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Abstract 

Government call centers are a way to reach out across the digital divide as citizens 

can avail the services using a phone call. Not many studies evaluate government call 

centers as they have started appearing recently. The Chief Minister’s Call Center in 

the state of Kerala in India was evaluated in three phases- analysis of call records, 

analysis of caller feedback and review of the online system. The findings highlight how 

government call centers need to work as a one-stop shop in trying to increase the 

response time to citizens by integrating well with all the different departments, better 

utilisation of resources available, training the agents for handling calls for better citizen 

satisfaction and utilising the online system better. The overall analysis indicated the 

need for redefining the role of the agent and increasing utilization of the online 

resources with focus on user-friendliness. 
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1. Introduction 

Digitization of information and services has made it easy for its users to avail services 

and access information online. With increasing digital adoption in all spheres of their 

lives, citizens expect easy access to government information and services at the click 

of a mouse. However, developing countries have a higher proportion of digitally 

illiterate population that are yet to come online. India itself represent a mere 13.5 % of 

the world internet population in 2016 as reported by internetlivestats (“India Internet 

Users,” n.d.) and hence the need for a multi-channel presence by government to reach 

out to the population. Service delivery in a bureaucratic set up has proven to be a 

challenge for the information and service seeking citizen. They have to pay for the lack 

of transparency with added levels of stress and expected delays in service delivery 

owing to the red-tapism. Delays and uncertainty in service delivery has come to be an 

accepted norm and there has not been much difference even with the changing pace 

of life as well as the efficiencies in transactions brought about by digitization. In 

democracies like India that has multi-cultural, multi-lingual and a population that is 

diverse, an understanding of the needs of different sets of citizens can help the 

government when devising solutions for better service delivery. Information flow from 

the government to its citizens in a timely manner can reduce a lot of pain that the 

citizen has to go through enabling the government to serve its citizens better. 

Bhattacharya (2012) refers to multiple service delivery models in his book for the 

different stages of eGovernment evolution as eGovernance 2.0, telecenters and 

government call centers. 

Web 2.0 that has given rise to related terminologies such as eGovernance 2.0 where 

citizens can directly interact with the authorities through the web stressing on service 

oriented administration. Having recognised the power of digital solutions one cannot 
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ignore the digital divide that still is a major concern in many developing nations. A 

whopping 65% of the Indian population of more than 1.2 billion citizens are non-internet 

users as of 2016 (“India Internet Users,” n.d.) which calls for services to be availed 

through government run and operated telecenters and call-centers. Telecenters play 

an important role as mediators for people who are digitally illiterate or are in regions 

with inadequate infrastructure. These centers are manned kiosks or community 

platforms that enable assisted digital access to the government services for citizens. 

Government call centers go a step further by reaching out to the population through 

the tap of a phone hence allowing for all citizens to call over phone to interact with the 

government bodies with minimal physical displacement. 

Call centers have been around for sometime in the private sector. India has been a 

destination for outsourcing call center operations, however government call centers in 

India are yet to catch up to the private sector. Moreover the reason that it lags behind 

the private sector is due to inadequate systemic thinking in its operations. Though the 

front-end has been established and advertised well, the back-end needs to be 

reengineered and integrated in order to serve the citizens better. 

In our study we evaluate the Kerala state Government’s Chief Ministers’ Call Center 

(CMCC) in India that was started in 2011 by the state government as an effort towards 

better citizen outreach and service. Through this system the citizens can directly 

access the state government’s various departments by making a phone call to a toll 

free number and register their grievances. The CMCC was one of the first call centers 

to be implemented in India. The findings of our study elicit a holistic evaluation of the 

call center operations that is first of its kind in the Indian context. In doing so we assess 

the various layers of the call center starting from the calls handled, citizen satisfaction 

with the service and finally the utilization of the web in the call center operations. Our 
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findings will have implications not only for new call center implementations but also for 

improving the existing ones within the other states in India and also for other 

developing countries.  

2. Literature Review 

Studies on eGovernment has stressed on a paradigm shift that calls for government 

institutions to be more citizen-oriented. Walsham (2010), noted in his review of 

egovernment studies in India that the beneficiaries of eGovernment implementations 

are almost always not the poorest or most disadvantaged groups. He further 

acknowledged the difficulties in scaling up initiatives to have effects throughout India 

and that there was a fundamental issue of a attitudinal and institutional change. He 

argued that ICT can be an important contributor to the larger benefit only when it is 

integrated in wider socio-technical intervention.  

Dwivedi et al., (2012) stress upon the need to look at eGovernment in its idiosyncrasies 

that are far removed from what information systems theories and studies done in the 

business context has to offer. They argue eGovernment as far more challenging than 

the normal business context owing to multiple factors of accountability, digital divide, 

legislation, public governance, institutional complexity and citizens’ needs.  They 

further raise the need for considering both the government and citizens perspectives 

when evaluating eGovernment success or failure along with variables such as 

success, failure and satisfaction. Rana et al. (2013) too noted in their review of 

eGovernment literature that challenges and barriers in the supply side were three 

times that of the demand side and that citizen’s satisfaction, information accuracy, 

security, and privacy were some of the critical factors for the success of e-government 

initiatives. The challenges reported by the authors were technological barriers, lack of 

security and privacy, lack of trust, lack of resources, digital divide, poor management 
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and infrastructure, lack of awareness, legal barriers, lack of IT infrastructure, and 

resilience. Bélanger and Carter (2012) also noted in a review of eGovernment studies 

that it is time that eGovernment research moves from technology adoption to value 

based studies including what benefit eGovernment has for both agencies and citizens 

and how egovernment links to all constituents including other communities. The above 

mentioned literature points towards a need for consideration of not only the front-end 

that involves citizens and the front-facing agents but the back-end processes and 

stakeholders who are responsible for the smooth front-end operations. 

As was observed in the literature, digital divide is a constant challenge that 

governments have to consistently deal with especially in developing economies 

(Reddick et al., 2012). Multiple channels for service delivery can help deal with the 

challenges of accessibility. Government call centers play an important role along with 

other online channels in reaching out to the various sections of the population. Call 

centers, where callers can call to avail a service or report a problem, have been 

commonly used in the private sector for achieving higher levels of customer 

satisfaction using the customer relationship management (CRM) technology. 

However, such a model will be difficult to emulate for the public owing to its partial 

implementation only for the front-end whilst operating with back-end processes 

entrenched in silos (King, 2007). Customer or citizen orientation is a concept that is 

difficult to apply to Government institutions owing to the hard coded structures and 

processes in place aggravated more so with multiple channels and administrators 

involved at the receiving end. Reddick (2010) points to issues of lack of integration 

between the website and the telephone. Nevertheless studies have advocated the 

benefits of customer relationship management technologies for citizens (Reddick, 

2009).  
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EGovernment is a concept that is built on the fundamentals of openness and higher 

reachability. Transparency, simplicity and lesser hassle are some other keywords that  

eGovernment elicits and which bureaucratic institutions often struggle with. Tat-Kei Ho 

(2002) emphasised the need for government institutions to undergo a transformation 

to adopt a supplier approach that concerns cost-effectivity as well as a more user-

centric approach for better user satisfaction, flexibility and efficient links with parties, 

external and internal. This calls for revamping how government systems work towards 

better integration and citizen-orientedness and enhanced citizen relationship 

management. Recent studies in eGovernment has stressed on such an integration 

that works as a one stop shop for the citizens (Choudrie et al., 2005; Daniel and Ward, 

2006; Ebrahim and Irani, 2005).  In a review of eGovernment studies by Akesson et 

al. (2008), a need for studying institutional forces in an eGovernment scenario was 

noted along with the emergence of service-orientedness. Studies that span across the 

globe is important in this regard owing to the variation in cultures and workings of the 

governments in the different countries.  

Apart from the call for citizen-orientedness and user-friendly system, Groznik and 

Trkman (2009) note that though governments have been quick to adopt visibility in 

terms of making information available to the citizens a lot remains to be done in the 

upstream. In their study of an e-procurement system, they noted that most of the 

challenges did not lie in the technological side but were instead connected with 

business process renovation, project management, unclear goals and responsibilities 

and difficult coordination among various ministerial and governmental bodies. They 

hence called for a shift in focus from the end-users to the back-end systems and 

processes. In a study of the impact of CRM technology on governments, Reddick 

(2011) stresses on the importance of the internal change that is happening rather than 
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focusing on the outward only and expresses the need for more case studies that can 

throw light on the subtleties of CRM implementation for governments. 

Our study is the first study to our knowledge that evaluates a government call center 

in the Indian context carried out by the Kerala state government. We use a case 

research method in evaluating the CMCC. 

3. The Case 

Kerala government has made it of utmost importance to interact with citizens and 

address their grievances through multiple channels. The channels citizens can avail of 

to interact with the government are varied and fall under the different programmes as 

mentioned below. 

3.1 Jan Sampark Paripadi  

Through the Jan Sampark Paripadi (“JSP,” n.d.) programme launched by the Kerala 

government, petitions are invited from the public through the online system where 

citizens can also attach any additional documents. This facility is also availed through 

telecenters. No fees is charged for availing the services of the telecenters. The Chief 

Minister of the state then meets the public in the different districts. The complaints are 

restricted to manual complaints submitted by citizens through the automated system 

that was handled district-wise. The success of this scheme depends on the prior 

homework done in the form of receiving applications, forwarding them to the 

concerned officers and following them up to get as many of these redressed as 

possible. 

3.2 Sutharya Keralam 

Through the Sutharya Keralam programme (“Citizen Call Centre - Government of 

Kerala, India,” n.d.) citizens can lodge their grievances/petitions related to any 

department in Government of Kerala through toll free numbers to the call centers. In 
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some cases videos of the issues are submitted by the complainant. The complaints 

are forwarded to the respective departments for speedy redressal after which the chief 

minister responds to selected citizens through a videoconference or television 

program. In case of a videoconference, the citizen is given a date and time to come to 

a location of the telecast. The CM interacts with the citizen from a studio and further 

directions are given and decision is taken. 

3.3 CM 24X7 Call Center 

The third channel, and the one that concerns our study referred to as CMCC, is through 

which citizens can register their grievances. This programme is called the chief 

minister’s 24 X 7 call center (“CM Grievance Redressal Cell - Government of Kerala, 

India,” n.d.). The chief minister's 24X 7 call center or the CMCC is a public grievance 

lodging and monitoring system that operates 24 X 7. Citizens can call in by dialing 

1076 or the toll free number 1800 425 1076 . The CMCC was developed by the 

honorable Chief Minister of Kerala in 2011 to ensure that citizens have access to 

governance officers who can hear and address public grievances and requests. It is a 

port for citizens to air their grievances. The Call centre deals with complaints and 

grievances received anywhere from the globe on 24x7 basis. There are three toll free 

lines for customer calls. 

The complaints/ grievances received through the telephone is attended by the 

designated agent in the Call Centre. During peak time the calls are in queue. The 

complaint is forwarded to section officer (SO) who verify each and every complaint in 

detail and forward it online to the officer of the concerned departments including district 

level officers, head of departments, secretaries or ministers. The officers are provided 

with username and password and are directed to settle the complaints received from 

Chief Minister's Call Centre within 24 hours. The SOs are the operational leaders who 
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work in 3 shifts with 1 per shift. Each SO oversees a staff of about 3 operators. The 

shifts are between 7 AM– 3 PM, 3 PM – 11 PM and 11 PM – 7 AM. As mentioned 

above, the SO plays the role of assigning complaints to one of 4 levels of officers which 

are in increasing order of seniority as district level officers, head of department, 

secretary and minister. 

Complaints posted to an officer at a particular level of seniority are copied to all seniors 

concerned. For example, a complaint posted by the SO to a district level officer will 

also be copied to head of department, secretary and minister. Whereas a complaint 

posted to secretary level will be copied only to the minister. Each complaint has an 

associated docket number which serves to track the progress of the complaint 

redressal and can be tracked via the website as well. Figure 1 depicts the process flow 

of the call center 

 

Figure 1. Chief Minister’s Public Grievance Redressal Cell. Src: 

http://www.cmcc.kerala.gov.in/fnd/index/index.php 
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The procedure for registering a complaint is depicted in Figure 2 

 

Figure 2: Process Chart for registering complaints with the CMCC 
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C-DIT, the center established under the state government, provided 24 X 7 support. 

They developed the software used to receive and record citizen calls. Recorded calls 

beyond 3 months are archived. Other renewable contracts with institutions are also 

signed for other technical support and monitoring of calls. 

4. Methodology 

The evaluation of the call center was done using a three pronged approach completed 

in three phases that sought to do a holistic analysis of the call center. The three phases 

included a quantitative analysis of the call logs of the call center; a qualitative analysis 

of the caller feedback collected using telephone interviews to 25 citizens chosen 

randomly from one year’s unique caller list and the third and final phase included an 

online review of the call center’s web utilization. The review was done by one of the 

authors who has extensive experience with online website reviews and is a qualified 

usability expert. Visibility, accessibility and feedback mechanisms of the CMCC on the 

web was stressed upon.  

5. Results 

The results of the three phases of analysis are presented in three separate section 

followed by a fourth section that brings together all the three analysis findings together 

to provide a holistic analysis of the call center.  

5.1 First Phase-Quantitative analysis results 

The first phase involved analysing the call volume by hours of a day, week and month 

followed by average call handling time by month and geographical locations. 

Subsequently complaint lodged by district and channel, and percentage of complaint 

resolved and pending were also analysed. It was inferred that the number of agents 

engaged for receiving calls were not in line with utilisation of existing resources 

efficiently (for both shift-wise and daily basis). Finally, year wise responses to 
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complaints by the respective department and their execution rates were also analysed 

to form several clusters of departments based on the execution rate.  

5.2 Second phase: Qualitative Analysis 

The second phase findings indicated a mixed feedback regarding the satisfaction 

levels of citizens with the call center services. Feedback indicated that calls regarding 

routine enquiries related to government holidays, strikes, government schemes and 

policies were readily handled and the citizens did not have to follow up for such calls. 

Though majority of callers made routine calls and reported satisfaction with response 

to such enquiries, other callers mentioned facing other issues. The issues reported 

concerned those of water, electricity and higher education. The feedback elicited how 

most of these citizens called to know the status of their registered grievances as they 

were not solved within a month or stipulated time. The call center operators were not 

able to give a time frame for resolution of several grievances, which lead to repeat 

calls. There were indications of a lack of state-of-the-art training for the agents 

compared to private organisations. The agents merely played mediating roles by 

forwarding citizen enquiries to the concerned departments for issues mentioned. 

Overall feedback from caller indicated 72% satisfaction levels on first time call which 

came down to 65% on repeat calls (Figure 3) 

 

Figure 3: Called sample satisfaction on a scale of 1 to 5, with 1-low satisfaction to 5- 

high satisfaction for first time calls and repeat calls. 
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5.3 Online Review 

The findings from the online review reflected on the aspects of citizen-centric services 

using ICT. The online mode has enabled easy reachability to citizens. Citizens can 

now access all the government services for them through this mode not only through 

the personal computers or laptops but through their cell phones too, which is even 

better in terms of conveniences to the citizen. Since, Kerala has been at the forefront 

of digital adoption with high penetration (Abraham, 2015), the online media can be an 

effective means to reach out to the citizens in efficient ways. The results of this third 

phase of the online review highlighted some of the important aspects of 

underutilization of this mode. The review involved looking at heuristics of visibility, 

accessibility and feedback.  

5.3.1 Visibility 

Citizens registering their grievances needed to know the status of their reported 

problems for which they access the system. Though there is a tracking mechanism for 

this but this required the citizen to keep checking it to know the status of their 

respective matters by entering the docket number that they were given at the time of 

reporting the problem. This requires the citizen to remember the login ID and password 

which is likely to be an added hassle for them to remember when coming back to the 

system. Over and above this it is quite possible that they login to find no change in 

status of the reported problem. A mechanism in which the system status could be 

automatically messaged through an short-messaging-service or through email could 

be a convenient one. Further, if all the other interfaces through which citizens access 

government services can be integrated then the likelihood of use of the online system 

could be increased. The idea is to minimise the interfaces and provide a one-stop shop 

for all dealings between the government and the citizen. A proper mechanism for 
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communication between the government and citizen can also be employed through 

this single interface. Additionally, this would help the government to utilize the benefits 

of convenience that the online system affords. Similarly, making the website mobile 

friendly is also important.  

5.3.2 Accessibility 

A second issue was related to the accessibility of the CMCC website by the citizen. 

Accessibility of the web is referred to in the context of accessibility to disabled users. 

Accessibility of the CMCC website was an issue. The websites did not meet 

accessibility standards in terms of font size or audio-enabled etc. The website was 

also not prominent in the search results for the CMCC. The only way it could be found 

was through the Kerala Chief Minister's office website. Many citizens would be missing 

out on the information regarding the call center without proper access to it. A related 

accessibility aspect was the language of the information presented on the website. 

There were issues with the localisation of the website content. Routine and emergency 

information presented in Malayalam on the website can be got by a mere click rather 

than citizens having to call and engaging the telephone lines.  

5.3.3 Feedback 

Finally, the third aspect related to feedback.The call centre website specifically did not 

have a way for citizens to provide their feedback on service satisfaction including the 

conduct of the call-center agent. The citizens used other blogs and forums for 

commenting about the services of the call centre and feedback on their satisfaction 

with it. If the government solicited feedback from citizens who used the CMCC services 

through the online medium that would have helped them to improve their services. In 

the current scenario dissatisfied citizens relied on other forums to express their 

discontent with the CMCC that did not really help in improving the CMCC operations 
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in any way. Also not having a feedback mechanism reflects adversely on the service-

orientedness of the provider, in this case the state government. 

5.4 Overall Review of the System 

Our analysis from the three phases indicated the need for redistribution of power 

structure with adequate visibility across the system. This would enable faster response 

to the citizen and hence lead to cost-effectivity with less wait time for citizens too. The 

departments too would benefit as they would have to deal with less issues. 

Regarding the call center agents conduct, it needed improvement. The agents 

matched the characteristic of the typical government employee that was laid back and 

lackadaisical. The agents handling of the citizens calls could be more professional and 

polite which could be achieved through proper training. Such trainings need to be 

regularised. Since government citizen relationship is long lasting and different from the 

private player and the citizen is left with no other options but to stick with the service 

however much dissatisfied they may be, it is important that agents are trained to handle 

irate or frustrated citizens. Call-center agent training of the kinds of queries and 

department-specific processes need to be also given. 

Further reflections indicate that government can make a better use of the call center 

agents by treating them more than just an operator whose role is merely to collect 

information and update status. Agents can actually use scripts of frequently asked 

questions which will help them to respond to customers at the moment the call is 

initiated. This will also enable agents to get all the information that is required for issues 

that are complex in nature but are commonly asked. 

16



Further, the docket number given to the citizen when they report their grievances can 

have multiple use for the citizen who can utilise the same for the right to information3. 

Providing multilingual options should be available for the caller so all residents of 

Kerala who belong to any part of India can avail the service and contribute to building 

a better Kerala.   

The study also found how varied kind of calls were made that could be distributed 

based on the call type - routine, generic or specialised cases. Calls that are for routine 

information can be handled with automated interactive voice response system or can 

be provided online; calls that are generic queries can be handled by the call-center 

agent herself, calls that are escalated (in case the agent is unable to resolve) or 

specialised can be redirected to the concerned department as is in the current process. 

Finally, efforts should be geared towards making the call center a one-stop shop for 

all citizen queries. 

Finally, usability studies have stressed on user-friendly presentation and delivery of 

information through the online interface. Government has to consider presenting online 

information and utilising the affordances of the web in improving online access. More 

online studies need to be conducted in this regard keeping in mind the evolving nature 

of citizens information seeking behaviour through mobile interfaces. 

It was apparent through the analysis of the data that though the government 

emphasized citizen convenience by enabling citizens to access the government 

departments by making a simple call, the CMCC still needed to improve its operational 

efficiency and online presence. Changes needed to be made both in the front-end as 

well as back-end. For operational efficiency back-end processes needed to be 

3 Right to Information Act 2005 mandates timely response to citizen requests for government 
information. 
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integrated better across departments as well as the online system should be utilised 

better for servicing the citizen. And finally the role of the call center, in trying to interface 

with the citizen, needs to be re-engineered and improved for better service. 

6. Discussion 

E-Government has increased the ability to make processes transparent across 

departments by utilising the capabilities provided by information and communication 

technologies. Our findings conform with eGovernment literature that points at the need 

for integration of the different processes that operate across the functional silos of the 

government. Our study is one of the first in evaluating government call centers that are 

fast catching up as citizen service centers and that can enable non-digital access by 

making a phone call. Through our evaluation of the government call center established 

by the state of Kerala we have assessed the various factors that the call centers need 

to address beyond just the back-end in order to meet the very objective it is set up for: 

to provide prompt services to citizens. In doing so we draw connections between the 

citizen’s satisfaction and the back-end processes of the call center. The literature also 

indicated that eGovernment studies have stressed on user adaptability when it was 

more important to look at the process flow and the back-end of the service delivery 

systems. In our case, we do realise that the citizen adaptability of the system is not so 

much of a concern as their satisfaction with the service. The overall satisfaction of the 

services provided through the call center is closely linked to the back-end processes. 

Hence, the review of the system using the three pronged approach which not only 

looks at citizen satisfaction by getting their feedback but also analyses the call logs. 

Finally with the overall review that looks across the analysis of each of the three 

phases we are able to bind the results together and provide a overall picture of our 

analysis.  
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7. Implications and Limitations 

Our study results have implications for the Indian government in order for them to make 

the most efficient and effective use of ICT through the government call centers which 

has enabled better connectivity in India than before. It also has implications for state 

governments who have done well with achieving visibility with citizen-centric ICT 

implementation.  Having achieved the first level of success by making a visible 

difference, it is important that they work towards better allocation of resources, process 

reengineering, back-end integration, front end improvements with not only call center 

agent training but, also improving online access.  

Our study has limitations as the reports that were analyzed were based on what was 

provided. Future studies could analyze more reports such as those related to call-wise 

citizen resolution for each department, citizen’s recorded calls, citizen’s archived calls 

etc. The bureaucracy is often hesitant to provide reports and is suspicious when public 

systems and processes in place are evaluated for the convenience of the general 

public.  

8.Conclusion  

The study evaluated a government call center by analyzing call logs, citizen feedback 

and web presence of the call center. The findings indicated that the call center needed 

to integrate well with the departments and utilize the existing resources better. Citizen 

feedback indicated that routine enquiries were easily answered but satisfaction went 

down with repeat calls. Call center agent training was an area that the call center 

needed to work on. The online resources were not optimally utilised with user-friendly 

standards in place and hence needed much work in that front. Overall, a reengineering 

and redefining the roles of the agents from a gatekeeper to a knowledge resource 

would help the call center utilize its resources better. The call center needs to move 
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towards better service using the web as a medium for higher convenience of the 

citizens. 

9. References 

Abraham, R. (2015, Aug). Data Shows Kerala is Well Ahead of Other States in e-

matters. Indianexpress.com. Retrieved on 27/6 from 

http://www.newindianexpress.com/states/kerala/Data-Shows-Kerala-is-Well-Ahead-

of-Other-States-in-e-matters/2015/08/08/article2963156.ece  

Akesson, M., Skalén, P., Edvardsson, B., 2008. E-government and service 

orientation: gaps between theory and practice. International Journal of Public Sector 

Management 21, 74–92. 

Bélanger, F., Carter, L., 2012. Digitizing government interactions with constituents: 

an historical review of e-government research in information systems. Journal of the 

Association for information Systems 13, 363. 

Bhattacharya, J., 2012. e-Gov 2.0. Policies, Processes and Technologies. Tata 

McGraw Hill Education Pvt. Ltd., New Delhi. 

Choudrie, J., Weerakkody, V., Jones, S., 2005. Realising e-government in the UK: 

rural and urban challenges. Journal of Enterprise Information Management 18, 568–

585. 

Citizen Call Centre - Government of Kerala, India [WWW Document], n.d. URL 

https://kerala.gov.in/web/guest/citizen-call-centre (accessed 12.8.16). 

CM Grievance Redressal Cell - Government of Kerala, India [WWW Document], n.d. 

URL https://kerala.gov.in/cm-grievance-redressal-cell (accessed 12.8.16). 

Daniel, E., Ward, J.M., 2006. Integrated service delivery: exploratory case studies of 

enterprise portal adoption in UK local government. Business Process Management 

Journal 12, 113–123. 

20

http://www.newindianexpress.com/states/kerala/Data-Shows-Kerala-is-Well-Ahead-of-Other-States-in-e-matters/2015/08/08/article2963156.ece
http://www.newindianexpress.com/states/kerala/Data-Shows-Kerala-is-Well-Ahead-of-Other-States-in-e-matters/2015/08/08/article2963156.ece


Dwivedi, Y.K., Weerakkody, V., Janssen, M., 2012. Moving Towards Maturity: 

Challenges to Successful e-Government Implementation and Diffusion. SIGMIS 

Database 42, 11–22. doi:10.1145/2096140.2096142 

Ebrahim, Z., Irani, Z., 2005. E-government adoption: architecture and barriers. 

Business process management journal 11, 589–611. 

Groznik, A., Trkman, P., 2009. Upstream supply chain management in e-

government: The case of Slovenia. Government Information Quarterly 26, 459–467. 

Tat-Kei Ho, A., 2002. Reinventing local governments and the e-government initiative. 

Public administration review 62, 434–444. 

India Internet Users [WWW Document], n.d. URL 

http://www.internetlivestats.com/internet-users/india/ (accessed 12.6.16). 

JSP [WWW Document], n.d. URL http://jspk.kerala.gov.in/ (accessed 12.8.16). 

King, S.F., 2007. Citizens as customers: Exploring the future of CRM in UK local 

government. Government Information Quarterly 24, 47–63. 

Walsham, G., 2010. ICTs for the Broader Development of India: An Analysis of the 

Literature. The Electronic Journal of Information Systems in Developing Countries 

41. 

Reddick, C.G., 2009. The adoption of centralized customer service systems: A 

survey of local governments. Government Information Quarterly 26, 219–226. 

Reddick, C.G., 2011. Customer Relationship Management (CRM) technology and 

organizational change: Evidence for the bureaucratic and e-Government paradigms. 

Government Information Quarterly 28, 346–353. 

Reddick, C.G., Abdelsalam, H.M.E., Elkadi, H.A., 2012. Channel choice and the 

digital divide in e-government: the case of Egypt. Information Technology for 

Development 18, 226–246. doi:10.1080/02681102.2011.643206 

21



 
 

 

 

 

 

Research Office 

Indian Institute of Management Kozhikode  

IIMK Campus P. O.,  

Kozhikode, Kerala, India,  

PIN - 673 570 

Phone: +91-495-2809238 

Email: research@iimk.ac.in 

Web: https://iimk.ac.in/faculty/publicationmenu.php 

 

22




