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Experience in E-Governance

1
I. All 12 Development blocks of Tirvallur district were Provide with computer systems as a personal initiative and

networkedinaLAN to the Collectoratein 1999
2. 100% Computerized the Chief Minister's Special Celin 2001 . Introduced paperlessreview for thefirsttime.

3. Introduced the first “paperless” office in Tamil Nadu at the TNCDW Ltd in 2001 Helped develop a website for SHG
productsand for TNNVRC. The URL is www.shg-india.net and www. tnvrc.orgrespectively.

4. Implemented the RASI projectinvolving WLL (Cordect) technology in Sivaganga districtin 2003.
5. Personal designed the official website of Sivaganga district. The URL s WWwWw.sivaganga.tn.nic.in

6.Introduceda “Paperless” section in Collectorate Sivagangain 2003

Topic of the paper to be presented

Change management implementing issues for e-governance

ABSTRACT

Change Management ImplementingIssues For E-governance

Bureaucracies over periods of time have had its relevance. The present system evolved during the Industrial Revolution. It
grewinsize with the growth of population and so did the maze of rules, regulationsand procedures, not necessarily leading
to a better service delivery. Transaction costs involved in moving a file from one level in the hierarchy to another grew
exponentially. Thus departments and agencies working compartmentally and often at cross-purposesevolved.

Any Government Office in India evokes the following memories: Place littered with files and papers, Corruption, Unclean
atmosphere, offensive and unhelpful personnel and demotivated staff. The file and “red tape” have come to symbolize this
anachronism in governance. The file is at the heart of every government office in India. as all of them work as per the
Tottenham system of administration evolved by the British.

As Executive Director | was at the heart of a system change that sought to make office administration an efficient one by the
introduction of a “paperless file management system” in 2001 at the Tamil Nadu Corporation for Development of Women
Ltd, a wholly owned Corporation of the Government of Tamil Nadu, that has earned the sobriquet, the “first paperless
Governmentofficein Tamil Nadu” The success lies in the fact that it has become institutionalized andis workingfine for the
last two years despite the frequent change in leadership. The computerization and the change management it undertook
should serve as a source of inspirations for all those who dream of ushering in e-administration and e-governance in
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Government offices.

It's not enough for governments to go electronic” or 'get networked." but they will need to manage complex information flows,
grasp new ideas quickly, and spread those ideas throughout the government structure. What counts is not whether everybody
uses e-mail but whether people quickly absorb the impact of information and respond to opportunity.

The shift from a traditional form of governance to an electronic one is challenging with great potential for change and at the same
time fraught with serious consequences. The change should take place without disturbing the system, morale of the staff or
attracting a backlash from entrenched interests. The changeover has to be smooth and balanced. Many such initiatives fail
because the change managementinvolvedis given the go byinthe euphoriaofhavinginstalled agreatsoftware. |

Theproblems

|.Every idea, especially if it is new or different, runs into trouble before it reaches fruition. Employees are fearful of the
unknown and are opposed to moving outside of their comfort zone. The typical governmental culture pushes back against the
change initiative.

2. Middle level offices may pose a significant obstacle since they directly interact with front-line employees. Resistanceisduetoa
perceivedloss of power and/or limited inputin the project

3. Project teams do not have adequate time and resources to complete the project. Change projects are over shadowed by daily
activities and responsibilities

4. Critics emerge. Even if you have built a coalition and involved key stakeholders, the critics, skeptics, and cynics will challenge
you--andthey will be strongest notat the beginning but in the middle ofyour efforts. Itis only then that the possible impact of the
change becomes clear, and those who feel threatened can formulate their objections. This is when change leaders -- often with
the help of coalition members, outside partners, or acknowledged experts -- can respond to criticism, remove obstacles, and
push forward. Tangible progress will produce more believers than doubters.

Change leaders must be prepared to accept serious departures from plans. Every change brings unanticipated consequences,
and teams must be prepared ta respond, to troubleshoot, to make adjustments, and to make their case. Scenario planning can
help; the real message is to expect the unexpected

The ADKAR model for change management. This diagnostic tool helps employees understand where they are in the change
process. As a manager, you can use this tool to identify gaps in your change management process and to provide effective
coaching for your employees. Prosci developed it in 2000 after research with more than 700 companies undergoing major
change projects. This modelis intended to be a coaching tool to help employees through the change process.

The ADKAR model can be used to: diagnose employee resistance, help employees transition through the change process, and
createasuccessful action plan for personal and professional advancement duringchange

One can think of organizational change in the context of the ADKAR model. If we are deploying a major change in our
organization, then a critical step in change management is organizational awareness of the reasons for change. Desire to change
at the employee level must be addressed as resistance will be a natural reaction to change. As the change moves into
implementation, we will need to develop knowledge about the change and the ability to implement new skills and behaviors.
Oncethechangeisin place, we will need to reinforce the change to avoid moving backwards to old behaviors.

The challenge for leaders in Governmentis how to reinvent Governance for the benefit of the common man, in this information
age. We in Government should start now by creating a roadmap to guide the investment in human resources, technological
architecture, and organizational infrastructure that will be required to leverage the potential of a networked world from the
bottom of the organization to the top.



