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ABSTRACT

ThisarticlestudiesthefactorsaffectingtheadoptionoftheDigiLockercloud-basedE-governance
serviceinIndia.Thisstudyintegratesthee-GAMandUTAUTmodeltodevelopahypothesized
frameworktoinvestigatetheDigiLockerE-governanceserviceadoptioninIndiafromacitizen’s
perspective.ThesurveywasconductedamongcitizensinPunecityanditssuburbsusingastructured
questionnaire.TheconfirmatoryfactoranalysiswasdoneusingthePLS-SEMtechnique.Theresults
ofthiscross-sectionalresearchexplainthatperformanceexpectancy,effortexpectancy,facilitating
conditions, social influence, perceived awareness, computer self-efficacy, multilingual option,
perceivedqualityofinformation,perceivedresponseandperceivedtrustinfluencethebehavioral
intentionandactualusageofDigiLockercloud-basedE-governanceservice.Theoutcomeofthis
articleisvaluabletopolicymakersforprovidingbetterE-governanceservices.Thisresearchpresents
vitalinsightsandhighlightsthefactorsthatinfluencethecloud-basedE-governanceserviceadoption
indevelopingcountrieslikeIndia.
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1. INTRodUCTIoN

The United Nations (UN) E-government Development Report, 2016, ranks India, 107 among
193countrieswithascoreof0.463ontheUNE-governmentDevelopmentIndexfor2016(UN
E-governmentSurvey,2016).In2015,theGovernmentofIndia(GoI)launchedtheDigitalIndia
Programwiththeaimtobridgethisgapbyfosteringaclimateofinvestmentindigitalinfrastructure,
improvingdigitalliteracyamongthecitizensandprovisionofonlineservicestothecitizens.The
DigitalIndiaProgramprovideskeyemphasisontheE-governanceservicesinIndiawiththeobjective
tochangeIndiaintoadigitallyempoweredeconomyandsociety.TheGoIhascomeupwiththe
frameworkof‘e-Kranti’undertheDigitalIndiaprogram.‘E-Kranti’mainlyfocusesone-governance
toprovidegovernmentservicesthroughanelectronicmediumtothecitizens.Itensuresaneconomical
costofe-governanceserviceswithefficiencyandtransparencyofservices(NeGD,PolicyDocument
2016).

TheuseandapplicationofICTandinternet-basedwebapplicationsbythegovernmentforthe
provisionof informationandpublicservices to thecitizens isdefinedasE-government (Iraniet
al.,2005;FreemanandLoo,2009;Sivarajahetal.,2015,2014;UNE-GovernmentSurvey,2016).
Enhancedconnectivityandbetteraccessraisetheeffectivenessandefficiencyofe-governanceservices
(Linetal.,2011,Sunetal.,2015,Sáetal.,2016).E-Governanceservicesareprovidedindifferent
countries,however,therearechallengesfacedregardingitsadoptionanduse.Priorstudiesdiscussed
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thatindevelopingcountries,itfacesobstacleslikelackofawareness,infrastructure,technicalskills,
humanresourcecapacity,welldefinedgovernmentregulationandinexpensivetechnology(Iraniet
al.,2007;Rahmanetal.,2012;DwivediandIrani,2009;Alshehrietal.,2012;Guptaetal.,2008;Al
AwadhiandMorris,2008;Ibrahim&Ithnin,2016).

Indiaisalandofmillionsofstudents,amillionworkplacesandbillionsofcitizenswhoavail
governmentservices.Millionsoftransactionsandmillionsofdocumentsexchangehandseveryday.
Thesedocumentsincludeschoolleavingcertificates,degreecertificates,birthcertificate,electricity
bill,waterbill,propertytaxbills,drivinglicense,VoterID/Electioncard,PANcard,noobjection
certificatesandAadharCard -unique identificationnumber issuedby the Indiangovernment to
every individual residentof India.Huge efforts are invested in creating thesedocumentsby the
variousgovernmentagenciesandalso incollecting themby theconsumers.There lurks thefear
ofvitaldocumentsgettingtamperedwithorevengettinglost.Everysingledocumentisofutmost
importanceforthecitizensintheprocessofgettingadmissiontocollegesanduniversitiesandforthe
creationofpassportandVisa.Thereisamadfrenzyfordocumentationanditcallsforhumongous
effortsonthepartofcitizens.

Inthiseraofdigitization,itiscommonthatcitizenshavetotransferdocumentsthroughe-mail,
documentsharingportalsorcloudstorageapps.However,theneedofthehourisanonlinedocument
sharingsystemthatisauthorizedbytheGovernment.Thisisthereason,in2015,Departmentof
ElectronicsandInformationTechnology(DeitY),GoIstartedtheDigiLockerservices.Themain
objectiveofDigiLockeristoprovideapubliccloudthatofferstheprivatespacetodigitizeallthe
recordsanddocumentsandmakeitaccessibletocitizensonareal-timebasis.Everycitizencanstore
theirimportantpersonaldocumentsindigitalform,asDigiLockerisacloud-basedvirtualstorage.
DigiLockerwillfacilitatepaperlessgovernanceandimprovetheauthenticityofe-documents.Italso
aimstomakethedocumentationserviceeasyanddecreasetheadministrativecostspendingbyGoI.
TheDigiLockerwebsiteandappprovidesserviceslikeverificationandissuanceofdocumentsand
certificateswhichwillhelpcitizenstogetridofphysicaldocumentation(DigiLockerBrochure,2015).

Afterthereviewoftheobjectives,challenges,andbenefitsofDigiLocker,itnecessarytostudy
thevariousantecedentsthataffecttheadoptionofane-governanceservicelikeDigiLockerfroma
citizen’sperspective.Ascloud-basedservicesarestillintheinfancystage(Sibya,Venter&Fogwill,
2012),itissusceptibletoriskssuchasprivacy,securityandreliabilityissueswhichactasmajor
barriers to theuser adoptionof these technologies (Hackney,Sivarajah,Omar,Lee, Irani&El-
Haddadeh,2017;Almarabeh,Majdalawi&Mohammad,2016;Ali,Soar&Yong,2016).Thesuccess
ofsuchaninitiativeeventuallyliesinthecitizen’sadoption,acceptanceandusageinadeveloping
countrylikeIndia.Therealizationofthebenefitsofe-governanceservicesishinderedbythelack
ofe-governanceadoptionbythecitizens(Zhaoetal.,2014).Forthesuccessofonlinee-governance
service,itisimperativetostudyitsadoptionwhichleadstothebetterunderstandingofthecitizens’
needs(Ozkan&Kanat,2011).Ifdocumentsareprocessedonline,itresultsinagaininefficiency
(Savoldellietal.,2014).Thefruitfulnessofanytechnologyliesinitsuse(Venkateshetal.,2008).
ThisstudyinvestigatestheadoptionofDigiLockercloud-basede-governanceservicetofulfillthis
gapandprovidemeaningfulinsights.Theresearchquestionishencedevisedas:

RQ1:What is theprevailing situation in India regarding the adoption andusageofDigiLocker
e-governanceserviceandwhataretheramificationsforthefutureofDigiLockere-governance
service.

2. LITERATURE REVIEw

Therearemanystudiesone-GovadoptionusingdifferentadoptiontheorymodelsliketheDOI-
InnovationDiffusionTheory(Rogers,1995),TAM–TechnologyAcceptanceModel(Davis,1989),
TRA - The Theory of Reasoned Action (Fishbein and Ajzen, 1975), TPB - Theory of Planned
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