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CITY CIVIC CENTRES AND E-GOVERNANCE  
Ahmedabad, India 

Local Government Data  
Form of Government (e.g., council-manager, 
commission) 

Urban Local Government headed by a 
Municipal Commissioner  

Legislative Body (e.g., 8-member council, 
separately-elected mayor) 

129 councillors, 3 statutory and 14 other 
committees and a mayor 

Population 3,515,361 
Area (in square kilometres) 190.84 
Density of population  18420 persons per sq.km. 
Budget (in local currency), year 2001-02 Rs.561.19 million  
Budget (equivalent in Australian dollars) $15.85 million 
Major Types of Revenue Sources in FY2003 Octroi1, Property Tax,Realisation under special 

Act, Income from Municipal Properties other 
than rates & taxes, Grants & Contributions 

Number of Employees 42,0002, actual administrative staff-22000, rest 
is class III & IV employees (frontline-non-
administrative workers) 

Other Distinguishing Characteristics 
The city's development was from the establishment of textile mills in 1857. Textile industry was 
the backbone of its economy till two decades back. Today Ahmedabad is a major industrial and 
financial city contributing about 14% of the total investments in all stock exchanges in India and 
60% of the total productivity of the state. 
Ahmedabad is the largest city in the state of Gujarat and the seventh largest city in India. It is the 
commercial capital of the state. 
URL www.egovamc.org  
 
Currency Exchange Rates 

 
 1,000 Australian 

dollars =  
1,000 Indian 
rupees = 

1,000 New 
Zealand dollars 
= 

1,000 South 
African rand = 

1,000 US 
dollars = 

Australian dollars 1,000 31 871 204 1,353 
Indian rupees 32,237 1,000 28,064 6,562 43,611 
New Zealand dollars 1,149 36 1,000 234 1,554 
South African rand 4,912 152 4,276 1,000 6,646 
US dollars 739 23 643 150 1,000 
Other currencies (per 1,000 Australian dollars) 

410 British pounds 
996 Canadian dollars 

6,361,510 Indonesian rupiahs 
80,507 Japanese yen 
54,365 Nepalese rupees 
39,843 Philippine pesos 

 

29,132 Thai baht 
Rates as of April 20, 2004, quoted by Expedia.com 

                                                 
1 Octroi is a tax that is charged on all goods entering a municipal jurisdiction. 
2 This figure includes the hospital, metropolitan bus service, schools that the Ahmedabad Municipal Corporation runs. 
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CITY CIVIC CENTRES AND E-GOVERNANCE  
Ahmedabad, India 

 
 
EXECUTIVE SUMMARY 
 
Transparency, accountability, and citizen focus are being recognised as the most important 
principles of urban governance. At the same time, advances in information and communication 
technologies have made it possible to achieve these objectives through e-governance application.  
 
Computers and internet are impacting all areas of life, business and politics as well as cultural 
spheres. The dynamism of these changes has also been felt in the public sector. Public sectors, 
including all levels of government, have been undergoing a paradigm shift in their style of 
operation to a more transparent, responsive and responsible government. 
 
Many rural and urban sectors have undertaken e-governance models all across the country with 
varying degrees of uses and success. In urban local governments, with the pressure of increased 
urbanisation and limited resources, the need for e-governance is felt all the more. Many cities have 
websites and citizens can pay taxes and access information online. The Gujarat State Government is 
bringing out an E-Governance Action Plan by 30th March 2004 and has requested cities to submit 
their vision documents till the year 2020. The state government has also constituted an award for 
the best E-Governance Initiative in the State. Overall, cities are working towards becoming more 
responsive, responsible and citizen friendly.  
 
The Ahmedabad Municipal Corporation (AMC) has implemented a major initiative in this area by 
setting up six City Civic Centres where citizens can transact with the urban local body in a relaxed 
environment. The initiative was given impetus by national and state governance and IT initiatives. 
It promises major efficiency gains and significant savings for the AMC. 
 
The AMC has undertaken a number of reforms and initiatives ranging from issuing the first 
municipal bond in the country to initiating public private participation but was not known for either 
efficient or citizen-friendly administration. In fact, dealing with most of the departments could be a 
harrowing experience for the citizens. As recently as one year ago, whether it was paying taxes or 
obtaining the simplest of services, the citizens had to put up with complex procedures, unnecessary 
delays, and occasional corruption when dealing with the administration. 
 
The duties of an Urban Local Body (ULB) in India include services such as water supply, roads 
construction, sanitation, medical services, primary education, solid waste management, city 
transport, and public health centres.  
 
It was very difficult for citizens to obtain any permit or a licence or even lodge and track a 
complaint. The systems were not transparent and much depended on discretion of the officers 
involved. 
 
E-governance was seen as a way to provide easy access to information to the staff as well as to citizens. It 
was decided that the employees of the corporation from all departments should be involved at every step 
for developing the proposed e-governance system. 
 
Another priority of the initiative was to make it as easy as possible for the citizens to interface with 
the AMC. Therefore, it was decided to set up a special civic centre in each municipal zone of the 
city, and provide whatever infrastructure and amenities were required to get the maximum benefits 
of e-governance. 
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Each e-City Centre is equipped with 10 nodes managed by well trained operators to attend to the 
need of citizens. Every node is equipped to deliver any activity whether it is building plan 
permission or shops & establishment licence or complaints regarding civic amenities or payment of 
taxes etc.  The operator processes the request of the citizens and instantly issues the necessary 
licences or receipts. 
 
Many of the processes have been re-engineered and this has resulted in reduction of time, increased 
transparency and increased revenues for the city government. Availability of data and information 
in real time has aided decision making processes and created an image of a responsive and 
transparent government.  
 
For the first time in the history of the corporation, the system has enabled AMC to close the tax 
account at the end of the year. AMC could also make the highest ever octroi collection of Rs.3630 
million (about $103 million) in the year 2002-03. Even the vehicle tax can be paid at any of the 
civic centres or at any octroi station. Increase in the number of collection centres has made the 
system more convenient for the tax payers. This has resulted in additional revenue of Rs.20 million 
(about $570,000) from vehicle tax within six months. 
 
Following the example of the Ahmedabad Municipal Corporation, a small municipal council with a 
population of 143,000 within the Ahmedabad Urban Agglomeration has also adopted the E-
Governance Initiative. This Council is the first municipality in India to have a website or undertake 
E-Governance. 
 
The large number of transactions that have taken place at each of the civic centres, is proof of the 
citizens’ positive response to this new format of service delivery. This adds to the project’s 
sustainability. 
 
PROBLEM ASSESSMENT/INITIAL POLICY ENVIRONMENT 
 
Context- Ahmedabad City at a Glance:  
Ahmedabad is the largest city in the state of Gujarat and the seventh largest city in India. It is the 
commercial capital of the state. The city's development was from the establishment of textile mills 
in 1857. Textile industry was the backbone of its economy till two decades back. Today 
Ahmedabad is a major industrial and financial city contributing about 14% of the total investments 
in all stock exchanges in India and 60% of the total productivity of the state. 
 
The city municipality was given the status of Municipal Corporation in 1950. The city is governed 
by Ahmedabad Municipal Corporation, which was established in July 1950. It is a huge 
establishment with over 40,000 employees. Like many other corporations, it provides a number of 
urban services such as water supply, roads construction, sanitation, medical services, primary 
education, solid waste management, city transport, public health centres, etc. The corporation levies 
property tax and octroi duty to manage and improve the services. The city is known for a lot of 
innovations in the urban governance because of the efforts of AMC. (Refer to annexure 1 for a list 
of innovations and best practices of the city government)  
 
The situation before the E-Governance Initiative:  
Although the Ahmedabad Municipal Corporation (AMC) is considered to be one of the better 
performing urban local bodies in India, it has not been known for either efficient or citizen-friendly 
administration. In fact, dealing with most of the departments could be a harrowing experience for 
the citizens as recently as one year ago. Whether it was paying taxes or obtaining the simplest of 
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Category-wise Complaints Summary from 1-Apr-03 to 19-Feb-04 

No. Category Received Solved Pending 
1 Octroi 19 3 16 
2 dead animal removal 88 76 12 
3 Illegal construction 522 137 385 
4 Street light 830 806 24 
5 Water 4406 4378 28 
6 Drainage 49707 49547 160 
7 Storm water drainage 103 103 0 
8 Roads and foot paths 4548 4522 26 
9 Public buildings 188 185 3 

10 Health 3893 3786 107 
11 Encroachments 236 28 208 
12 Others 1035 295 740 

  TOTAL 65575 63866 1709 
 
Online building plan approvals 
All city civic centres are equipped to instantly scrutinise and issue building plan approval through 
predetermined parameters as stipulated by the General Development and Control Regulations 
(GDCR). Buildings other than Commercial establishments or high rise buildings are given 
permissions on the spot.  

The approval process has been reengineered to place the responsibility for the plan’s conformity to 
existing by-laws on the professional. If any discrepancy is found by an AMC inspector during site 
inspection, a heavy penalty is imposed and the professional’s registration with the AMC is 
cancelled. Earlier, any building permit would take anywhere from one week to a few months to be 
issued. This process has not only decreased time, but also made the system more transparent. 

Citizens can see or download the GDCR from the website. The applications can be downloaded and 
submitted online. Details of the structural engineers registered with the AMC is also available on 
the website of AMC. The facility of online tracking the status of the application is also available. 
Please see Annexure 5, exhibit 3 for the process flow. 

License for shops and establishments 
The civic centres issue and renew licences for shops and establishments instantly. The pre-existing 
earlier was not transparent and involved the discretion of the staff involved. 

Shops & Establishment Licences’ Collection through City Civic Center 
From 18/sep/02 to 31/Mar/03 

 
Civic Centre Transactions Amount in  Million 

Rs. 
Amount in Million 

Australian $ 
Law garden 3,316 0.275 0.0077
Naroda 1,044 0.069 0.0019
Mani nagar 4,311 0.329 0.0092
Rakhial 1,122 0.080 0.0022
Usmanpura 1,639 0.118 0.003
Sardar baug 3,340 0.452 0.013

Total 14,772 1.3 0.037
 
Through the database for online registration, the system enables the municipal corporation to collect 
fees for signboards and hoardings. It was difficult to carry out and monitor this task manually 
before e-governance was introduced in the city.  
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Details of Transactions made from 18th Sept 2002 to 13the Aug 2003 
 

 Number of 
transactions 

Amount  
(Rs. million) 

Property tax 5,26,331 1396 
Vehicle tax 17,276 11.57 
Shops 14,023 1.04 
Bldg. plan 
approvals 864 53.87 

Total 558494 1462.47 
 
Instant Issue of Birth and Death Certificates  
The website of Ahmedabad Municipal Corporation provides access for all hospitals to register 
births and deaths online after charging minimal incremental costs. The application for registration 
of birth or death can also be downloaded from the website. 
The entire operation of collecting the information from the hospitals and maintaining it in the 
muster records used to take an enormous amount of time.  Citizens had to ensure that the ward 
offices sent the correct data to the Corporation’s central office for entry in the registration book.  
The manual record keeping prohibited timely search and delivery of certificates.  Now the e-
Governance project registers and delivers the certificate instantly through City Civic Centres.  
Please see Annexure 5, exhibit 4 for the process flow. 
 
Online information of infrastructure works and tenders 
The process of issuing tenders, sanctioning of infrastructure works and processing within the 
organisation has been computerised. The entire module is also linked to the website so that the 
citizens can access information regarding infrastructure works undertaken in the area. 
This and related tender information online could attract well qualified contractors from all over the 
country. The payment procedures through bank-to-bank accounts has reduced procedural delays 
and increased contractor confidence. 
 
Engineering module 
Projects and Operation & Maintenance works approval is automated by providing linkages with 
budget and fund availability. This allows ward officers to obtain necessary approvals for various 
categories through intranet. 
 
The system has been planned to eliminate rampant indiscipline in the departments related to project 
planning and implementation.  
 
Leadership roles and political support 
The Municipal Commissioner of AMC, was the main champion of this initiative. It was his firm 
conviction about the potential benefits of e-governance that gave the necessary push to this 
initiative. One of the Deputy Commissioners of the corporation was given the responsibility for 
project development and implementation. He led the AMC teams who made this project a reality in 
a little over a year. 
 
Since this project was implemented by a number of inter-departmental teams, the credit for good 
leadership also goes to various officers of AMC who worked as team leaders and who continue to 
be involved in the operation of the system. 
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COSTS/SAVINGS/FISCAL IMPACT 

Resource Mobilisation for implementation of the Project 
The total project cost (excluding civil works) was Rs. 250 million. (About $7 million.) This 
includes the cost of computer hardware, communication equipment and software development. The 
six civic centres were established in the existing buildings of AMC, mostly the zonal offices. The 
incremental cost of civil works was not very large. 
The entire hardware came with three-year manufacturer’s warranty. Similarly the TSP would 
continue to provide software support for the next three years under the existing contract. 

The AMC has 42 departments and two officers from each department were involved in the 
preparation of activity flow charts, which form the foundation of this initiative. 

Now in the operational phase of the project, each civic centre has twelve staff members. There are 
10 node operators, 1 system manager, and 1 system operator in each centre. One of the main 
reasons for the successful development and implementation of this initiative is the large number of 
capable and committed staff of AMC deployed in this project. 

Results achieved: 
 

Key Benefits 

All departments are integrated.  
Municipal Corporation is more responsive and transparent. Data retrieval is much improved, 
enhancing accessibility for decision makers.  
Corruption is virtually eliminated. 
Quicker service to citizens. 
24-hour remote access to AMC transactions and services. 
Payment gateways and electronic transactions eliminate manual intervention. 
Higher revenue and enhanced cash flow. 
Better understanding and goodwill from citizens 
 
Increase in Revenues, time savings 
Property tax collection: In 2002-03, the amount of property tax collected was Rs.1300 million, 
(around $36.7 million) which is the highest ever for AMC. The system has enabled the AMC, for 
the first time in its history, to close the tax account at the end of the year. 
 
Octroi collection: AMC could make the highest ever octroi collection of Rs.3630 million (around 
$102.5 million) in the year 2002-03. It is expected that there will be an increase by 25% in the 
revenues from octroi collection after the complete automation of octroi stations.  
 
Motor vehicle tax collection: Now vehicle tax can be paid at any of the civic centres or at any 
octroi station. Increase in the number of collection centres has made the system more convenient 
for the tax payers. This has resulted in additional revenue of Rs.20 million (around $560,000) from 
vehicle tax within six months. 
 
ICICI bank as backend for Finance and Accounts of AMC: The system has saved the leakage of at 
least Rs. 400 million per annum (around $11.3 million)  . It has brought down the tender quotes for 
projects by 10% on account of speedier payments from AMC’s account to contractor’s account in 
the same bank. The daily validations of cheques and payments has reduced huge losses incurred by 
the corporation through a lack of validation. 
 
Sustainability of the Initiative 
It is clear that the increase in revenues of the AMC as a result of this initiative far outweigh project 
costs. So the financial sustainability of the initiative is not in question. 
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Secondly, the large number of transactions that have taken place at each of the civic centres is proof 
of positive citizens response to this new format of service delivery. This adds to the project’s 
sustainability. 
 
The smart approach taken by the AMC to involve its own staff at every stage of project 
development has resulted in operational sustainability of the new system. 
 
There are certain features of the project, such as the tie up with hospitals to provide daily 
information about births and deaths or the tie-ups with banks, for which sustainability is not 
guaranteed. However, it is safe to assume that these types of efficient business practices are here to 
stay both in the private and public sectors. 
 
Following the example of the Ahmedabad Municipal Corporation, a small municipal council with a 
population of 0.143 Million which falls in Ahmedabad Urban Agglomeration has also adopted the 
E-Governance Initiative. This municipal Council is the first municipality in India to have a website 
or undertake E-Governance. 
 
Lessons Leant 
The most important lesson of this initiative is that a smart approach for introducing IT based e-
governance system in an urban local body is to involve the corporation staff in the system 
development. This strategy is more cost-effective than hiring external consultants to develop the 
system and then training the staff to operate it. 
 
Another important lesson that emerges from this initiative is that urban local bodies must realise 
that the old manual systems of administration lack transparency and are inherently inefficient 
because of information bottlenecks. The information technologies have created an extraordinary 
opportunity to provide efficient, transparent and responsive governance. 
 
Finally, the increase in the revenue of AMC and the significant improvements in service delivery 
that have been realised by AMC, is evidence of the cost-effectiveness of this initiative. 
 
Way Forward 
E government combines electronic information based services for citizens (e-administration or e-
information) along with reinforcement of participatory elements (e-democracy) to achieve the 
objective of “balanced e-government”. This initiative has helped AMC to rethink & re-engineer its 
processes to streamline its processes. 
 
E-government of the AMC needs to be strengthened and lead towards E-democracy and offer 
chances and opportunities for people to place their comments or suggestions or participate in 
budgetary discussions. Such participatory approaches are in their infancy. The 74th Constitutional 
Amendment6 does envisage a more bottom-up approach in decision making but has not yet been 
effectively implemented. 

                                                 
6 The 74th Amendment to the Indian Constitution, which came into force in 1992, calls for greater responsibilities and 
authorities for local governments.  These include: 

• Planning for economic and social development and an increased role in the development and 
implementation of urban poverty alleviation projects 

• Increased responsibility for strategic/urban planning at the district and metropolitan levels  
• Greater authority to generate and collect own-sources revenues 

While on paper, the 74th Amendment was a groundbreaking move towards decentralisation, it gave great discretion to 
state governments to determine the scope of local government autonomy they are willing to support.  For the 
amendment to have teeth, state governments need to embrace it, interpret its clauses and develop the necessary 
administrative structures to support it.  To date, few if any have chosen to do so, as this would mean relinquishing 
power and financial resources, and local governments remain very much creatures of the state.   
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Annexure 1 
 
List of Best Practices, innovations in the Ahmedabad Municipal Corporation:7 
 

1. Financial turn around of Ahmedabad – Fierce Drive to increase Octroi and Property tax 
collection Property tax reforms – Area based Property tax system  

2. Issuing of municipal bonds for Infrastructure development 
3. Public private partnership – in all the spheres of urban governance 
� Street improvement partnership 
� Development of parks and gardens 
� Slum networking project 
� Urban forestry or green partnership 

4. Professionalism in Administration – recruitment of the professionals in the corporation 
5. Energy saving initiatives of the AMC 
6. Initiation of Heritage Walk in the city  
7. Solid Waste Management 
8. Introduction of the Double entry accounting system 
9. Supporting sanitation facilities in private housing societies and chawls8 
10. Improving sanitation in urban slums through provision of individual toilets 
11. Decentralisation of administration 
12. Raska Project for Emergency Water Supply to Ahmedabad City   
13. The first ever tax-free Municipal Bonds   
14. Property Tax Reforms, moving from a rateable value to area based system of tax 

assessment. 
15. Decentralisation of Procurement Administration   
16. Water Harvesting Initiatives   
 

                                                 
7 Source: City Managers’ Association Gujarat & ICMA-India Best Practice Catalogue, 2003 
8 chawls are buildings with living conditions similar to that of a slum, usually lack infrastructure and basic amenities 
like water, sanitation etc.  



 

 15

Annexure 2 
State IT Policy, Govt. of Gujarat9 
 

Information Technology Policy 
During the last quarter of this century Information Technology (IT) has transformed the 
way of human life as no other technology has. IT has potential of converting our society 
into a truly knowledge based society. IT also gives us a chance in ensuring that such  an 
evolution leads to an equitable society. Now, there is no area of human life, which is not 
affected by information technology in one way or the other. To ensure that people of the 
State of Gujarat reap the benefits of this epoch making development, it is imperative that 
the State Government evolves a coordinated strategy which could affect all the facets of 
life of citizens of the State. 
   
Mission 

To help improve processes in the Government by using computing devices, 
communication systems associated electronics and software to provide better delivery 
systems to the citizens. 
 
It is very clearly understood that IT is not an end in itself but means to provide better 
quality of life to the citizens of the State. It does not aim at merely automating existing 
process but the target is to use IT to improve overall organisational efficiency and pass the 
benefits to the citizens of the State. 
   

 Objectives 

• Overall IT growth in the state of Gujarat  

• To create enormous new employment opportunities in the state  

• To train and develop skilled manpower in IT.  

• To facilitate information outlets at the doorstep of the common man. This will 
enable people at large to access information related to education, i.e. technical and 
non - technical courses offered by various institutions, admission procedures, 
admission lists, results etc.; health services - like medical expertise available at 
different hospitals, on line medical services etc.; transport service information - 
like bus arrival and departure timings, reservation facilities etc. Information 
Kiosks will also provide the on-line delivery of various application forms to the 
users, irrespective of their location in the state.  

• To make Government - Citizen interface more effective, efficient and transparent  

Connectivity 
The State Government recognises the importance setting up of an elaborate network to 
bring about a seamless transition between the various computing devices currently in use 
in the public domain or those, which may be put to use in future. Government also 
recognises this network would act as core of IT infrastructure in the State. To ensure 
proliferation of IT, the department has decided to create this "information corridor ". The 

                                                 
9 Source: AMC, Gujarat Informatics Limited-Govt. of Gujarat. 
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core of this corridor would be connecting the State capital right up to Taluka headquarters 
by first connecting the capital to the district headquarters .The district headquarters would 
be subsequently connected to the Taluka headquarters. The State Government seeks to 
achieve this end by the year 2001." Information corridor" would be a major tool in 
implementing IT Policy in the State. IT would try to create this corridor by obtaining 
synergies with the existing networks in the public domain as well. On peripheries of this 
"information corridor" would be networks supporting databases of various Government 
departments as well as computerised public counters, kiosks/information centres that will 
help electronic interface of the citizens with the Government. 
   
Information Technology in Government 

The usage of IT strategies in Government would be a key to improving processes which 
will ensure better delivery system to the citizens. This will also aim at creating 
transparent Government so as to fulfill the citizens' charter. 
 
IT developments in State Government would be through the following stages: 

(a) For each department, identification of key area on priority basis needs to be 
computerised first .The criterion would be computerising those systems first 
which improve the delivery systems for the citizens. This includes ration card, 
driving license, NA permission, Sales-tax Return etc. This is only an indicative 
list. 

(b) By completing these data base in a time-bound fashion and making them operational, 
delivery time for the citizens will have to be cut down demonstrably in a time-bound 
fashion. 

(c) To create greater convenience for the citizens, it would be imperative to create 
efficient/intelligent interface, which can take form of computer-supported counters, 
Kiosks etc. The Government would strive to ensure that all the forms required to be filled 
in by citizens for interface with the Government would be available for filling in 
electronically by the year 2005. Prior to this, citizens will have access to forms through 
Kiosks/other vendors by way of electronic devices. This would be achieved by the year 
2002 Choices for the citizens to obtain and complete forms by means other than 
electronic would also be kept open. 

The system of information Kiosks would be the major integrators of various 
databases existing with various Government departments. Government will bring 
suitable legislation to guarantee protection of citizen related information which 
would be existing on various databases. 

In order to ensure that there is no duplication of data entry and thereby to avoid 
confusion, the State Government would issue multi-purpose cards to all citizens of the 
State. These would be in the form of suitable smart cards. This will ensure security to 
individual information and would also provide one point coding system.   

Enabling mechanism : 

1. All departments will prepare there IT Action Plan, which would have a one-year 
focus and a five-year perspective.  

2. One percent of the State Government budget would be committed to IT related 
activities which is expected to rise to 3% in the year 2005.  
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3. To ensure quicker availability of funds, a separate IT sub-head would be created 
within each major head. IT related funds will not be subject to any economy 
measures and they would be made available as far as practicable in lump-sum to 
the departmental heads rather than in the form of quarterly/monthly releases.  

4. To oversee implementation of IT strategies in the departments, each department 
will have Chief Information Officer (CIO) who would report directly to Secretary 
of the department. Considering the nature of mobility of IT professionals, such 
CIO would be recruited on contractual basis and recruitment would be freed from 
encumbrances of Gujarat Public Service Commission (GPSC).  

5. All departments would create shareable databases of rules and other related 
information. This would include information such as budget, recruitment/service 
rules, plan achievements for various schemes etc.  

6. Creation of E-mail system.  

7. Creation of document imaging system to reduce paper work.  

8. Each department will create web page within the State Government's web-site to 
display grievance-handling procedure. By the year 2001, facility would be 
provided to citizens for their grievances to be handled electronically as well.  

9. Certain inter-departmental projects which have considerable significance as being 
underlying feature for all other IT related activities as well as of considerable 
importance for the well being of the citizens of the State would be given a special 
status of State IT Projects. This would include projects such as disaster 
management system, citizen's database, budget etc. Inter-departmental committee 
to be appointed hereafter would monitor them.  

Wherewithal for achievements 

Government has set up an IT Department for implementation of IT Policy. The IT 
department should remain a very lean department concentrating on policy aspects as well 
as monitoring of the implementation of the State IT policy. 

An agency with a fair amount of autonomy would be set up for helping various players in 
IT field and in implementing IT Policy. Among other things, this organisation would also 
select consultants/specialists for providing services to various Government 
departments/agencies under broad framework contracts. Some of these would include: 

• Information strategy development.  

• IT architecture design including network and communication.  

• Program and project management.  

• Program and project management.  

• Internet/intranet services.  

• Computer and communication security.  

• Systems Audit  

• Disaster recovery.  
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• Outsourcing including actual running of system.  

• Training.  

• Testing  

This organisation would also help augment its finance from various resources including 
raising funds from the market. Its services to Government departments/agencies would be 
strictly fees-based. It would also take up other activities such as hardware acquisition, 
software development, training etc. It will also maintain an inventory of technological 
developments in the field of IT and keep various Government agencies aware of the same. 
It would also work as an agency for identification of projects for private sector 
participation and would take up the work of procurement of private sector proponent as 
well in coordination with Gujarat Infrastructure Development Board. 

As mentioned above, State Government is committed to providing resources for 
proliferation of information technology. It is proposed to commit at least 1% of the 
budget by 2000. 

Private sector participation 

As information technology is likely to emerge as a major infrastructure for the State, 
participation of private sector is extremely important, both from the point view of 
attracting additional resources and introducing sufficient competition so that the focus on 
customer is not missed out in any case. Private sector would participate in (1) creation of 
'information corridor' (2) in setting up of information kiosks (3) provision of services for 
creating of database oriented services. 

Private participation is encouraged for Global, national and Regional agencies, under state 
IT policy, to work in setting of high-tech cities, IT training and educational institutions 
which, in turn, will create enormous job opportunities and economic development of the 
state. IT secretariat will evolve suitable policy for private-public participation in this area.

Attitudinal Changes And Computer Literacy 

Introduction of IT is likely to introduce a shift in paradigm from authoritarian paternal 
approach to a facilitator/sharing one. This means it not only changes in attitudes with 
respect to technology but change in the work culture itself.  

The following steps need to be taken to bring about changes in attitudes of the 
Government servants where productivity gains are sought. 

• Rigorous training on computer devices and the related hardware so that the fear of 
new technology evaporates completely.  

• Work system will only be more productive when the procedures are drastically 
simplified and employees are empowered. This would mean large-scale delegation 
of powers. This is possible in the new paradigm and the accountability can be 
easily be fixed in the new system that are being put in place. Government will 
strive to delegate greater decision making power at the cutting edge of the 
administration, in tandem with the establishment of departmental databases, so 
that the middle level is free for rigorous monitoring of budget and performance 
measurement and senior management level at the Government have more time for 
strategic thought and policy formulations.  
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• Tiered training program where operating level would be exposed to working of 
specific transaction system, middle level to handling of Management Information 
Systems (MIS) and senior level to emerging trends in IT as rate of obsolescence of 
technology in this area is very fast.  

• Incentive scheme of employees who excel in IT related areas. A specific scheme 
would be formulated subsequently.  

• Compulsory computer literacy for all new recruits in the Government services. 
The concerned departments in the recruitment rules would make necessary 
changes to this affect.  

Education 

IT seeks to create a knowledge-based society and education is the very basis for creating 
such a superstructure. In fact the very success of IT initiative whether in the Government 
or in the industry or at homes would largely depend upon the extent to which our 
educational system caters to the need of trained manpower as well as bring down the fear 
of technology.  

• Compulsory computer education would be introduced in all the schools from class-
V onwards.  

• Provide Internet connectivity to all schools in the State by 2001 This would be 
subject to availability of Internet connectivity in that area.  

• Creation of State library networks.   

• Setting up of Gujarat Institute of Information Technology which would supply 
quality manpower for hardware and software development.  

• Promotion of Gujarati on computer. This would be achieved by setting up of 
dedicated time bound projects, which would develop suitable technologies to 
enable greater usage of Gujarati on computer.  

IT Industry 

IT thrust in the public service would essentially assume existence of a very strong IT 
industry in the State. It is the endeavour of the Government to help create new job 
opportunities for the youth of the State in this sunrise industry. It would only be possible 
when there is extensive use of computer for the public services, in businesses and in 
homes. Location of strong IT industry in the State would also give a fillip to export of IT 
related services and products.  

IT Plan submitted by National Task Force has targeted one PC per 50 persons by 2008. 
State Government shall endeavour that this target is achieved by the year 2005.
   

Definitions 

'IT software' means any representation or instructions, data sound or image including 
source code, object code recorded in a machine readable form and capable of being 
manipulated or providing inter-connectivity to user by means of automatic data 
processing machine falling under head 'IT Products'.  

'IT services' is defined as any service which results from the use of any IT software over 
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a system of IT products for realising value addition. 

'IT products' would include computer, digital-data communication and digital-data 
broadcasting products as notified by the Ministry of Finance, Government of India or 
Central Board of Excise & Custom. 

'IT industry' would include development of production and services related to IT 
products, IT software and IT services. 

It has been the international experiences that IT industry has developed in the immediate 
rural hinterland of the cities. Therefore, Gandhinagar has been identified as a city in 
whose immediate hinterland large world class state of art software and hardware 
technology park would be developed by the year 2000 By the year 2003 similar parks 
would be developed in Surat and Rajkot as well. These parks would be developed in 
public-private partnership framework. 

  

Fiscal Incentives 
IT products, services and software produced any where in the state would be given a 
special concessional sales tax treatment. The rates of sales tax and subsidy on fixed capital 
investment would be as notified later.   
State Venture Capital Fund 

State Government would set up venture capital fund for development of IT services, IT 
software and IT products. This fund would seek support from national fund for IT 
ventures development as proposed by National Task Force. 

As State Government wishes that the IT industry takes lead in the area of IT products i.e. 
hardware as well, therefore, it is important that these products are globally competitive. In 
order to achieve this, dedicated air cargo terminal would be essential for swift movement 
of goods both for export and import. State Government would carry out feasibility study 
for the same and take up with Central Government the issues of setting up of air cargo 
terminal at Ahmedabad by the year 2002 in public-private partnership framework   
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Annexure 1 
 
List of Best Practices, innovations in the Ahmedabad Municipal Corporation:10 
 

17. Financial turn around of Ahmedabad – Fierce Drive to increase Octroi and Property tax 
collection Property tax reforms – Area based Property tax system  

18. Issuing of municipal bonds for Infrastructure development 
19. Public private partnership – in all the spheres of urban governance 

� Street improvement partnership 
� Development of parks and gardens 
� Slum networking project 
� Urban forestry or green partnership 

20. Professionalism in Administration – recruitment of the professionals in the corporation 
21. Energy saving initiatives of the AMC 
22. Initiation of Heritage Walk in the city  
23. Solid Waste Management 
24. Introduction of the Double entry accounting system 
25. Supporting sanitation facilities in private housing societies and chawls 
26. Improving sanitation in urban slums through provision of individual toilets 
27. Decentralization of administration 
28. Raska Project for Emergency Water Supply to Ahmedabad City   
29. The first ever tax-free Municipal Bonds   
30. Property Tax Reforms, moving from a ratable value to area based system of tax assessment 
31. Slum Networking Project   
32. Decentralization of Procurement Administration   
33. Water Harvesting Initiatives   
 

 
 
 

 

                                                 
10 Source: City Managers’ Association Gujarat & ICMA-India Best Practice Catalogue, 2003 
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Annexure 2 
State IT Policy, Govt. of Gujarat11 
 

Information Technology Policy 
During the last quarter of this century Information Technology (IT) has transformed the 
way of human life as no other technology has. IT has potential of converting our society 
into a truly knowledge based society. IT also gives us a chance in ensuring that such  an 
evolution leads to an equitable society. Now, there is no area of human life, which is not 
affected by information technology in one way or the other. To ensure that people of the 
State of Gujarat reap the benefits of this epoch making development, it is imperative that 
the State Government evolves a coordinated strategy which could affect all the facets of 
life of citizens of the State. 
   
Mission : 

To help improve processes in the Government by using computing devices, 
communication systems associated electronics and software to provide better delivery 
systems to the citizens. 
 
It is very clearly understood that IT is not an end in itself but means to provide better 
quality of life to the citizens of the State. It does not aim at merely automating existing 
process but the target is to use IT to improve overall organizational efficiency and pass 
the benefits to the citizens of the State. 
   

 Objectives : 

• Overall IT growth in the state of Gujarat  

• To create enormous new employment opportunities in the state  

• To train and develop skilled manpower in IT.  

• To facilitate information outlets at the doorstep of the common man. This will 
enable people at large to access information related to education, i.e. technical and 
nontechnical courses offered by various institutions, admission procedures, 
admission lists, results etc.; health services - like medical expertise available at 
different hospitals, on line medical services etc.; transport service information - 
like bus arrival and departure timings, reservation facilities etc. Information 
Kiosks will also provide the on-line delivery of various application forms to the 
users, irrespective of their location in the state.  

• To make Government - Citizen interface more effective, efficient and transparent 

Connectivity : 
The State Government recognizes the importance setting up of an elaborate network to 
bring about a seamless transition between the various computing devices currently in use 
in the public domain or those, which may be put to use in future. Government also 
recognizes this network would act as core of IT infrastructure in the State. To ensure 
proliferation of IT, the department has decided to create this "information corridor ". The 

                                                 
11 Source: AMC, Gujarat Informatics Limited-Govt. of Gujarat. 
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core of this corridor would be connecting the State capital right upto Taluka headquarters 
by first connecting the capital to the district headquarters .The district headquarters would 
be subsequently connected to the taluka headquarters. The State Government seeks to 
achieve this end by the year 2001." Information corridor" would be a major tool in 
implementing IT Policy in the State. IT would try to create this corridor by obtaining 
synergies with the existing networks in the public domain as well. On peripheries of this 
"information corridor" would be networks supporting databases of various Government 
departments as well as computerized public counters, kiosks/information centers that will 
help electronic interface of the citizens with the Government. 
   
Information Technology in Government : 

The usage of IT strategies in Government would be a key to improving processes which 
will ensure better delivery system to the citizens. This will also aim at creating 
transparent Government so as to fulfill the citizens' charter. 
 
IT developments in State Government would be through the following stages: 

(a)  For each department, identification of key area on priority basis needs to be 
computerized first .The criterion would be computerizing those systems first which 
improve the delivery systems for the citizens. This includes ration card, driving license, 
NA permission, Sales-tax Return etc. This is only an indicative list. 

(b) By completing these data base in a time-bound fashion and making them operational, 
delivery time for the citizens will have to be cut down demonstrably in a time-bound 
fashion. 

(c) To create greater convenience for the citizens, it would be imperative to create 
efficient/intelligent interface, which can take form of computer-supported counters, 
Kiosks etc. The Government would strive to ensure that all the forms required to be filled 
in by citizens for interface with the Government would be available for filling in 
electronically by the year 2005. Prior to this, citizens will have access to forms through 
Kiosks/other vendors by way of electronic devices. This would be achieved by the year 
2002 AD. Choices for the citizens to obtain and complete forms by means other than 
electronic would also be kept open. 

The system of information Kiosks would be the major integrators of various databases 
existing with various Government departments. Government will bring suitable 
legislation to guarantee protection of citizens related information which would be existing 
on various databases.  

In order to ensure that there is no duplication of data entry and thereby to avoid 
confusion, the State Government would issue multi-purpose cards to all citizens of the 
State. These would be in the form of suitable smart cards. This will ensure security to 
individual information and would also provide one point coding system. 

 

Enabling mechanism : 

10. All departments will prepare there IT Action Plan, which would have a one-year 
focus and a five-year perspective.  

11. One percent of the State Government budget would be committed to IT related 
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activities which is expected to rise to 3% in the year 2005 AD.  

12. To ensure quicker availability of funds, a separate IT sub-head would be created 
within each major head. IT related funds will not be subject to any economy 
measures and they would be made available as far as practicable in lump-sum to 
the departmental heads rather than in the form of quarterly/monthly releases.  

13. To oversee implementation of IT strategies in the departments, each department 
will have Chief Information Officer (CIO) who would report directly to Secretary 
of the department. Considering the nature of mobility of IT professionals, such 
CIO would be recruited on contractual basis and recruitment would be freed from 
encumbrances of Gujarat Public Service Commission (GPSC).  

14. All departments would create shareable databases of rules and other related 
information. This would include information such as budget, recruitment/service 
rules, plan achievements for various schemes etc.  

15. Creation of E-mail system.  

16. Creation of document imaging system to reduce paper work.  

17. Each department will create web page within the State Government's web-site to 
display grievance-handling procedure. By the year 2001 AD, facility would be 
provided to citizens for their grievances to be handled electronically as well.  

18. Certain inter-departmental projects which have considerable significance as being 
underlying feature for all other IT related activities as well as of considerable 
importance for the well being of the citizens of the State would be given a special 
status of State IT Projects. This would include projects such as disaster 
management system, citizen's database, budget etc. Inter-departmental committee 
to be appointed hereafter would monitor them.  

Wherewithal for achievements : 

Government has set up IT Department for implementation of IT Policy. IT department 
should remain a very lean department concentrating on policy aspects as well as 
monitoring of the implementation of the State IT policy. 

An agency with fair amount of autonomy would be set up for helping various players in 
IT field and in implementing IT Policy. Among other things, this organization would also 
select consultants/specialists for providing services to various Government 
departments/agencies under broad framework contracts. Some of these would include: 

• Information strategy development.  

• IT architecture design including network and communication.  

• Program and project management.  

• Program and project management.  

• Internet/intranet services.  

• Computer and communication security.  

• Systems Audit  
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• Disaster recovery.  

• Outsourcing including actual running of system.  

• Training.  

• Testing  

This organization would also help augment its finance from various resources including 
raising from the market. Its services to Government departments/agencies would be 
strictly fees-based. It would also take up other activities such as hardware acquisition, 
software development, training etc. It will also maintain an inventory of technological 
developments in the field of IT and keep various Government agencies aware of the 
same. It would also work as an agency for identification of projects for private sector 
participation and would take up the work of procurement of private sector proponent as 
well in coordination with Gujarat Infrastructure Development Board. 

As mentioned above, State Government is committed to providing resources for 
proliferation of information technology. It is proposed to commit at least 1% of the 
budget by 2000AD. 

 

Private sector participation : 

As information technology is likely to emerge as a major infrastructure for the State, 
participation of private sector is extremely important, both from the point view of 
attracting additional resources and introducing sufficient competition so that the focus on 
customer is not missed out in any case. Private sector would participate in (1) creation of 
'information corridor' (2) in setting up of information kiosks (3) provision of services for 
creating of database oriented services. 

Private participation is encouraged for Global, national and Regional agencies, under 
state IT policy, to work in setting of high-tech cities, IT training and educational 
institutions which, in turn, will create enormous job opportunities and economic 
development of the state. IT secretariat will evolve suitable policy for private-public 
participation in this area.
   

Attitudinal changes and computer literacy : 

Introduction of IT is likely to introduce a shift in paradigm from authoritarian paternal 
approach to a facilitator/sharing one. This means it not only changes in attitudes with 
respect to technology but change in the work culture itself.  

The following steps need to be taken to bring about changes in attitudes of the 
Government servants whose productivity is sought to be improved. 

• Rigorous training on computer devices and the related hardware so that the fear of 
new technology evaporates completely.  

• Work system will only be more productive when the procedures are drastically 
simplified and employees are empowered. This would mean large-scale delegation 
of powers. This is possible in the new paradigm and the accountability can be 
easily be fixed in the new system that are being put in place. Government will 
strive to delegate greater decision making power at the cutting edge of the 
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administration, in tandem with the establishment of departmental databases, so 
that the middle level is free for rigorous monitoring of budget and performance 
measurement and senior management level at the Government have more time for 
strategic thought and policy formulations.  

• Tiered training program where operating level would be exposed to working of 
specific transaction system, middle level to handling of Management Information 
Systems (MIS) and senior level to emerging trends in IT as rate of obsolescence 
of technology in this area is very fast.  

• Incentive scheme of employees who excel in IT related areas. A specific scheme 
would be formulated subsequently.  

• Compulsory computer literacy for all new recruits in the Government services. 
The concerned departments in the recruitment rules would make necessary 
changes to this affect.  

Education : 

IT seeks to create a knowledge-based society and education is the very basis for creating 
such a superstructure. In fact the very success of IT initiative whether in the Government 
or in the industry or at homes would largely depend upon the extent to which our 
educational system caters to the need of trained manpower as well as bring down the fear 
of technology.  

• Compulsory computer education would be introduced in all the schools from 
class-V onwards.  

• Provide Internet connectivity to all schools in the State by 2001 AD. This would 
be subject to availability of Internet connectivity in that area.  

• Creation of State library networks.   

• Setting up of Gujarat Institute of Information Technology which would supply 
quality manpower for hardware and software development.  

• Promotion of Gujarati on computer. This would be achieved by setting up of 
dedicated time bound projects, which would develop suitable technologies to 
enable greater usage of Gujarati on computer.  

IT Industry : 

IT thrust in the public service would essentially assume existence of a very strong IT 
industry in the State. It is the endeavor of the Government to help create new job 
opportunities for the youth of the State in this sunrise industry. It would only be possible 
when there is extensive use of computer for the public services, in businesses and in 
homes. Location of strong IT industry in the State would also give a fillip to export of IT 
related services and products.  

IT Plan submitted by National Task Force has targeted one PC per 50 persons by 2008. 
State Government shall endeavor that this target is achieved by the year 2005 AD.
   

Definitions : 

'IT software' means any representation or instructions, data sound or image including 
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source code, object code recorded in a machine readable form and capable of being 
manipulated or providing inter-connectivity to user by means of automatic data 
processing machine falling under head 'IT Products'.  

'IT services' is defined as any service which results from the use of any IT software over 
a system of IT products for realizing value addition. 

'IT products' would include computer, digital-data communication and digital-data 
broadcasting products as notified by the Ministry of Finance, Government of India or 
Central Board of Excise & Custom. 

'IT industry' would include development of production and services related to IT 
products, IT software and IT services. 

It has been the international experiences that IT industry has developed in the immediate 
rural hinterland of the cities. Therefore, Gandhinagar has been identified as a city in
whose immediate hinterland large world class state of art software and hardware 
technology park would be developed by the year 2000 AD. By the year 2003 AD similar 
parks would be developed in Surat and Rajkot as well. These parks would be developed 
in public-private partnership framework. 

 

Fiscal Incentives : 
IT products, services and software produced any where in the state would be given a 
special concessional sales tax treatment. The rates of sales tax and subsidy on fixed 
capital investment would be as notified later.   
State Venture Capital Fund : 

State Government would set up venture capital fund for development of IT services, IT 
software and IT products. This fund would seek support from national fund for IT 
ventures development as proposed by National Task Force. 

As State Government wishes that the IT industry takes lead in the area of IT products i.e. 
hardware as well, therefore, it is important that these products are globally competitive. In 
order to achieve this, dedicated air cargo terminal would be essential for swift movement 
of goods both for export and import. State Government would carry out feasibility study 
for the same and take up with Central Government the issues of setting up of air cargo 
terminal at Ahmedabad by the year 2002 in public-private partnership framework   
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Annexure 3 
AMC E-Governance System Architecture 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

(Main server) 

HEAD OFFICE 
Central Monitoring Center 

Intranet with banks Intranet of AMC 

AMC with Internet  
(www.egovamc.com and www.egovamc.org) 

� Bank of India 
� Corporation Bank 
� Dena Bank 
� HDFC 
� IDBI 
� UTI 
� State Bank of India 

� Civic Center (Down 
town) 

� Naroda Civic Center 
� Isanpur Civic Center 
� Sardar Baugh Civic 

Center 
� Rakhial Civic Center 
� Usmanpura Civic 

Center 



 

 29

Annexure 4 
Services offered at the City Civic Centers 
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Annexure 5 
Process Flow of various services provided at Civic Centres 
 
 Exhibit 1:  Property Tax  Exhibit 2:  Complaints Redressal

Exhibit 3:  Building Plan Approval Exhibit 4:  Birth & Death Certificate  


