolution from e-
Governance to m-Governance in Kashmir signifies a paradigm shift in the approach to
governance. By embracing mobile technologies, the administration has not only modernized
its processes but has also taken a significant step towards creating a more inclusive,
responsive, and citizen-centric governance ecosystem. The transition actively contributes to
achieving the goals of good governance by enhancing transparency, efficiency, and citizen
engagement. Through mobile platforms, the administration promotes inclusivity, streamlines
processes, and fosters accountability, aligning with the fundamental principles of good
governance. The journey towards m-Governance in Kashmir serves as a beacon, illustrating
the transformative power of technology in shaping the future of governance in the digital age.
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