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Why customer experience
is the new battleground

Walker study states that by 2020,

customer experience is expected to

overtake price and product as the

key brand differentiator. This is

even more critical in the digital age

where customers expect their

ompanies to interact with them in

real time. Today, customers are not satisfied with
just a great product or service, they expect a great
customer experience to follow.

In India, we have examples of several firms who
have looked at their digital transformation journey
by placing the customer at the center of their digital
strategy. For example, Kotak Mahindra Bank found
out that despite more than 70 per cent of customers
being active on digital banking channels, a lot of
customers were still calling up their customer

InIndia, we have examples of

several firms who havelooked at their
digital transformation journey by
placing the customer at the center of
their digital strategy

contact number to seek banking assistance. To
make it more simpler and effective for customers,
the bank launched WhatsApp Banking. Today, more
than 30 services are provided on WhatsApp.

Understanding that selfie clicking is highly
popular among India’s youth, Federal Bank used
this concept to automate account opening using just
a selfie and an Aadhaar and PAN number. The
account verifies the customer’s Aadhaar in real time
and opens the account at the click of a button.

PNB MetLife Life Insurance Company, uses a
virtual reality platform to deliver a differentiated
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and personalised experience to customers.
Customers can wear a VR headset and interact with
avirtual agent. The virtual agent not only answers
the queries of a customer but also engages with

the customer.

Mahindra & Mahindra has built a self-service
platform that has been designed to help a customer
who is currently in the pre-purchase phase. Besides
providing important information about the vehicle,
Mahindra also offers hyper-personalised
recommendations based on the customer’s actions
on the self-service platform. A ‘Talk to Expert’
feature helps customers get answers to their queries
in real-time. The company has also enabled a
collaborative exploration feature that allows users
to invite their friends and collectively customise
Mahindra cars.

HDFC Bank is another example of a firm that is
constantly using technology to redefine customer
experience. It has the ability to process loans in just
ten seconds. It does this by using an algorithm which
constantly and consistently scans the cash flow
patterns of the borrower and matches it with the
credit score. As most of the details are available
with the bank, it can pre-populate data required in
the form, and the loan requested can be sanctioned
within ten seconds of filling the form. Another smart
innovation is the ‘Missed Call Mobile Recharge’ that
allows the bank to tap into a huge base of prepaid
mobile customers. Customers of HDFC Bank can
recharge their mobile by just giving a missed call on
apredefined number, without the need to log onto a
website or visit a shop.

To proactively track the performance of its
products like air conditioners and chillers, Blue Star
uses [0T. Today, thanks to [oT, the firm can not only
solve a significant percentage of customer queries
proactively, but also more importantly, the firm has a
huge amount of data that it can use to refine its
products under different environmental conditions.

As all the above examples show, it requires
companies to place themselves in the shoes of the
customer, and think about how they can simplify
processes and amplify customer experience using
the power of technology!
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he next giant leap in

eGovernance

How cutting-edge next gen technologies are enabling more effective

and efficient delivery of citizen services across India

How Rajasthan is making great
strides in eGovernance

AMIDST VARIOUS INDIAN STATES competing with each other in terms of efficient citizen service delivery through use of
technology, Rajasthan has already established itself as an ardent adopter of innovative solutions

Mohit Rathod
mohit.rathod@expressindia.com

he largest Indian
state, Rajasthan
places itself among
the biggest adopters
of technology in the
eGovernance space. Over the
last decade, the state has been
in the news for rolling out
numerous IT initiatives and
using technology to ensure
efficient delivery of citizen
services. Rajasthan is also one
of the early adopters of
emerging technologies such as
blockchain. Having four smart
cities — Jaipur, Udaipur, Kota
and Ajmer — Rajasthan further
strengthens its identity as one
of the most technology-
enabled states in India.

Most recently, Rajasthan
Chief Minister Ashok Gehlot
was in the news for enjoying a
drive on the virtual track at a
digital museum during a visit
to the Bhamashah Technohub
and State Data Centre. The
Chief Minister was impressed
with the virtual reality

technology and tried his
hands on virtual games
including football and cricket.
He also monitored the

progress of start-ups working
in the domain of artificial
intelligence, robotics, 3D
printing and XRVR
technologies.

Whereas, in the area of
cybersecurity, Rajasthan
Police plans to hire cyber
experts to tackle cyber crimes
and criminals, and have
asked the state government
to form an agency that’s
well-equipped to handle these
new-age criminals.

Speaking at the recently
organised Technology Sabha
in Jaipur, Bulaki Das Kalla,
Minister for Energy, Public
Health & Engineering, Ground
Water, Art, Literature, Culture
& Archeology, Government of
Rajasthan, informs, “The need
to adopt new-age toold is the
need of the hour. Technology
has brought in huge changes
within governments and in the
lives of people; and Rajasthan
has set a good example in this

area. For instance, we have
brought in a completely
transparent system for farmer
loans and Aadhaar based
biometric authentication.
Furthermore, we have
ensured internet connectivity
in every Gram Panchayat.
We are well aware of the
tremendous potential of
technology and we will
continue to leverage that.”
Abhay Kumar, Principal
Secretary, Department of IT &
Communication, Government
of Rajasthan,, says, “In our
farmers loan waiver scheme,
we used Aadhaar based
biometric authentication
system, which helped us
streamline the process. We
have 60,000 e-Mitra Kendras
across Rajasthan. We also
have a state-wide GIS
platform and are ensuring
that our schemes leverage this
platform. Moreover, Rajasthan
has set up one of the most
modern data centres in India
and are now in the process of
setting up Command and
Control Centres (CCC) at

district headquarters.”
Explaining how Rajasthan
is using emerging
technologies to strengthen
eGovernance, Ambrish
Kumar, Commissioner &
Special Secretary,
Department of IT&C,
Government of Rajasthan
pointed out that end-to-end
thought process is still
missing in eGovernance. He
emphasised on paperless
processes. Interestingly, he
also shared that Rajasthan
has the largest I'T workforce
among all Indian states.

Tech in use

Committed to ensure
effective and efficient service
delivery, Government of
Rajasthan introduced a
revolutionary platform, e-
Mitra which provides access
to all citizen services till the
last mile. E-Mitra centres
provide numerous
government and private
services under a single roof.
Havinglaunched more than
45,000 e-mitra centres in all 33
districts of the state,
Rajasthan Government has
ensured real-time access of all
services at the doorstep.

In order to make Rajasthan
the torchbearer of the 'Digital
India Mission, the state has
introduced e-Mitra Plus. Itis a
cutting-edge computerised
kiosk that offers easy access
to more than 300 government
and private services.
Technological advancements
in e-governance have made
unhindered service delivery
possible for every citizen of
the state through e-Mitra Plus
kiosks. This one stop service
delivery touchscreen kiosk is
fully automated with no
manual intervention required.

Effective eGovernance
requires interlinking and
interoperability between

software platforms being
developed by various
departments. It is
therefore essential that
various data masters
like administrative
boundaries,
demographical, socio-
economical parameters
and naming conventions
are common across
platforms being
developed. Department
of IT and
Communication has
created a State Central
Master Data Hub
(Rajmasters), wherein
the control of masters
for the purpose of editing
and additions/deletions
would be vested in the
department concerned,
and the rights for
viewing and
consumption would be
available to one and all.
For illustration, in case
of village masters the
right for editing would be
with Revenue
Department and in case
of masters pertaining to
PRIs, Panchayatiraj
Department would be
the nodal department.
Henceforth, it is enjoined
upon all the departments
toleverage Rajmasters
for the purpose of
masters and no separate
master would be created
in the individual
application. In case a
particular master is
required which is not
available in Rajmasters,
the department
concerned would be
allowed to create the
same in central
repository, rather than in
own application.
Rajmasters is the
only system of its kind in
the state which provides

In our farmersloan waiver
scheme, we used Aadhaar
based biometric
authentication system,
which helped us
streamline the process. We
have 60,000 e-Mitra
Kendras across Rajasthan.
Wealso have a state-wide
GISplatformand are
ensuring that our schemes
leverage this platform.
Moreover, Rajasthan has
set up one of the most
modern data centresin
India and arenow in the
process of setting up
Command and Control
Centres(CCC) at district
headquarters

Abhay Kumar,

Principal Secretary,

Department of IT &

Communication,
Government of Rajasthan

Rajmasters are
availableasa
service,canbe
easily integrated
across the
applications

central repositories of
masters to all state level
applications. Rajmasters are
available as a service, can be
easily integrated across the
applications.

Another initiative, the
Integrated Shaladarpan
Portal is a bilingual,
workflow based user-
friendly Online School
Monitoring System, which is
being used to capture and
update regularly, schools,
teachers/staff, students and
schemes related information
of all government schools. It
has become the backbone for
the critical processes and
decisions from planning,
school operations, teacher
staffing to implementation
and monitoring of various
schemes.

Widely appreciated as the
“Model School MIS”,
Rajasthan Integrated
ShalaDarpan has updated
information of over 85 lakh
students and over 3.75 lakh
staff of more than 65,000
government schools in the
state. This centralised
transparent data visibility
allows the department to
keep an eye on important
challenges like the pupil
teacher ratio, absenteeism,
vacant positions, low
enrolment, inadequate
infrastructure facilities,
budget requirements etc.
School, district and state
staff have a higher
accountability of their jobs
because it is extremely
simple to figure out the
bottleneck for any
implementation. For
example, if a school does not
have a playground, the land
allocation process, the
application status, fund
deployment, etc can be
completely tracked on
ShalaDarpan.
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Technology transforms Niti Aayog's
Aspirational Districts program

RAMA KAMARAJU, Sr Consultant, Office of CEO, Niti Aayog shares the early success of this ambitious program and how
technology enables these most backward districts to gear up and become the best national districts in the next five years

Sandhya Michu

sandhya.michu@expressindia.com

teering the
'"Transformation of
Aspirational
Districts' program to
effectively transform 115
backward districts across
the nation, Niti Aayog says
technology has been the
backbone of this mammoth
program. From data
collections to data analysis,
monitoring and managing of
this program on a real-time
basis, is encouraging these
backward districts to aspire
and become the best national
districts of the states in the
next five years.
Rama Kamaraju, Sr

Consultant, Office of CEO,
Niti Aayog, who was
speaking at the 26th edition
of Express Computer's Tech
Sabha in Jaipur says, “The
‘Aspirational District
Program’ is a Modi
Government scheme that
ranks them on five main
themes — health and
nutrition, education,
agriculture and water
resources, financial
inclusion, and skill
development. We measure
the reforms in these districts
on areal-time basis, verified
by third parties. This way, the
district collectors of these
aspirational districts get to
know in real-time how they
are doing, and what they can

learn from other districts.”
Under the program, 115
districts from across 28
states have been selected
where states like Delhi, Goa
and Union Territories are not
apart of this program. This
program is different from any
of the programs carried out
by the previous governments.
Ateam has been identified
comprising of senior joint
and additional secretary to
Government of India,
principal secretary from the
state level and district
magistrates. This ground
team carries out
interventions and
development work in a
focused mission mode
manner so they can make the

best national districts in the
next five years. “Nudging is
the new concept for
influencing a behavioural
change in the society. This
dwells around the socio-
economic parameters and
ease of living of citizens at
the district levels. We are
also applying newer concepts
and technologies to this
program and making
districts compete with each
other on a real-time basis.
This is fostering development
in a quick and sustainable
manner," Kamaraju informs.

Apart from sharing the key
responsibilities of various
stakeholders and early
response of this program,
Kamaraju highlights the
technical aspects for
monitoring and management
of the aspirational district's
program. He says, “ Niti Aayog
has created a dashboard for
monitoring real-time progress
of districts. Each district has a
mandate to update the
dashboard on a monthly basis.
This data helps in
exemplifying the spirit of
competitive federalism.
Moreover, other districts can
learn from each other's
experiences using the "Best
Practices" document that NITI
Aayog has prepared and
circulated to the district
collectors.”

Kamaraju also
emphasises on the need for
the states to become agents
of change, and for each state
to compete with and learn
from one another. According

to him there were many
districts across Indian
states that were keeping
the country backward.
Technology has helped in
connecting, monitoring
and maintaining the
records of these different
districts located in highly
remote areas. “One of the
biggest challenges was
measurements and
monitoring of the progress
of this program. Since this
program has the high
attention of PM and all the
CMs of states are actively
involved, the progress of
the program gets regularly
monitored and revived by
seniors officials. Another
challenge was data
collections. The real-time
dashboard has made
districts information
officers responsible for the
data entry with the
technical help from NIC.
Now, we can say it is one of
the cleanest and available
data to have access to all
the decision-makers. This
data is available in the
public domain which is
monitored in tandem with
other offices.”

Niti Aayog, along with
NIC and technology
companies, are improving
the quality of data getting
generated and entered
online. Training and
skilling of the data
operators have been
improving.

He also points out the
high aspirations of the

Wemeasure the reforms
inthesedistrictsona
real-time basis, verified by
third parties. This way, the
district collectors of these
aspirational districts get to
know in real-time how
they aredoing,and what
they canlearn from other
districts

Rama Kamaraju,

Sr Consultant, Office of CEO,
Niti Aayog

Niti Aayog, along
with NIC and
technology
companies, are
improving the
quality of data
getting generated
and entered online

various districts which
are adopting latest
technologies and
resolving hard socio
economic problems
related to education,
health, and nutrition.
With the help of
technologies some
districts are solving
issues like school drop
out rates and improving
learning outcomes.
Kamaraju gives an
example of how
Khandwa, an
aspirational district of
Madhya Pradesh is
using technologies such
as lok Sevak app, e-
attendance and field
monitoring tools using
geotagging covering
workers of 12 different
departments of the
government using this
application in collecting
thumb impressions for
e-attendance. He also
adds that a district in
Ranchi and at Banka in
Bihar, the issue of lack
of teachers due to
remotely located
schools has been
bridged with the help of
applications in the
regional language.

Kamaraju encourages
various government
departments to support
the program through
awareness and seek
feedbacks on making
this program more
technologically
advanced.

Why cybersecurity should be apartof
our everyday conversation

PADMA JAISWAL, Secretary IT, Puducherry highlights the importance of cybersecurity in the success of eGovernance
initiatives

Moumita Deb Choudhury
moumita.choudhury@expressindia.com
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uducherry has always
been a coast of
opportunities and
development. With a
good per-capita growth, the
Union Territory is focused on
the growth of many
government flagship programs
and mission-mode projects.
Padma Jaiswal, Secretary
IT, Puducherry focuses the
importance of cybersecurity in
the success of eGovernance
initiatives. She also
emphasises on the need for
spreading awareness on
cybersecurity. “Cyber security
isnot being discussed much
and the awareness and
popularisation of the
particular term and concept is

N

not much till date, although it is
very important given the wave
of emerging technologies.
Technology is part of our
everyday lives,” says Jaiswal.
Social media has become
an important part of our
culture now, in fact the
internet has set a different
level of engagement with
technology altogether.
“Although we are so involved
in social media, but how
frequently do we consider the
proposition of cyber threat?”
she points out. “As per the
United Nations, cyber threat
is a mightier threat than
terrorism,” Jaiswal informs.
“We do not realise the
magnitude and gravity of the
particular problem. It
affects everyone, at an
individual as well as the

organisational level and at
the level of the state and the
country at large,” mentions
Jaiswal.

“When we talk about
wireless connectivity- the
WiFi and bluetooth generates
enormous data, and it can be
misused by any 'bad guy'
through a particular link.
Crime is huge in dark web and
deep web. Big startups are
operating in cyber crime
issues, they are engaged in
hacking processes and
designing various algorithms
so that they can capture the
data going into the network.
Just imagine if someone acts
as aturncoat. Insuch a
scenario are we able to
maintain the confidentiality,
the availability, reliability of
the data which is flowing in

the network?,” she puts forth
an open question. To which
she answers, “We have to be
extremely careful.”

Referring to Puducherry,
Jaiswal says, “We have a
state-of-the-art data center
here, but we have to
encapsulate with proper
firewalls to secure the data.
Also, we have to encrypt the
data at the the hardware
level, at the software level, at
the application level, and at
thelevel which is flowing in
the network.” In Puducherry
“we have seen attempts
made by the hackers to
accesses some sensitive
data,” she stresses.

She further emphasises,
“In various organisations,
the servers of different
workstations are connected
to a central server. The threat
actors are always at the look
out compromise the weakest
link in the organisation. With
the coming of the IoT and and
the plans of the Government
toroll out 5G by the
Government of India, there
will be an array of connected
devices with sensors. These
devices will be connected
with other devices where
there will be information
sharing. Are we ready to cope
up with the challenges? Let
me tell you, we are alittle
weak when it comes to
cybersecurity. When we deal
with the companies in the
private service sectors, the
coding is done for the
benefits of the applications,
but cybersecurity is not
installed. It is not considered

central to the application,
it is still the after thought.
But I think cybersecurity it
should be part of our daily
dining table discussion.
Till now people are not
aware of the
complications. Be it the
banking, insurance,
hospitality or the
education sector, so many
compromises of data is
occurring and so much
information is being
breached. That is why we
have the data protection
act now giving way to
localisation of data.”

Reminding that it is only
after abreach has
happened, we become
conscious about
cybersecurity, but the case
should the other way round,
Jaiswal states, "When it
comes to the state
establishments, the military
installations, transport
infrastructure, power
infrastructure- where there
are smart grids and smart
meters we taking the help of
online connectivity. So in
this way we are totally
online these days and hence
the surface area of attack
has also increased.”

Accordingto Jaiswal this
kind of attack cannot be
tacked by by the government
alone. “We have to take the
help of the service providers
who are collaborating with
us and we have to spread the
education and awareness
for the common good,” she
explains.

As aprecautionary

Cyber security is not being
discussed much and the
awareness and
popularisation of the
particularterm and
conceptisnot much till
date, althoughitisvery
important given the wave
of emerging technologies.
Technology is part of our
everyday lives

Padma Jaiswal,
Secretary IT, Puducherry

Social media has
become an
important part of
our culture now, in
facttheinternet
has set adifferent
level of
engagement with
technology
altogether

measure in Puducherry
they have installed an
alert system for the
transactions done online,
which is part of the data
systems. "Our data center
operator can track if any
kind of deflation happens
in the pattern of the
transactions. And case of
any anomaly, it is
communicated to our
response system whereby
a suitable action is taken
against the hacking,”

she says.

“Hackers are also
always trying their best to
outwit the algorithms
done by us. So artificial
Intelligence and robotics
isused in our data
centres to avert attacks,”
affirms Jaiswal.

Speaking about
another upcoming
technology, quantum
computing, which is still
in the labs, Jaiswal sums
up, "It uses molecules at a
nano level to operate at
an exponential speed,
and if this kind of
computing is applied
then all the encryption
keys that we have can be
hacked. Today there are
threats from all corners,
young tech-savvy minds
are generating all kinds
of algorithms. I do not
intend to sound like a
dampener to digitisation,
but we should talk more
about cyber security and
it should definitely be a
part of our day to day
conversation.”
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A PPP based multi-stakeholder
approach key to the success of GSTN

PRAKASH KUMAR, CEO, GSTN says, GSTN being formed on a PPP model, banks and FIs came forward knowing the fact that
it was a section 8 company - a not for profit. This worked well because the board approved good pay scales, which helped in
hiring a talented workforce

By Abhishek Raval

How did you go about
building the GSTN?

One of the important
building blocks was hiring the
right kind of talent. GSTN was
setup as a Public Private
Partnership (PPP), so we
were given the freedom to hire
the talent of our choice. But
GSTN being a new and
unknown entity at that point,
we had to hard sell to get the
required talent.

The second aspect was the
absence of law and business
process for GSTN. Ijoined in
October and the maiden
business process on
registration and payment was

Key to the success of
Passport Seva Office

THE SECRET TO the success of the Passport Seva
Office (PSO) has been taking care of the ecosystem
that has been built to deliver the services

Abhishek Raval
abhishek.raval@expressindia.com

he Passport Seva
office (PSO) under
the Ministry of
External Affairs
has attained phenomenal
amount of success. The
numbers speak for
themselves. The citizen
satisfaction index at the
passport seva kendras
(PSKs) has been more than
95 per cent; the system
availability has been 99.99
per cent; the 24X7 call
centre supports 17
languages. The Passport
Seva Office has issued more
than 7.5 cr passports till
date with having issued
over 1.22 crore passports
only in 2018.The secret to

G
S
T

rolled out in December.

The biggest challenge at
that point in time was that the
big system integrators (SIs)
were unwilling to quote. We
requested Chandrashekhar,
who was the NASSCOM
president then, to setup a
meeting with them to find out
the reasons for their lack of
interest in bidding for the
GSTN project. The reason was
the delay in payments to Sls
for the ongoing government
projects. For the same reason,
close to 5000 cr worth of IT
projects were not moving
ahead. Until then the
payments to I'T vendors was

the success of the PSO has

been taking care of the and including more
ecosystem that has been services for the citizens.
built to deliver the services. ~ With efficiency, assurance,
They haven’t been left feedback, ease of doing
alone and have been business and that’s where
provided with all the therole of emerging
required support including  technologies comes in. The
state of the art PSKs, Passport Seva Office is
trained manpower, using Al, ML, cloud and
grievance handling and blockehain. It is working
feedback mechanism. with various state

“Today any citizen can government departments to
directly tweet me or the use blockchain for doing

hon’ble minister about his
grievance and it will be
solved swiftly,” says Golok
Kumar Simli, Principal
Consultant, Chief of
Technology, Passport Seva,
Ministry of External
Affairs, Govt of India.The
PSO has been proactive in
thinking about taking their

services to the next level

police verification in a
faster and secure way. The
deployment architecture is
such that the emerging
technologies can be readily
built over it. For example,
cloud is being used to
connect various consulates
and embassies from across
the globe.

made after the hardware and
software requirements are
met. For example, the VAT
Department in Punjab was
using the VAT system for more
than three years, except for
one tax office, which had
connectivity issues. Not a
single penny was paid to the
vendor. After the meeting, we
decided to follow the
milestone based payment
practice. Accordingly,
payment was staggered based
on hardware, software
delivery time. This found a lot
of acceptance by the vendors.
We also did multiple rounds
of meetings with OEMs, who

ultimately supply to the SIs
and based on the suggestions,
the RFP was finalised, which
became a model RFP for other
government departments to
follow. The Government
e-Marketplace (GeM) has
adopted GSTN’s RFP model.

How is GSTN different
from other Government
agencies?

GSTN was moved from an
ownership model of being a
private organisation to a
public private partnership
(PPP) model. The credit for
the company architecture
design should go to Nandan
Nilekani and his group of ten
executives.

Since it was a PPP, who
would be the stakeholder
from the private sector?

Banks and FIs came
forward knowing the fact that
it was a section 8 company —a
not for profit. This worked
well because the board
approved good pay scales,
which helped in hiring a
talented workforce.

Please discuss the market
study before designing
the technology architecture
of GSTN?

We studied Facebook,
Google, UIDAIL Income Tax,
passport system, etc. The

PSO: A BRIEF

190

Indian Missions using the PSP system

14 lakh+

Passports issued annually

1.5 cr+

Passports issued till date

1.22 cr

Passports issued in 2018

> 95 per cent

The citizen satisfaction index at the
Passport Seva Kendras (PSKs)

99.99 per cent

System availability

17 languages

The 24X7 call centre supports

20,000+

Calls/day

100,000

SMS messages/day

65,000+

Citizens serviced daily at PSKs

2 cr+

Online hits/day

20k+

Mobile app hits/day

problem was we didn’t have
an estimation of the number
of registrations and signups
on the platform. It was
about keeping the

system scalable. Proper
margins were kept for
accommodating growth.
Our hunch was right; the
growth of registrations on
the platform has doubled
over the last two years. It
was over 64 lakhs in 2017,
which has shot up to

1.23 erin 2019. To give a
perspective, in the IT
department the annual
growth is just about 7-8 per
cent. If we had not kept the
system scalable, we would
have been in deep trouble
by now.

Dr Pramod Verma was
the chief architect of the
GSTN system. He has also
architected the UIDAI and
the NPCI platforms. GSTN
is run completely on open
source. No black boxes. It
would have been an easier
path to take to host GSTN
on a proprietary platform,
in the initial phase but we
took the difficult path of
designing it all on our own.
All the modules are
designed such, thata
particular module can be
replaced without
disturbing the system. It’s a
micro services based

Rajesh Narang

Oneoftheimportant
building blocks was hiring
therightkind of talent. GSTN
was setup as a Public Private
Partnership (PPP),sowe
were given the freedomto
hire thetalent of our choice

Prakash Kumar,
CEO,GSTN

GSTN was moved
froman
ownership model
of beinga private
organisationtoa
public private
partnership (PPP)
model

Digital lcons

Golok Kumar Simli, CTO, Passport Seva and
Dr Rajesh Narang, CTO, GeM honored as
Digital Icons

Golok Kumar Simli

architecture, wherein
everything talks to each
other, running on x86
hardware.

How can the working
model of the GSTN be
replicated for other
government projects?
The Government had
setup a National
Information Utility (NIU)
under Nandan Nilekani
and GSTN was the first
NIU. It entails having a
talented workforce who
can talk to the vendors on
a one-to-one basis, with a
hands-on technology
experience. Otherwise
the Government agency
has to just accept what is
being given to them. For
example, our head of
technology has worked
with Yahoo for along
time, when the Hadoop
technology was being
built. He was a part of the
team. He in fact guides
vendors in the software
development. We didn’t
had such people when I
was working with
Ministry of Electronics
and Information
Technology (MeitY) long
back. We were at the
mercy of the vendors
and whatever was
given to us.

orecognise the untiring and
Thumble efforts of the CTOs or

CIOs who have played a vital role
in the success of scalable tech
platforms, Express Computer, an I'T
business magazine from the Indian
Express Group, created the Digital [con
Award. Express Computer conferred
these awards to two brilliant
technocrats, Golok Kumar Simli, CTO,
Passport Seva and Dr Rajesh Narang,
CTO, GeM

Thanks to the huge digital drive that
the Indian Government has taken, India
has many digital successes. One huge
success is the Passport Seva project,
which is one of the best examples in how
digital technologies can truly transform
the life of the common citizen.

The Digital Icon Award is given to
individuals who have using technology
raised the bar for efficiency in delivery of
e-governance services. Passport Seva, in
our view, is a perfect example of digital
transformation and has helped in
reimagining the process of how
e-governance services can be delivered.

Recognising Mr Golok Kumar Simli’s
(Chief of Technology, Passport Seva,
Ministry of External Affairs) superlative
efforts in establishing Passport Seva as a
premier platform for providing Indian
citizens with the best customer
experience in getting and renewing their
passports with the help of emerging

technologies, Express Computer
conferred the ‘Digital Icon’ Award to him.
Similarly, recognising
Dr Rajesh Narang's superlative efforts
in establishing GeM as a technology
platform that is comparable to the
best in the world, Express Computer
conferred the 'Digital Icon' Award to
him. GeM, in our view is a perfect
example of digital transformation and
has helped in reimagining the process
of e-procurement. From bringing in
standardisation in technical
specifications to the time bound and
efficient process of bids, GeM has
truly set a standard in the global
e-procurement space. GeM has also used
emerging technologies innovatively to
bring about improvements in efficiency.
Understanding the technological
excellence in building and scaling this
platform to a level of unmatched scale
and quality, that truly deserves credit,
we believe that GeM under his
leadership as a CTO has truly emerged
to be a global platform that should rank
among the best in the world in terms of
technology architecture and vision.
This award was given to Golok Kumar
Simli and Dr Rajesh Narang at the
premier e-governance platform,
Technology Sabha in Jaipur. The award
was conferred by Prakash Kumar, CEO,
GSTN and Srikanth RP, Editor,
Express Computer.
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Planning for cities of the future

A DISCUSSION ON why it is so important to protect the identity of cities before making them smart-fortified

" Bl S

L

L-R: Garima Mittal, CEO, Faridabad Smart City; K Rajasekhar, Head — Centre for Data Governance and DDG, NIC; Alok Ranjan, CEO, Jaipur Smart City

Vishwas Dass
vishwas.dass@expressindia.com

he recent Tech
Sabha conclave in
Jaipur saw Smart
City CEOs share
their views on planning for
cities of the future. Garima
Mittal, CEO, Faridabad, Smart
City said, Smart City Project

said, “Itis a light house
because everyone is looking
at these cities to get the
directions on how to make
cities smarter.” She also
spoke about bringing in ease
of living by improving services
such as water, sewerage,
electricity and waste
management.

Emphasisng on the fact

that smart cities should be
known for their unique
identities as well and should
not solely rely on the
technology, Mittal stated,
“Faridabad city’s identity is
Badkal Lake which would be
rejuvenated to bring
happiness and positive
outcome for the citizens.” She
gave an example of Panchkula

where people take care of
their parks and how they
maintain impeccable
cleanliness. She pointed out
how a huge steel-made ‘I Love
Faridabad’ structure was
erected at a place in the city
and after enquiring about that
she learnt that the concerned
authority wanted to emulate
the same structure put up in

Singapore. Mittal said for
developing any smart city,
copying of some initiative
should be avoided and instead
the local identity of that
particular city should be kept
in mind. “I believe in the next
10years, we will have
something that is our own
which we feel like we
belong to and which is our

own smart city. There is
also aneed of soul searching,”
she remarked.

According to Alok Ranjan,
CEOQ, Jaipur Smart City,
technology should address
challenges involved in
improving potable water and
sewerage network. ‘Jaipur is
an old city and recently it was
conferred with a UNESCO
award mainly because the city
was able to maintain its
heritage tag for a long
period,” he pointed out.

Ranjan admitted the
improving the life of citizens

Smart cities
should be known
for their unique
identities as well
and should not
solely rely onthe
technology

is amajor challenge, and laid
emphasis on making
technologies sustainable. He
said that Jaipur being the
ninth biggest city in the
country is facing water
scarcity, and stressed on the
need for improving the
quality of life of people by
strengthening basic things
like availability of water,

How emerging technologies can
transform eGovernance

SENIOR GOVERNMENT OFFICIALS from different states share their views on how new age technologies like Al and
analytics is bringing about a transformation in various eGovernance processes

S

L-R: Raghavendran Kandaswami, Head Practice — Public Sector, Al & Analytics, SAS India; Rama Rao Atluri, Executive Director, Andhra
Pradesh Power Generation Corporation; Sarvesh Singhal, CEO, JAP-IT & Director, Space Applications Centre Jharkhand, Dept of IT &
eGovernance, Govt of Jharkhand; P. Sita Ramanjaneyulu, Transport Commissioner, Andhra Pradesh; Ajay Kaul, Director & GM -
Government Business, Dell EMC; and Prashant Bhatia, Vice President- Enterprise Sales, Vertiv India

Moumita Deb Choudhury
moumita.choudhury@expressindia.com

merging technologies
are transforming
various processes of
e-governance across
the country. At the recently
organised Tech Sabha 2019 in
Jaipur, senior officials from
different states shared their
views on the transformative
power of new age technologies
to deliver citizen services
better. The esteemed
panelist included P. Sita
Ramanjaneyulu, Transport
Commissioner, Andhra
Pradesh; Sarvesh Singhal,
Special Secretary, CEO,
JAP-IT & Director, Space
Applications Centre
Jharkhand, Dept of IT &
eGovernance, Govt of
Jharkhand; Prashant Bhatia,

Vice President- Enterprise
Sales, Vertiv India;
Raghavendran Kandaswami,
Head Practice — Public Sector,
Al & Analytics, SAS India;
Ajay Kaul, Director & GM —
Government Business, Dell
EMC; and Rama Rao Atluri,
Executive Director, Andhra
Pradesh Power Generation
Corporation .

Ramanjaneyulu points out
that the whole development in
Andhra Pradesh has been in
bits and pieces. Holistic
integration has not yet taken
place. "I will keep myself to the
transportation department. In
the last three years, services
of the transportation
department has been taken
online. So except for the
fitness certificate, everything
is online. Citizens can procure
their learner's licence,

renewal of incenses, payment
of life taxes, their quarterly
taxes online. There are issues
and we keep addressing them
through the service provider."

"I realised that if the
solutions are not useful to the
citizens then it is going to
fail. Over a period of time
there are certain
applications which has been
integrated with Aadhaar,
Vahan, Sarathi or the
insurance, but the challenges
we face is that citizens are
finding our solutions slow. At
times they are not able to
access the Aadhaar, because
Aadhaar process in itself is
slower. Whenever there is
multi-integration with
various solutions, there is
bound to be some problems.
ButI am sure, in the next
three to five years this

problem is going to be
soughted out. All that we can
say is that it has been useful,
and it has become a greater
success because, primarily
the end users have found it
useful," he added.
Contributing on the
ongoing discussion on
transport, Kaul said, “One of
the areas that comes to my
mind related to transportation
is the intelligent traffic
management services that is
being looked into by almost
every state today. Now instead
of relying on manual shifting
of the signal lights, with the
help of intelligent traffic
management, you can figure
out the traffic load and
accordingly manoeuvre the
lights. Very simplistic
example, but imagine the
impact? It will just not be a

boon on the fuel front but also
the pollution aspect as well.
Also cameras can scan the
vehicles including its
registration numbers and
immediately action can be
taken in case of breach of
rules. In a country like ours,
we need to have, these
solutions, which will
automatically enforce a
peaceful way of vehicular
traffic on the roads.”

When the moderator
Srikant RP, Editor, Express
Computer/ CRN, requested
Singhal to site some examples
from Jharkhand, He promtly
replied, “From ICT
perspective, Jhakhand is
doing very well, for which
there are hundred of
examples. Due to technology,
efficiency and transparency
has increased and services
are delivered from door-to-
door. For instance, earlier
there were a lot of
embezzlements in the land
records, wherein the same
land was sold several times to
different people, but now this
has reduced due to technology.
Colleges and educational
institutions where admissions
are happening online,
everything has become
extremely transparent. Third
is the food and civil services,
earlier there were a lot of
hassles in the PDS systems
and the actual needy who
were supposed to get the
benefits, were not getting it,
but now with technology
implementation, there is alot
of transparency and benefits
are reaching the right person
to a great extent. These are
few of the many examples. In
the IT domain Jharkhand is
doingreally well.”

Almost all the government
departments use Al and
analytics to combat fraud or
mitigate inefficiency. On this
front, Kandaswami claimed,
“Alot of states have been

using SAS' fraud management
solutions, which effectively
uses alot of techniques to
detect potential frauds. In
Rajasthan, SAS' solutions is
effectively used by,
department including
commercial tax, excise, land
records and registration and
transport. Andhra Pradesh is
also a SAS customer, and use
the solution specifically for
prevention of fraud in
transport. You will be
surprised to know that not
many developing states use
analytics at a level that we do
here in our country. The state
of AP approached us and

Almostallthe
government
departments use
Aland analyticsto
combat fraud or
mitigate
inefficiency

asked if there is a way
through which the quality of
education can be measured.
When we took this query to
the US office and asked if
something like this can be
delivered, they love it and said
this is unique.”

Bhatia said, “When I
participated in Technology
Sabha in its initial years, the
government stakeholders,
were talking about state
datacenters. The requirement
they were talking about is 30-
40 racks or servers, for which
they had to build a complete
infrastructure, but today we
have created a technology
where there is no requirement
to invest in the physical
infrastructure, we have
intelligent racks which
comes packed with fool proof
equipments.”

network of drainage, better
roads among many others.

Highlighting that smart
cities should have relevant
data of different things like
road being one of them, he
stated, “If proper data is
available with the concerned
authority, road digging can be
reduced effectively and
efficiency can be brought in
the civilwork.”

Reminding that I'T alone is
not going to solve all the
issues, K Rajasekhar, Head —
Centre for Data Governance
and DDG, NIC said, “When IT
and [oT are used one should
not end up in silos and to avoid
that one needs enterprise
architecture along with data
governance to avoid
redundancy and misuse of
data.” When one talks about
data governance, there is a
need to facilitate
interoperability of protocol of
standards otherwise there is a
chance of ending up in silos.
He underlined how a
particular country has
converted solid waste into
energy which is an example of
sustainable development.

“By doing this, the health
and sanitation problems were
addressed,” he said.

Rajasekhar laid emphasis
on having a framework to
make sure cities should not
copy each others’ technology
initiatives.

Atluri emphsised, “We have
built the fibre infrastructure
across the entire state of AP,
and this infrastructure is not
only for entertainment,
education and surveillance,
but also to provide real-time
governance. for instance,
Tripleplay services are being
provided to every household in
AP. Today our count is about
10lakh customers online. We
will be providing IPTV,
broadband, and a landline
telephone to every house at
%49 per month. This initiative
is to provide connectivity at
every household. In addition
to this, with the same
infrastructure, we are
providing, 20,000 CCTV
cameras across the state, to
help the police department
avoid traffic violation and
crimes. In other departments
we are using analytics, to
provide information on the
condition of the road. An alert
will go real-time to
government centres in case a
difference is spotted in the
condition. It is also applicable
for dustbins, graphiti on the
walls or other such conditions.
It is pure analytics, where
comparisons are done from
the previous frame to the
present frame.”

The moderator then
raised a pertinent point, “No
one wants to be the guinea
pigin adopting emerging
technologies, in such a
scenario how do you provide
reference or use cases to invest
in a certain technology?”

To this, Atluri said that the
requirement has to addressed
by the industry. While Kaul
concluded, “Talking on behalf
of the industry, it is a business
problem and a business need.
The business idea has to come
from the government body,
referring to the services
they require, and then the
industry will try and come
with the solutions.”
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With digitisation, Piaggio’'s workforce now

has more value-added responsibilities

DIGITAL HAS BEEN a part of Piaggio's strategy in recent times. As part of the digital journey, the company is taking the
enterprise applications closest to the customers so that the relation between Piaggio and end customers is further fortified

Moumita Deb Choudhury
moumita.choudhury@expressindia.com

Ithough vintage is

coveted when it

comes to motor

ehicles, but that

certainly cannot be the design
when it comes to the
technology that fuels it or nor
can it propel its maker’s
organisation.

Modernising the core of
technology which drives the
digital transformation of an
organisation is imperative,
believes Abhinav Srivastava,
CIO, Piaggio Vehicles Pvt Ltd.
The company’s core technology
thus went in for a makeover
and it was revamped, followed
by being populated with other
functionalities. “If you wish to
drive organic digital
development then the core
cannot be inorganic, simple!”
he exclaims.

Digital has been a part of
the company’s strategy for the
past one and a half years. As
part of the digital journey, the
company is taking the
enterprise applications

closest to the customers so
that the relation between

Piaggio and end customers is
further fortified.

Key to bump-free
digital ride

Piaggio is looking at
making its Dealer
Management System (DMS)
available on the mobile phone
platform rendering it
extremely convenient for the
dealers. “Earlier the DMS was
on-premise, then we took it to
private cloud created by us
but now it is being taken from
private to the public cloud and
will result is a significant cost
reduction and a much better
user experience,” he says.

The company has
implemented several
initiatives around digital
transformation on its shop
floor. “Our shop floor
application is predominately
Oracle and we have done
multiple enhancements
around Oracle. A lot of
activities are happening
around SAP wherein we have
moved onto S/4 HANA, and we

are in the process of
implementing Fiori which is
the mobile version of SAP. All
these will be on mobile
platform and be way more
swifter, optimised and user
friendly as compared to the
earlier version,” informs
Srivastava.

Piaggio is also
transformingits sales
processes. “Usually dealer
partners have eight to 10
salesperson while bigger
dealers have about 15-20 sales
persons. Now, one of the key
issues that was being faced by
the dealer was exorbitant
travel expenses incurred due
to the sales travel. The dealer
did not have any visibility in
that in terms of whether the
person is charging the right
amount and this turned out to
be amajor cost for them. We
are thus planning to integrate
our CRM with Google maps
which will enable the dealer to
monitor the salesperson’s
movement with a click of a
button and avoid revenue
leakage at the dealership
level,” he claims.

v i o~
i ’

Inroads with IOT

Mostly organisations use
[0T to improve efficiency
within their shop-floor, or
within their production
facility. Or they use [oT to
provide visibility to the
leaders in terms of data. Or to
reduce cost as far as possible
and automate the operations.

“We are doing all these
three. On shop floor, we have
implemented SCADA systems
and PLM systems at the
assembly lines which are all
IoT based. They send data to
their respective applications,
we have now installed a series
of sensors which are
application agnostic because
we did not want to bind
ourselves with any technology.
So irrespective of any
application, IoT sensors, they
collect all the data and push
them into the Oracle,” says
Srivastava.

“Also on the floor, for
instance if any staff
accidentally commits a
mistake, the information will
be integrated on the system.
All the information of the
activities are made available
real-time on the system from
across stores and all stations.
In tune with this, the manager
can view real-time status in
terms of the condition of the
vehicle or testing efficiencies
or errors. These are all 0T
based, with sensors and hi-
speed WiFi,” he adds.

Another interesting thing is
the two-wheeler mobile phone
App. “ItisaloT based App for
our two-wheeler customers. It
relays all the information with
regards to the condition of the
vehicle- whether its service is
due, its mileage details, air
pressure condition, the tyre
pressure, etc. The customers
have all the information on
their palms now. This has also
become arevenue generator

for us, since people now are
going for timely service or
are changing and mending
parts of the vehicle,” he
informs.

“We look forward to
enhance the application to
an extent that when a
vehicle part is installed by
the customer, the app is
intelligent enough to access
whether it is genuine or
not. This will give us an
idea of the magnitude of the
counterfeit market and
generate database as well.
It also advertises when
there are some new
accessories in the market.
So some of the technology
will be implemented and
some may not in the long
run, but this is the vision,”
he asserts.

Future roadmap of IT
implementation

According to
Srivastava, next year it is
going to be the year for
data and after the data
stabilises, will come Al and
ML. “By the second half of
next year we will start
embracing Al and ML.

We want to get the
fundamentals right now.
We want to get our data
into shape so that we can
fit Aland ML into it,”

he says.

However, Piaggio is
doing a significant amount
of work around RPA. “In
one of our processes we
have to keep arecord of the
trucks in which the raw-
material comes. The driver
has to go through several
rounds of manual checking
of papers and data entry
which leads to a significant
amount of delay. Again the
details are separately fed
into the SAP. However, we
are planning to integrate

The company's core
technology thus wentin
foramakeover andit was
revamped, followed by
being populated with
other functionalities.

If you wish todrive
organic digital
development then the core
cannot beinorganic,
simple!

Abhinav Srivastava,
CIO, Piaggio Vehicles PvtLtd.

The company has
implemented
several initiatives
around digital
transformation on
its shop floor

the entire process
through RPA. With this,
once the truck driver has
arrived, the installed
sensors accesses the
weight of the vehicles; the
camera will take the
pictures of the truck’s
number plate; and as the
papers are scanned, all
the information will be
put into the system
automatically with the
help of abot at the
backend. So what used to
take 20 minutes of data
entry will take three
minutes now. That is a
mix of RPA and IoT,” he
points out.

The company is
extending this to the
invoicing processes as
well wherein in the SAP, a
botis given an ID, and
because the data has
already been entered
once, the bot again picks
up data from them and
just pastes it in the right
field in the SAP. With this,
the 15-20 minutes task of
processingjust one
invoice will be condensed
to 2-3 minutes.

“In this way the digital
hasreduced a lot of
dependencies on humans,
while at the same time
has reduced or nullified
the scope of human-prone
errors and now we can
engage our people in
more value added
activities. Our leadership
team is extremely pro-
technology and all this is
being possible due to
their futuristic vision. To
revolutionise and digitise
further is the intent and
the genuine aim is to
garner customer
confidence on us through
our digital ways,”
concludes Srivastava.

Shivalik Co-operative Bank takesits core
banking from on-premise to cloud

SHIVALIK CO-OPERATIVE BANK has migrated as many as its 300,000 customers located in Uttar Pradesh and Madhya
Pradesh to the cloud, in an effeort to modernise its banking services

Sandhya Michu
sandhya.michu@expressindia.com

hivalik Co-operative

Bank, which started

small in the district

Saharanpur, has now
emerged to become the first
and largest multi-state

Mobile Banking

Urban Co-operative Bank in
Uttar Pradesh. Shivalik
Bank is not just focused on
being completely technology
driven but has dedicated
itself to become an
approachable solution to all
the banking needs of the
modern Indian user. The

bank is focused on serving
the lowest strata of society
with the best products at the
best prices and the best
technology- driven customer
service, at the same time
being a model employer for
the national industry and
emerging as a global role

model in the small
banking sector.

With cloud computing
becoming a new norm for the
growing base of fintechs and
non-banking players,
co-operative banks face a
persistent threat to their
continuity. In order to stay
relevant and modernise their
banking service, Urban Co-
operative Bank Shivalik has
decided to take its core
banking from on-premise
to cloud.

The company has
migrated its close to 300,000
customers located in Uttar
Pradesh and Madhya
Pradesh to the cloud. For
digitising its banking
services, Shivalik has
partnered with universal
digital banking application
provider Infosys Finacle.
This move will allow
Shivalik Bank to expand its
retail and commercial
banking services online as
well add more new-age
customers to its Kkitty.

Prior to Finacle, Shivalik
has had worked with other
technology providers for its
internet and mobile banking
solution such as Veermati,
Vsoft technologies, and FIS.
“With a large set of customers

using the internet and
mobile banking, it was
imperative for Shivalik to
invest in latest and modern
banking solutions and
match the scalability of the
operation. Implementation
of Finacle’s integrated
digital banking solution is
atransformational leap for
us in taking forward our
digital journey,” says
Suveer Kumar Gupta, MD
& CEOQ, Shivalik Co-
operative Bank.

“We have been
technology-focused bank
and moving to the cloud
will increase business
growth. Currently, we are
opening 100 accounts a
day and we expect this to
grow and our digital
experience will help us in
adding more customers.
We will be rolling out new
services such as BHIM,
Rupay cards, IMPS,
MicroATM to stay
competitive,” says Harsh
Mittal, CFO, Shivalik Co-
operative Bank.

For Infosys Finacle,
Shivalik is the first co-
operative bank customer
where it is offering end to
end banking solution.
Undoubtedly, Infosys

Withalargesetof
customersusingthe
internet and mobile
banking, it wasimperative
for Shivalik toinvestin
latestand modern banking
solutions and match the
scalability of the operation
Suveer Kumar Gupta,

MD & CEO, Shivalik Co-operative
Bank

For digitisingits
banking services,

Shivalik has partnered
with universal digital

bankingapplication
provider Infosys
Finacle

Finacle is a dominant
banking technology
provider for large
private and public banks
as well for global banks.
The company intends to
cater to all the business
opportunities be it

large commercial banks,
retail, rural banks,

and co-operative

banks.

Venkatramana
Gosavi, Senior VP, global
head of sales, Infosys
Finacle says, “ Calling it
abold step taken by a
cooperative bank for
taking its banking
solutions overcloud. Co-
operative banks are at
the forefront of driving
financial inclusion and
supporting economic
expansion, with deep
connect and
personalised customer
service. With our
solution, the bank can
rapidly innovate and
rollout products and
services on demand and
easily collaborate with
its external ecosystems,
including fintechs,
digital businesses and
non-banking financial
service providers.”
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CRIS to adopt Al, ML and data

analytics by next year

DIGITALISATION IS SHAPING up Indian Railways and its IT arm, the Centre for Railway Information Systems (CRIS), is

looking to provide a better IT experience to customers and facilitate their travel with technological solutions

Sandhya Michu
sandhya.michu@expressindia.com

th the volume of

data increasing

multi-fold, the

digital arm of
Indian Railways, the Centre for
Railway Information Systems
(CRIS) islooking to start
exploring emerging
technologies like machine
learning, artificial intelligence
and business analytics. This
33-year-old institution is seeing
a 10x surge in collecting data
coming from varied
applications. Currently, CRIS
makes 10 crore transactions

per day. This volume of data
will open the tremendous
possibilities for new
technologies like ML, AL, and

data analytics. “CRIS is making

an endeavour to use these
technologies in the next one
year,” infoms Mukesh Nigam,
Managing Director of CRIS.
Nigam says, “The Indian

Railways services are 165 years
old. When an organisation lasts

more than 100 years, it means

there is something robust about

the organisation, which could
withstand the rigors of time.
When you do digital
transformation of this
organisation, you need to be

careful about both the
processes that get entrenched
aswell as the capacity to react
to changes. When Indian
Railways decided to digitalise,
the model of CRIS was that it
will have domain experts as
well as software professionals.
The domain experts bringin the
culture of the Indian Railways
and the software professionals
use the latest on the IT front.”

Indian Railways started its
digitalisation in the area of
freight business efficiency, to
bring up the profits. This was
followed by Passenger
Reservation Systems. It took a
decade to stabilise the

platform, but once it was
established, the capacity of

CRIS toroll out digital projects

increased multi-fold.
Sharing the example of

Digital PRS, Nigam states,

“When we started, the

counters were not able to keep
the records, so we emphasised

on computerising the data.

Then we realised the need for
creating regional windows for

ticket booking and later
moved to a single window.
Scenarios changed with the
internet regime; it was easy
for our ticketing system to
adapt to internet ticketing.
Presently, 70 per cent of PRS

bookingis done by
e-ticketing. With the
popularity of the mobile
phone and 4G, out of 70 per
cent of our PRS booking, 60
per cent of online booking
is done on mobile phones.
All these innovations were
possible because we went
to a digital platform.”

The PRS has also helped
CRIS to further introduce
digital services for end-
users. Today, CRIS has a
range of in-house activities
such as asset management,
finance management, etc.
The launch of finance
management and
e-procurement applications
have not only sped up the
process and handling of
tenders, it has also played a
role in rolling out GST
effortlessly.

The digitalisation
process has also paved the
way to transparency. When
CRIS introduced these
applications for the Indian
Railways and later rolled-
out a single dashboard for
the consumers as well, it led
to the introduction of
RailDrishti. In the last four-
five months, this has
become popular among
users. The public can see a
plethora of activities and
various parameters of
performance are available
for them to see.

Onreal-time train
information, CRIS has
completely revised the
process wherein the station
master used to inform the
section controller about the
arrival and departure of
trains. This process has
been revised with the

Earlier the systems were
sanctioned project-wise,
and as aresult, lot of our
servers were not getting
used optimally. With
cloud, we saw the optimal
useof servers and faster
roll-out of testingand
launching of applications

Mukesh Nigam,
Managing Director, CRIS

Indian Railways
started its
digitalisationin
the area of freight
business
efficiency, to
bringup
the profits

advent of technology,
especially Edge
Computing and Internet of
Things. CRIS has installed
an antenna on the top of
thelocomotive which
communicates with the
satellite systems set up by
ISRO. This has helped in
getting updates within 30
seconds, along with the
speed of the locomotive. So
far, 4,000 locomotives have
been integrated and
another 3,000 locomotives
will be equipped with
antennas in three months.

“We believe that by the
end of next year, the entire
fleet of trains will have this
RTIdevice and
significantly improve the
train positioning on a real-
time basis,” he informs.

Another area of CRIS’
focus was the usage of
Radio Frequency
Identification (RFID) tag
onwagons and coaches.
With the reduction in
prices of RFID tags, this
project is on roll with
Indian Railways. CRIS is
expecting that every
wagon will have an RFID
tag, which would cover
7,000 odd locations’ status
of the wagons and coaches
to be monitored. CRIS was
also among early adopters
of public cloud.

“Earlier the systems
were sanctioned project-
wise, and as aresult, lot of
our servers were not
getting used optimally.
With cloud, we saw the
optimal use of servers and
faster roll-out of testing
and launching of
applications,” adds Nigam.

How IRCTC 1s makingits hospitality
services more tech enabled

INDIAN RAILWAY CATERING AND TOURISM CORPORATION (IRCTC), the hospitality wing of the Indian Railways, has
been working towards providing all-time connectivity by making its services more digitised

Sandhya Michu
sandhya.michu@expressindia.com

ndian Railway Catering
and Tourism Corporation
(IRCTC), a subsidiary of
the Indian Railways that
handles the catering, tourism
and online ticketing
operations of the Indian
Railways, will be completing
20 years of operations in
September 2019. This
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hospitality wing of Indian
Railways has been taking
initiatives to make rail
journeys memorable for its

customers. Digitalisation of its

services is a focused effort in
this direction.

Sharing how IRCTC is
commencing digital
initiatives at an industry
event in Delhi, Rajni Hasija,
Director — Toursim and
Marketing, IRCTC, says, “In

the last 20 years, IRCTC has
covered along distance in
providing our services to our
guests. IRCTC, being a
hospitality wing, has been
taking a lot of initiatives in
the field of catering. Every
day, we serve around 5.5 lakh
meals a day — this is a huge
number. We have used
technology very well in
providing these services. In
the last two years, we took an
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initiative of e-catering and
at present, we book 25,000
meals a day —which is all
being done electronically.
Meals are being served
through aggregators to
facilitate our customers
and provide the meals
they desire.”

To gain the confidence of
customers, recently, live
streaming of the kitchen has
been done, which is present

on the E-Drishti portal. To
empower this further, the
live streaming has also
been linked to a QR code
solution, where each meal
provided from the kitchen
of IRCTC will be having a
QR code in it. “By
scanning that QR code,
you will be able to visit the
live streaming of that
kitchen. Nothing can be a
better transparent system
than this,” she
emphasises.

The online booking
through the IRCTC app and
other rail travel packages
have been breaking new
grounds.

“Indian Railway has
been a pioneer in using
technology, it started the
PRS way back in 1986.
Now in the year 2019, we
are coming up with stable
technologies for providing
services. This journey
would not have been
possible without the use of
technology. Through sale
of packages we are
earning around 3200-300
crores from the online
services of IRCTC. We are
using technology to
promote and sell our
products. Our ticketing
app is the biggest app. Our
ticketing portal has 5.37
crore active users. Using
the strength of our
database we are
promoting our products

Inthelast 20 years,IRCTC
has covered along
distancein providing
services to our guests.
IRCTC, being a hospitality
wing, has been taking a lot
of initiatives in the field of
catering. Every day, we
serve around 5.51akh
meals aday —thisisahuge
number. We have used
technology very well in
providing these services.
Rajni Hasija,

Director - Toursim and Marketing,
IRCTC

IRCTC's ticketing
portal has
5.37 crore active
users

and sales are happening,”
highlights Hasija.

The service wing is
looking for ways to
monetise the sale of
products and providing an
enriching experience. On
the payment solutions
front, it has launched its
own payment gateway,
iPay. Soon, it will be
coming up with its own
cash card. Facilitating the
customer experience by
providing good services
through the portal is need
of the hour and it is
working hard, even
through its social media
channels.

“In the last two-and-a-
half years, we have gained
popularity on social
media platforms as well.
In2018-19,IRCTC had
around 765 million
mentions, which also
shows that alarge amount
of conversation is
happening through these
channels. Out of the 765
million mentions, 73.6 per
cent are positive mentions
about the services being
rendered and we have
documentary proof of the
services. Travel is an
experience; it begins from
the moment you book
your ticket and for
providing that, we are
using technology like
never before,” affirms
Hasija.
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Uttar Pradesh marches ahead on the
path of digital governance

AT THE RECENT DIGITAL Governance Series organised by Express Computer in partnership with industry leader SAP India,
in Lucknow, senior UP Government officials spoke about how Uttar Pradesh has come a long way in delivering services to the
masses using ICT as an effective tool

Vishwas Dass
vishwas.dass@expressindia.com

he ongoing Digital
Government Series
organised by Express
Computerin
partnership with SAP, saw
senior officials from Uttar
Pradesh Government attend
the event in Lucknow. Speaking
at Digital Government Series,
Pravir Kumar, Chairman, Board
of Revenue, Government of
Uttar Pradesh said that the
transformation which
information technology has
broughtinis unparallel and
unforeseen in Uttar Pradesh.
“The government remains the
biggest consumer and utiliser of
IT services even today because
of sheer volume of work. India is
the second largest country in
the world in terms of population
and if UP were a country; it
would have been fifth largest
country in the world. In terms of
sheer numbers, UP affects the
country in a major way. If it does
well, the country’s development
index goes up and if does bad,
the country’s national average
goes down. The state is an
ocean of opportunities because
of its vastness. There is huge
availability of data in UP
which undoubtedly needs
technology for streamlining
and rolling out services to
crores of its citizens.”
Reminding that nowhere in
the history of human kind, such
big changes have been
witnessed by one generation
alone, Kumar added, “On one
side the penetration and
affordability of internet across
the globe has made the
citizens’ lives easy, on the other
side, people, particularly
children, have become more
addictive to the internet. The
government has been a big
beneficiary of data revolution.
Earlier, the land records,
known as Khatauni, Khasra
and Sajra, were easy to be
tampered with but with the
adoption of technology;, a
considerable number of land
records have been digitised.”
Amit Mohan Prasad,
Principal Secretary,
Department of Agriculture,
Government of Uttar Pradesh,
highlighted how technology has
been revolutionising
agriculture sector and it can be
used not only for the affluent
class, but for the masses,
including those below the
poverty line. “This year UP has
targeted to plant 22 crore tree
saplinigs and for this the Forest
Department had urged the
agriculture department to
disseminate a message
amongst the farmers that free
of cost saplings are being
distributed. The Department of
Agriculture is having the data
of 17.5 million farmers of Uttar
Pradesh and this helped us to
reach out to them and sensitise
farmers about the whole plan.
It was decided that five farmers
of each village across Uttar
Pradesh’s one lakh villages
were sent SMSes who later
spread the word about the
sapling campaign among the
farmers.,” he said. The use of
technology in this case is an
example of how IT can simply
save time and disseminate
information even to the remote
places. He also said though the
technology reduces the human
effort but it cannot replace the
hard work required for a
particular project. “Technology
can be an enabler but not the
substitute of hard work that
needs to be done for execution
of plans,” emphasised Prasad.
The direct benefit transfer
(DBT) was introduced in the
agriculture sector by the UP
Government and it turned out
to be an excellent initiative. As
an instance, the farmers who

Chairman, Board of Revenue, Government of Uttar Pradesh,
Pravir Kumar delivers a speech at Express Digital Governance

Series eventin Lucknow

Sanjay Bhoosreddy, Principal Secretary, Department of Sugar
Industry and Cane Development, Government of Uttar Pradesh

Amit Mohan Prasad, Principal Secretary, Department of
agriculture, Government of Uttar Pradesh

Lovneesh Chanana, Vice President-Digital Government (Asia

Pacific and Japan), SAP

Subrata Das, Senior Director, Public Services and Digital

Leadership, SAP India

Somesh Singh, Advisor, Department of IT and Electronics,
Government of UP gives a presentation on vision of UP
government inimproving citizen services via IT

Sandeep Rastogi, SAP India

used to buy seeds at ¥30 were
told to pay this upfront amount
to the dealers and avail the
subsidy amount of ¥15 by the
UP Government.

Uttar Pradesh Government
certainly appears to have laid
the digital foundation and is
ready to have a next wave of
digital revolution, believes
Lovneesh Chanana, Vice
President-Digital Government
(Asia Pacific and Japan), SAP.
Indicating that the beginning of
integration of government
efforts across departments has
already started, Chanana
stated, “The Government of
India has executed some of the
world's biggest projects like
Aadhaar under which 1.3
billion unique identity
numbers were issued to people
and the sheer volume of
passports being issued to the
citizens.” He pointed out that
India has successfully
executed anumber of IT
projects which the world has
never seen on this gigantic
scale. “The day is not far when
machines would be
communicating to the decision
makers whether to send mails
to the concerned stakeholders

by giving a verbal directive. It
would become a reality soon
and people should believe that
if Aadhaar and other mega
projects can be successfully
executed, it can also be done.
Ten years down the line people
did not believe that someday
they can buy even tomatoes
online but thatis being done
today. The concept of a digital
citizen is already here.
Everythingis on the mobile
and the citizens are now
expecting technology beyond
thisnow,” he mentioned.

ITis a good tool for
governance, it brings
transparency and more
importantly it is accelerating
democracy. Sanjay R
Bhoosreddy, Principal
Secretary, Department of
Sugar Industry and Cane
Development, Government of
Uttar Pradesh said, “The
government and private sector
should work for introducing
more citizen services and any
research being done by the
government institutions should
directly benefit the citizens and
concerned stakeholders. If an
agriculture scientist is doing a
research and if it is not meant

Praveen Tondon, Incharge (coordination), Dairy Development
Department, Government of Uttar Pradesh talks on the role of
technology in maintaining transparency in dairy department

Rajiv Singh, SAP India gives vote of thanks

for the farmers then I believe it
is of no value. The technology
should benefit people and it
should be user friendly.”

Itis important to ensure
that the technology is
foolproof, does not fail and
uptime should be 100 per cent
otherwise the user willbe in a
trouble, pointed out
Bhoosreddy, adding, “As an
instance, the Excise
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Department has developed an
online system for receiving
molasses to produce alcohol
and spirit, for which sugar
millers need to apply online.
But there is a catch. Even
though the process is online, it
would not be completed unless
three officials of different
levels give an online clearance
for doing so. Though we have
spent money to have
technology, we tried to develop
a software but still thereis a
human element to kick start

the process happening.”
Ashutosh Pandey,
Additional Director General,
UP Police, Government of Uttar
Pradesh started his speech by
saying nobody in the world
functions more than the police
but sometimes the police
hogged limelight for all the
wrong reasons. He laid
emphasis on how people face
difficulties in lodging FIRs with
the police across the country.
Pandey talked about the UP
Police’s latest mobile app
christened as ‘UP COP’ which
enables people to lodge FIRs
and avail 27 other services on
their smart phones. It is often
found that the government
often faces difficulties even
after tying up with enterprise
vendors when it comes to
annual maintenance contract
(AMCs). He said for AMCs
government departments have
to spend alot of hard earned
money of the people but for UP
COP, UP Police has developed
its own monitoring cell to save
T51akh per year on AMCs.
Through this app, people can
lodge FIRs in unnamed cases
like automobile theft, chain
theft, mobile theft or cyber

Sanjay Bhoosreddy being felicitated

Praveen Tondon, Incharge (coordination), Dairy Development
Department being felicitated

crime and at the same time
people get the SMS of the FIR
bearing names of the
investigation officer with
his/her mobile number and gets
status of the case like arrest
and final report.

Technology
implimentations at Dairy
Development Department have
gone alongway in helping milk
producers. Praveen Tondon,
Incharge (coordination), Dairy
Development Department,
Government of Uttar Pradesh
said in Uttar Pradesh, almost
85 per cent of milk sector is
unorganised, which indicates
that the milk producers are not
getting the remunerative price
for their produce and the
middlemen are milking them.
The establishment of
cooperative is making efforts
to provide milk producers with
remunerative price and at the
same time to provide quality
milk to the consumers. The
department is operating in 19
cluster milk unions in 71
districts of Uttar Pradesh and
have 12,000 cooperative
societies in the villages. “The
department often gets
complaints of milk producers

fleeced by unscrupulous
elements. We have taken
initiatives through digital
governance to ensure
producers get the right price.
The department has started an
online registration of village
level milk cooperatives under
Janhit Gaurantee Scheme that
the state government runs.
Transparency in payment
system is also being brought by
the department,” said Tondon.
Subrata Das, Senior
Director, Public Services and
Digital Leadership, SAP India
said that the world is moving
from globalisation to
protectionism, which could be
of various types like trade
tariffs or currency.
“Demographic dividend is also
one of the important points
which is doing the rounds in
the media. As per the
estimates, around 225 million
people in India are waiting to
enter to the workforce. The
government is trying to focus
on providingjobs to these
people. In fact, the country’s
target to achieve eight per cent
GDP growth also largely
depend on the youth
population,” remarked Das.
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Punjab, Haryana simplifying
on-time service delivery to citizens

EMINENT SPEAKERS FROM the Punjab Government, participating in the Digital Governance Series, organised by
Express Computer in association with SAP India, in Chandigarh, shared key tech implementations in their eGovernance

initiatives

Vishwas Dass
vishwas.dass@expressindia.com

t the Digital
Governence Series
organised in
handigarh, KBS
Sidhu, Special Chief Secretary,
Government of Punjab said that
the advent of information
technology has made citizen
services much easier than they
were ever, but much before the
ICT came into being, it has been
the endeavour of the
governments of the colonial era
and the modern era to have a
better service element for
citizens. He said technology is
merely a tool and its usage
entirely depends on the person
usingit. “The present
government should keep the
welfare of people in mind while
adopting technology for
various services. There is a
need of keeping three things in
mind while using technology
for rolling out services to the
common man. They are —
availability, affordability and
ability of the people to use that
technology. Modern citizen
services must be available in
the tribal areas and if it is not so
then what is the meaning of
having such technologies which
can’t be used by people in the
remote parts,” said Sidhu.
Nirmaljit Singh Kalsi, former
Additional Chief Secretary,
Government of Punjab said,
“We have had alongjourney

DIGITAL
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from eGovernance to digital
governance and we have
passed through various stages
like internet governance, online
governance, digital government
and finally digital economy.”
Kalsi spoke about the ‘Digital
Agenda of Estonia 2020’ and
said Estonia is one of the most
advanced digital governments
in the world. He said Estonia is
endevouringto use ICT to the
extent in cooperation between
public, private and third sector
to improve equality of lives of
the people, increase the
employment rate, increase
productivity of the economy and
make the public sector more
efficient. “They have also set a
Vision 2030 where they are
aiming for smart and brave
economy. The Estonian
economy is operations oriented
and most agile in making new
solutions and outcomes of
research. They want to be areal
innovator.” Kalsi touched upon
a few important points of
Digital India program of the
Government of India. He

said itis categorised in three
segments such as digitisinglife
and work, smart systems,
among others.

Subrata Das, Senior
Director, Public Services and
Digital Leadership, SAP India
highlighted how public
services practice is shaping up
globally as well in India. “In
the era of trade tariff, currency
manipulation, duty structures,
the country is increasing going
towards an economy which is
protectionism-driven. From a
technology perspective, this
puts alot of pressure on us
because just two years
back we were talking about
standardisation and now
hyper localisation is being
talked about, which means
that there is aneed to build
agile applications that can be
changed based on the
changing dynamic nature on
the customers’ requirements,”
he said.

Pointing out that when he
had joined the IAS service in
Punjab making a telephone call

Dignitaries light up the lamp at Digital Governance Series event

heldin Chandigarh

Subrata Das, Senior Director, Public Services and Digital

Leadership, SAP India
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Pradeep Kumar Yadav, DIG (IT and Telecommunication),
Punjab Police, Government of Punjab

KBS Sidhu being felicitated

was a daunting task for people,
and similarly to get a railway
ticket, people had to go to the
station and book it, A Venu
Prasad, Principal Secretary,
Local Government and Power
and CMD, Punjab State
Transmission Corporation Ltd,
Government of Punjab said
that with technology, people
can book rail and air tickets
anywhere in the world easily
now. Asserting thatina
country like India, technology
is the only solution to
introduce new services to
people, he laid emphasis on
the need of making technology
affordable and user-friendly
for its vast adoption.

In thelocal government
department, various e-
governance initiatives have
been taken at the urban local
bodies level and now a few
ULBs have started using
technologies for better service
delivery. “However, they were
not uniform for which the
department tried to make them
uniform at the state level but
unfortunately it turned out to
be a failure. Now, the
department has collaborated
with Nandan Nilekani’s
eGovernance trust to have
similar dashboard to know a
host of services rendered by
the ULBs. Similarly, building
plans are also being issued
online by the department,”
said Prasad.

With the introduction of
CCTNS project, all the police
stations in India, including 400
of them in Punjab have been
provided with latest software
and technologies, informed
Pradeep Kumar Yadav,

DIG (IT and
Telecommunication), Punjab

Police, Government of Punjab.
The objective was to increase
the operational efficiency by
reducing the need of manually
performing the monotonous
and repetitive tasks. “The
police personnel have to do alot
of writing of reports and it is a
tedious task but with the
introduction of technology; it
has become easier now,” he
remarked.
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KBS Sidhu, Special Chief Secretary, Government of Punjab
delivers keynote speech at the event

Sandeep Rastogi, SAP India

Apanel discussion with Sujit Patheja, Director Smart Cities, SAP
India; Dr Bhavneesh Arora, Deputy Director, Haryana Health
Resource Centre, Government of Haryana and Manpreet Singh,
Head SEMT, Department of Governance Reforms, Government of

Punjab
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Nirmalijit Singh Kalsi being felicitated

The Governance Reforms
Commission focuses on the
simplification of services for
citizens. “Earlier people used
torun from pillar to post to get
their work done at various
government offices but after a
string of IT initiatives of the
Department of Governance
Reforms, people need not to
come to offices to submit their
affidavits or other documents,”

stated Manpreet Singh, Head
SEMT, Department of
Governance Reforms,
Government of Punjab. He also
said that Punjab is the first
state in the country to have a
transparent Public Service Act
wherein all the public services
have been notified with
deadlines of resolving them.
This act makes sure the
citizens get services within

Nirmaljit Singh Kalsi, former Additional Chief Secretary,
Government of Punjab gives a speech

Rajeev Singh, SAP India delivers vote of thanks
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AVenu Prasad, Principal Secretary, Local Government and Power
and CMD, Punjab State Transmission Corporation Ltd,
Government of Punjab talks about using technology in local
government department for improving services

e

Dr Bhavneesh Arora receives a citation from a Sujit Patheja,

SAP India

stipulated deadlines.

The hospital management
and information system was
implemented by State Health
Resource Centre in Haryana.
All the patient information is
being digitized in Haryana. Dr
Bhavneesh Arora, Deputy
Director, Haryana Health
Resource Centre, Government
of Haryana spoke about this
application being installed in

55 health facilities of Haryana
including three medical
colleges and one Ayurvedic
college. “The main advantage
is that the government is
having unique identity of
patients which includes
information about his Aadhaar
and mobile number so if a
patientis referred to another
hospital, he need not to carry
his documents there,” he said.
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