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ABSTRACT

Land revenue constitutes a major part of revenue for any state government in India. Land administration 
is one of the most crucial functions of any government, and land records make the foundation of land 
administration. For decades, maintenance of land records has been one of the most notorious areas 
of governance in the country in terms of efficacy and transparency. In recent years, with the advent 
of Internet and newer Information Technology applications, many e-governance initiatives have been 
implemented at the national and state level to facilitate one on one communication link between the 
government bureaucracy and the citizenry. Two such projects, Land Record Computerization Project 
and Computerization of Property Registration, that have totally revamped the land administration sys-
tem in India, have been taken for analysis in the present study. The author has taken both the projects 
for analysis as for completion of any land transaction in India both these projects need to function in 
synchronization. These projects could be called as the first e-governance initiatives in the country that 
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INTRODUCTION

India, located in South Asia, is one of the oldest 
civilizations in the world with a kaleidoscopic 
variety and rich cultural heritage. It has achieved 
all-round socio-economic progress during the 
last 62 years of its Independence. It has become 
self-sufficient in agricultural production and is 
now one of the top industrialized countries and 
the second most populous nation in the world. 
English is the major language of trade and poli-
tics, but there are fourteen official languages in 
the nation. The country is divided into 29 states 
and 7 Union territories for administrative con-
venience. The central government is the federal 
institution of governance but the states elect their 
own provincial government with a chief minister 
at its helm to run the state administration (Indian 
Government portal, 2010).

Fragmentation of land is widespread in India 
and this fragmented nature of land holdings play 
a major role in decreased levels of agricultural 
productivity (Jha, 2005). Despite recent, rapid 
economic growth in India, the country still has 
the planet’s largest concentration of poor people 
(defined as those living on less than $2 per day). 
Approximately 70% of Indians exist on less than $2 
a day, a higher proportion than in Africa (Hanstad 
and Nielsen 2009). The two statistics are closely 
related as landlessness is the best indicator of 
rural poverty (World Bank, 2007). Civil courts 
are clogged by land disputes and 8 million of the 
20 million pending civil cases in India as of the 

year 2000 pertained to land litigations in India. 
Most of the civil cases drag on for several years 
(RTI India, 2007). A study on land reforms in India 
remarked that land disputes affected 28% of all 
plots in peri-urban environments in the state of 
Andhra Pradesh (Deininger, 2007). Statistics have 
also revealed that 90% of land holdings in India 
are subjected to ownership disputes and the money 
spent in contesting law suits at judicial institutions 
constituted around 1.3% loss of Gross Domestic 
Product growth every year (Indian Brand Equity 
foundation, 2004).

“Land” is listed as a state subject under the 
constitution of India and hence land and related 
issues are governed by state (provincial) laws and 
regulations. Land revenues constitute the major 
part of income for any state government. For 
decades, maintenance of land records has been 
one of the most notorious areas of governance 
in terms of efficacy and transparency (Second 
Administrative reforms Commission, 2008). A 
study has identified that Indians paid substantial 
bribes to access 11 public service facilities and 
land administration department was one of the 
most corrupt public administration departments in 
India (India Corruption Study, 2005). It was often 
very difficult to get a certified copy of the land 
title deed (Record of Rights copy) from the village 
accountant (government employed distributor of 
land documents within a rural locality), which was 
very necessary for the farmer to avail bank loan 
to buy seeds and fertilizers.

involved grass-root citizenry. The present study traces the implementation and inter-operability status 
of the land administration projects in Tamilnadu, India.

The study reveals that though the revenue earned by the projects grow every year, the awareness level 
of the projects remain relatively low. Findings also suggest that the land record data available in the 
website are obsolete, and to bring in more efficiency, the portal has to be constantly updated. Also, since 
there is no integration and interoperability between the revenue and registration department of the state, 
there is only sub-optimal utilization of the established infrastructure at present. The study recommends 
immediate integration of the projects to make it more effective.
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This study is divided into seven sections. 
“Background of the Study” provides the intro-
duction, background of land administration in 
Tamilnadu and the context of land transaction in 
Tamilnadu. “Need for the Study” presents need 
for the study, objectives of the study and the scope 
of the study. “Literature Review” presents the 
literature review of several land administration 
projects, the research questions formulated for 
analysis, methodology and theoretical framework 
used in the study and a brief description of the two 
projects. “Data Analysis” includes an analysis of 
the level of citizen participation and interviews 
with beneficiaries, “Findings and Discussion” 
encloses the research findings and discussion, 
the implications of the study and the conclusion 
and recommendations.

Background of the Study

Tamil Nadu is the seventh most populous state in 
India with a population of 66,396,000, as of July 1, 
2008 (approximately 5.79% of India’s population). 
The state has 32 districts, 206 taluks and 17,292 
villages (www.tn.gov.in). It is the fifth largest 
contributor to India’s GDP and the most urbanized 
state in India. For administrative convenience, 
the state is categorized into districts comprising 
villages and taluks comprising rural panchayats 
(www.tn.gov.in). It is one of the foremost states 
in the country in terms of overall development. 
Majority of the population are settled in rural areas 
and agriculture is the main source of livelihood 
for greater part of the population (www.tn.gov.in). 
This dependency status on agriculture has created 
a predominant need for land records and related 
details for the community at large.

Coimbatore municipality is the third largest 
and one of the top most industrialized cities of 
Tamilnadu. It is known as the ‘Manchester of South 
India.’ The municipality covers 9 rural taluks and 
481 revenue villages (www.coimbatore.gov.in).

The manual system of maintaining land records 
in the state was very diverse. The procedure to 

record transfer and ownership of lands, shares 
and inheritance was generally based on particular 
identity numbers allotted for each individual plot 
of land. Revenue assessment, property tax and 
agricultural yield related details were also recorded 
against that specific identification number to keep 
track of the changes in the land records. But, the 
traditional methods have been changing over the 
years in each state according to local practices and 
traditions. But, in general, all states maintained 
and issued uniform copies of land title documents.

Traditionally, numerous formats of land records 
were maintained at the village, taluk and district 
levels. In every village (rural hamlet), Village 
Administrative Officers (VAO) were entrusted 
with the maintenance of land records and in case 
of change in ownership, transfer or inheritance of 
land, the records have to be manually updated to 
enforce the new changes (mutations) at once. But, 
in practice, the land records were not updated in 
time due to work load pendency of staffs within 
the revenue department as the staffs of the depart-
ment were periodically utilized for developmental 
works undertaken by the government machinery 
such as elections to the local, civic bodies and 
corporations, welfare aid distribution and finan-
cial assistance to minorities. This situation led to 
incompetency in management of land records.

In the old system of land administration, the 
state revenue department maintained around 
20 registers to store land related details of each 
individual plot within the villages or towns (Rita 
Ahluwat, 2008). In case of any litigation, the hand 
written record book with manual crypts used to 
be the only document with legal standing in the 
court and this document book with all recorded 
details of the land has to be produced for verifi-
cation in courts. Hence, any civil litigation took 
many years to solve.

These circumstances emphasized the need for 
development of a novel land records management 
system that reduced the work pendency status of 
documents, work load of the staffs and created 
a transparent system of revenue accounts. The 



97

A Qualitative Study of E-Governance in Coimbatore Revenue Administration

project planners wanted to facilitate an efficient, 
easier and accountable system of land administra-
tion. Though, it was a daunting task to transfer the 
legacy data to computers and motivate the rigid 
revenue staffs to adapt to the new computerized 
system of administration, the state government 
took adequate care to provide an effective and 
smoother transition.

Land Transaction Process in India

As land does not belong permanently to any single 
entity and it changes hands often, land records 
have to be constantly updated for effective land 
administration. Presently, land rules in India 
require that as soon as any transfer, partition and 
inheritance takes place, the name of new owners 
should be entered and updated in the relevant land 
registers without delay to avoid administrative 
hindrances. But, it was never done on time and 
users faced lot of inconveniences in the process.

In practice, any land transaction in India is 
done in two phases; the first stage is that the 
citizen, who acquires the land, has to attest his 
right of ownership in a deed of registration that is 
maintained at the land registration offices (District 
Registration office or Sub-Registration office) 
of the concerned locality. The second stage is 
that the person, who sells the land, has to fill in 
a form of mutation (change of ownership form) 
and transfer the land rights to the new owner. 
This process is done at the taluk office within the 
same locality. Hence, for any land transaction to 
be complete, the process has to be initiated at the 
office of land registration and followed up at the 
regional taluk office. Only, when the document 
entry is complete at both the places, the ownership 
right is accorded on the new owner. If the work 
of mutation (change of ownership) is not done on 
time, the records would remain out-of-date and 
the RoR copy would imply the old owner as the 
legal owner.

Hence, there is a critical need for both the of-
fices to function in synchronization to complete 

any land transaction. Manual entry is carried 
out at both the departments to keep the records 
up-to-date. This process is time-consuming as 
land registers have to be passed on between the 
departments and changes have to be entered. It 
is also prone to human error.

The state government decided to streamline the 
process and initiate computerization at both the 
departments. The policy makers envisioned wide 
area network connectivity between the depart-
ments and facilitate automatic data flow between 
the departments. Information and Communica-
tion Technology tools were used to synchronize 
the data entry at both ends and bring down the 
workload of department staffs. This process of 
computerization has brought in lot of changes to 
the old system of land administration.

Land revenue department implemented “Tamil 
Nilam” project and the registration department of 
the state introduced “Star” project to harmonize 
the land transaction process. In this context, the 
present study provides an evaluation of these two 
projects implemented by the land administra-
tion department within Coimbatore district and 
municipality.

NEED FOR THE STUDY

Computerization has the potential to support 
most land administration reform initiatives in 
any developing country. In the present context, 
e-governance projects were introduced primarily 
to improve efficiency, effectiveness and transpar-
ency of revenue administration. Hence, there is 
a need to periodically assess the impact of Land 
Records Computerization (LRC) project and 
Computerization of Property Registration (CPR) 
facility in Coimbatore district and to find out the 
effectiveness and sustainability of both the proj-
ects. The study is relevant at present as a crucial 
first stage of evaluation is necessary to ascertain 
the extent to which these intended outcomes have 
been achieved. The intended benefits of the proj-
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ects and the attained benefits of the projects are 
debated upon and a better framework suggestion 
is provided at the end. Citizen response to the 
projects and channelization of revenue generated 
from the projects are also analyzed.

The study also analyzes the impact, sustain-
ability, new media penetration, adoption and dif-
fusion of the projects within Coimbatore district 
and municipality. Thus, the proposed research 
will assess to what extent both the e-governance 
projects have benefitted the users and enforced 
transparency. 

Objective of the Study

1.  To find out the stages of maturity of both 
the projects at the Coimbatore municipality 
and taluks.

2.  To find out the current stage of re-engineering 
and pace of implementation of both the proj-
ects at Coimbatore municipality and taluks.

3.  An analysis of cross-departmental co-ordi-
nation and integration of services available 
within the departments.

4.  To trace the interoperability factors between 
the departments in Coimbatore city and rural 
areas.

5.  To find out the level of citizen participation 
in both the projects.

Scope of the Present Study

In recent years, with the advent of internet and 
newer information technology applications, many 
E-Governance initiatives have been implemented 
at the national and state level to facilitate one on 
one communication link between the government 
bureaucracy and the citizenry. Many governments 
in developing countries have chosen to go on-line 
in administrative departments that have a huge 
citizen interface and involve collection of money 
on a day to day basis.

The study analyzes the challenges and op-
portunities of growth to further evolve better 

systems of land record administration in a wider 
perspective. It can be used as a benchmark study 
that analyses the current scenario of land admin-
istration in Tamilnadu state and it could be used 
as a ground level assessment of the two projects. 
The study is relevant at present as there is a need 
to constantly analyze the scope for betterment 
of the projects from time to time and locate the 
bureaucratic hurdles within the system to further 
extend the benefits of the projects and progress 
to the next phase of implementation.

LITERATURE REVIEW

Many studies have been done to analyze the suit-
ability and sustainability of e-governance initia-
tives in some countries. Olsen et al (2005) em-
ployed the MeGAP-3 (Municipal E-Government 
Assessment Project) assessment tool to assess 
the status of municipal e-governance project in 
Agder region of southern Norway, an area with 
high internet penetration and mature information 
and communication technology use. It concluded 
that the dominant stakeholder in sustainability of 
the project was the bureaucratic administration 
rather than citizens or politicians and identified 
that a more citizen-centric approach would ensure 
long term success of the project. Zwahar et al 
(2005) employed Lausanne framework of analy-
sis to evaluate the “e”- initiatives implemented 
in administrative functions like policy making, 
regulation and service delivery among the Flem-
ish Community in Belgium. The study identified 
that e-initiatives had huge transformative potential 
within the state. Dale (1999) analyzed the use of 
technology in the acquisition, storage, and process-
ing of cadastral data and concluded that to support 
sustainable land development, it was imperative to 
address the core issues of the information society 
such as the protection of intellectual property 
rights and the privacy of the individual.

There are some studies done to find out the 
efficiency of land administration system in the 
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present context. Vilasini Ramachandran (2005) 
analyzed the impact of land administration projects 
in the state of Gujarat, India and concluded that 
these projects would be successful in India only 
when automatic data transfer and inter-operability 
facilities exist between the revenue and registra-
tion departments. Jayaradha (2003) addressed the 
impact of computerization of property registration 
project and has recommended the usage of regional 
language for successful participation of citizens in 
any regional projects within state. Bhatia (2004) 
carried out an assessment of five wide scope e-
governance projects in India and asserted that users 
favored the land record computerization projects 
to a greater extent as there was visible reduction 
in corruption, shorter waiting times, fewer visits, 
error free transaction and greater transparency.

Some studies have stressed the need for more 
government co-ordination and involvement in 
land administration projects. Ossako (2006) has 
suggested for creation of a unified data registry 
in all developing countries under a government 
organization and this multipurpose unified land 
registry (cadastre) organization, as the owner and 
provider of legal data can fulfill all of the multi-
purpose demands raised by the economy, decision 
makers and the society.

Few studies have analyzed the grass root im-
pact of such projects. Raul Zambrano and Pierre 
Dandjinou (2003) analyzed the link between e-
governance and the poor through two case studies, 
one from India and another from South Africa and 
noted that usage of ICT can be an effective tool 
not only to simplify government to citizen (G2C) 
interactions, but can also facilitate participatory 
communication within the country. Vinay Thakur 
et al (2004) studied the social impact of land 
record computerization project and listed out the 
lacunae in manual record keeping system of India. 
The study included a status report of land record 
computerization projects in all Indian states and 
found that greater impact of the project was felt by 
the people living in rural areas with low income 
capacity. Islam (2003) broadly analyzed the land 

administration system and land record projects 
in three Indian states of Karnataka, Himachal 
Pradesh and Haryana. The author pointed out that 
mere computerization of government offices did 
not make projects successful. The new technolo-
gies have to be taken to the grass root citizenry 
to achieve overall economic development in any 
nation. Valentina Ndou (2004) has asserted that 
all well implemented e-governance projects in 
developing countries have the potential of reshap-
ing the public sector activities and processes, 
building relationships between citizens and the 
government, enhancing transparency, increasing 
government capacity and providing a “voice” for 
those at the grass roots.

Research Questions 
and Methodology

The research study focuses on three principal 
research questions:

1.  What is the status of implementation of the 
land administration projects in Coimbatore 
municipality and taluks? To what extent has 
the district administration implemented the 
projects?

2.  What is the current stage of the maturity of 
the projects and its interoperability status?

3.  What could be the role of stake holders in 
the projects?

The study was exploratory in nature. Primary 
data collection was done by conducting in-depth 
interviews with the policy makers, project imple-
menters, department heads and technical and 
operational staffs of both the departments at the 
district level. 2 district level policy implementer 
of both the projects, 5 management personal 
working at the computerization department in-
volved in software development of the projects, 
2 administrative heads of the projects and 10 
staffs from each department involved in day to 
day operations of the project were interviewed. 
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Around 25 beneficiaries of each project were also 
interviewed to find out about their awareness, 
usage and level of satisfaction.

Analysis of secondary data was done by scruti-
nizing all relevant materials published in websites, 
journals, magazines, web publications, newspaper 
articles, government reports, white papers, seminar 
papers and the previous research projects. Land 
administration project reports, white paper of 
Indian government administrative departments, 
e-assessment frameworks used in studies and 
land reform reports, that primarily pertained to 
developing countries were studied. Department 
web portals were analyzed in detail and some 
studies done in developed nations about the land 
information systems and cadastral data manage-
ment were also analyzed to assess the suitability 
and sustainability of e-governance initiatives of 
developed nations. Land administration reports 
and articles published on the subject were also 
examined. Best practices literature of England, 
Hungary and Belgium that was available online 
were assessed.

Theoretical Framework of the Study

Four stages maturity model of Gartner (2000) and 
Layne and Lee (2001) maturity models are used 
in the analysis to position the state in the growth 
model of E-Governance.

According to Gartner, growth of E-Governance 
takes place in four-phases based on E-Governance 
maturity model. These phases have been defined 
based on experiences with E-Commerce and E-
Governance plans in Europe and other developed 
western regions.

E-Governance Maturity Model (Gartner)

Early 90’s Information → Presence

Mid 90’s Interaction → Intake Process

Present Transaction → Complete transaction

Future Transformation → Integration and orga-
nizational changes

Another widely known maturity model sug-
gested by Layne and Lee (2001) sees E-Gover-
nance as an evolutionary phenomenon, from which 
initiatives could be derived and implemented. 
They have included two more phases in the growth 
model for E-Governance. They are:

• Vertical integration: It refers to inter-
departmental integration – a particular 
department fully integrated at the district, 
state and national level. At this level, all 
similar departments are integrated inter-
nally between themselves and any infor-
mation regarding a district can be easily 
assessed at the state and vice versa. All de-
tails of the department are accessible from 
all other offices across the state or union. 
It is called as vertical integration and it is 
done to facilitate transactions between de-
partments easier and up-to-date. Ideally, 
vertical integration precedes horizontal 
integration.

• Horizontal integration: It refers to inte-
gration of different departments of admin-
istration. An integration of similar depart-
ments within the same state, along with 
an integration of different departments as 
well as across various stake holder agen-
cies lead to this kind of integration. The 
master database of a particular department 
is accessible to all other departments of ad-
ministration within the union. This kind of 
departmental integration is done to facili-
tate easier trading of information between 
different departments and various stake 
holders involved in a transaction.
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Description of “Tamil Nilam” 
and “Star” Projects

“Tamil Nilam” (Tamil is the regional language 
of the state, Nilam refers to land in Tamil) is an 
important E-Governance initiative of the Gov-
ernment of Tamilnadu, India that pertained to 
computerization of land records and related data 
of 206 taluks and 32 districts of the state. The 
project was fully funded by the central government 
and commenced by the state government in the 
year 1993. Data entry process was initiated in the 
same year and land records were brought online 
in the year 2003. Likewise, all states of the Indian 
union commenced the computerization operations 
at the same time. This project was a significant 
step to strengthen land record management at the 
national level.

The main component of the project was the 
computerization of alpha-numeric details of per-
manent land record details. For administrative 
convenience, Coimbatore city was divided into 
urban and rural sub-divisions. Urban sub-division 
constituted Coimbatore city and its peripherals and 
urban land records pertained to the maintenance 
of land records within the city.

Rural land records referred to the maintenance 
of land records within the district or rural taluks 
of the state and rural sub-division constituted the 
surrounding villages, taluks and small towns. Nine 
rural sub-divisions pertained to the rural classi-
fication. The data entry of all land record details 
of these sub-divisions have been completed and 
over 1.2 million land documents of land holders 
at the rural hamlets have been brought online for 
usage. Once, the process of manual data entry was 
completed, 3 verification check lists were prepared 
and cross-checked to make the land documents 
error free. And, the project was brought online 
for public access in the year 2002.

Land title document is also called as the Record 
of Right (RoR) copy. This legal document accords 
clear ownership title on any land holder within 
the country and it is of high importance for rural 

farmers as it is used to access bank loans and crop 
mortgages. Through this e-governance project, the 
copy of RoR is issued as a computerized print-out 
for all users at all taluk offices within the state.

“STAR”, (Simplified and Transparent Admin-
istration of Registration) project was launched to 
facilitate easier and faster registration process. It 
is an e-governance project that pertains to easier 
registration, archival, index and storage of new 
registered documents. In India, registration of any 
new property is mandatory as only this facility 
confers clear ownership title on a new buyer. The 
registration department also creates and maintains 
up-to-date land information system for usage 
and verification of land title deeds. This system 
greatly reduces risk of fraud and helps to solve 
land disputes easily. The process of registration 
ideally takes place in the registration office or Sub 
Registrar Office (SRO) within a particular locality. 
This project was implemented in the early nineties 
and the details of all registered documents were 
brought online in the year 2002.

Coimbatore zone covers 13 SRO offices within 
its limit. In all SRO offices, a facility for scan 
and store module exists in the software system 
and around 5 million property records have been 
computerized in the zone so far. All old documents 
from the year 1987 onwards were scanned page 
wise with the photographs and finger prints of 
the buyer – seller along with the register office 
endorsement seal and the entire set of documents 
were indexed and archived in the computer sys-
tem. Details were saved based on the survey and 
subdivision number of individual properties. In 
the computerized system of storage, all the land 
record details remain error-free as no manual entry 
was involved and data processing and storage was 
done entirely through the scan module.

The Star project web portal also issues applica-
tion forms for marriage, Encumbrance Certificate 
(EC – document with year wise details of previous 
land transaction involving the same land), chit fund 
registration, welfare scheme beneficiaries, pension 
certificates and other related forms online. Filled 
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in forms can be submitted at any registration or 
sub-registration offices for processing.

The policy makers had two-fold objectives in 
the implementation of land administration proj-
ects. Primarily, the projects were executed to es-
tablish vertical integration of both the departments 
through State Wide Area Network Connectivity 
program as a first step. Secondly, the projects 
were meant to be integrated at a horizontal level 
as well as interoperability features would facilitate 
automatic data transfer between the departments 
without human intervention. This integration 
provision would have facilitated proper verifica-
tion of clear land title ownership at the time of 
registration to avoid any land discrepancies.

DATA ANALYSIS

The project has brought in revenue of 6.22 mil-
lion (Revenue Department, 2008) in the year 
2008 in Coimbatore district taluks alone (see 
Table 1). Likewise, the project had also brought 
in revenue to the tune of 4.6 million (Revenue 
Department, 2008) for the year 2007, 3.8 million 
(Revenue Department, 2008) for the year 2006 

and 3 million (Revenue Department, 2008) for 
the year 2005 from the taluks within Coimbatore 
district. Compared with the year 2005, the revenue 
generated and print requisitions for RoR copies 
have almost doubled within a span of 4 years. The 
statistics prove that awareness level of the project 
is on the rise as the revenue keeps growing every 
year. Information kiosks were not available for 
the public at some taluks, and hence the number 
of users and the viewing revenue is shown as nil 
in all these taluks.

The District Registration office controls 13 
Sub-Registrars offices within the limit. During 
the year 2008, a total number of 1, 38,203 new 
registrations were carried out within Coimbatore 
Zone and the annual revenue generated was 2,966 
million (see Table 2) (Revenue Department, 2008). 
During the year 2006, a total number of 2, 56,343 
registrations of new properties were carried out 
in the zone. Due to economic recession, the real 
estate scenario has changed in Coimbatore zone 
and the number of registrations has come down 
by almost 46% in the subsequent year. STAR 
project also issues encumbrance certificates for 
all applicants. Users can apply for EC copy through 
online web service as well as across the counter.

Table 1. Tamil Nilam project: Citizen participation and revenue for year 2008 (Source: District revenue 
division, 2008) 

District Taluk Name Total Num-
ber of users

Total view 
Revenue in 
million

Number of 
Print Requests

Total Print 
Revenue in 
millions

Total 
Revenue in 
millions

Coimbatore Palladam 100 .002 55963 1.119 1.119

Pollachi 0 0 55007 1.100 1.100

Avinashi 0 0 49602 .992 .992

Tirupur 205 .004 38388 .767 .768

Udumalpet 0 0 36037 . 720 .720

Coimbatore(South) 0 0 30669 .613 .613

Coimbatore(North) 0 0 24449 .488 .488

Mettupalayam 0 0 21123 .422 .422

Valparai 0 0 23 .004 .004

Total 305 .006 311261 6.225 6.225
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In the year 2008, 2750 online applications for 
EC were received through the web portal. Ap-
plications received at the counter accounted to 
9999 and the total revenue of counter (department 
counter) EC generated in the year 2008 amount-
ed to 1.8 million (Revenue Department, 2008) 
whereas web EC revenue accounted to half a 
million only (Revenue Department, 2008). It 
shows that counter EC is the most prevalent mode 
of transaction and web EC is preferred by only 
30% of the users (see Figure 1).

1.  Stage of Maturity

Tamil Nilam Project: At present, land title 
copies of all rural taluks can be viewed online. 
Through the government web portal, a facility 
exists for the user to manually type in the identity 
number of the land and RoR copy can be viewed 
online. Land title information can be verified and a 
provision for print-out exists in the website. How-
ever, this print-out cannot be utilized for official 
documentation purposes. A legal authenticated 
version of the land title document is issued only 
at the district taluk office on payment of Rs.20 

(Source: Revenue department, 2008) (Rs.44 equals 
1 USD, Source: Indian Forex department, 2008). 
These authenticated copies, issued at the taluk 
office counter are only accorded legal sanctity. 
A facility for transaction is not available in the 
website and the user has to manually go to the 
counter at taluk office to get an authenticated copy 
of land title. There is no provision to apply for land 
title document online. A charge of Rs.20 per copy 
is collected as revenue by the government. This 
process is time-consuming as it involves travel, 
wait and requisition for land title document. Town 
survey details of Coimbatore municipality is not 
yet complete and land titles of town properties 
are not available through the website.

Using Gartner’s (2000) four stages maturity 
model, the level of maturity of the project is only 
at the first stage of information provision for nine 
rural taluks in the district. Coimbatore municipality 
is still in the nascent stage of data entry.

Star Project: In the government portal, us-
ers can view all information like market values 
of land, percentage of stamp duty, preparation 
of model deed and details about the registration 
fees online. Registration forms for marriages, 

Table 2. Star project: Citizen participation and revenue for year 2008 (Source: District revenue divi-
sion, 2008) 

Sub - Registration Offices Number of Documents Registered Revenue in million

Coimbatore Joint 1 8081 380

Coimbatore Joint 2 6627 192

Gandhipuram 9781 413

Singanallur 12759 259

Madhukarai 7320 146

Thondamuthur 8585 161

Perianaicken Palayam 17321 282

Mettupalayam 16107 156

Annur 10403 101

Avinashi 20517 174

Ganapathy 8226 202

Peelamedu 4738 235

Vadavalli 7738 265
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chit funds, welfare aid and pension forms can be 
downloaded through the web portal but the facility 
for transaction is not available. Only information 
access is possible for all these services.

Facility for issuance of Encumbrance Cer-
tificate (EC) has moved on to the next phase of 
maturity. EC forms can be filled in and applied 
online. The copy of EC would be dispatched to 
any address provided by the user. A facility for 
online delivery exists based on user needs only for 
EC copies. Hence, EC forms are in the transaction 
phase of maturity.

Using Gartner’s (2000) four stages maturity 
model, on an implementation scale, the level 

of maturity of Star project in the department of 
registration is in the first stage. For the provision 
of EC forms, the project has moved on to the 
third phase of maturity and transaction facility is 
available for the users.

2.  Level of Integration

The state government planned for inter-
connection of all SRO and taluk offices to carry 
out automatic mutation of land records once the 
registration process was completed. This process 
of automatic mutation would considerably reduce 
the time delay in carrying out the manual muta-

Figure 1. The service levels of both the projects
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tion changes. To achieve this status of Integra-
tion between the projects, it is essential to have 
Tamilnadu State Wide Area Network (TNSWAN) 
established at both the offices. At present, taluk 
office and SRO offices function in isolation and 
there is no interconnection or integration of ser-
vices between both the departments. At present, 
there is absolutely no integration of the projects.

The Integration channel is available only at 
two taluks (Pollachi and Tirupur) as in the first 
phase of implementation, SRO and taluk offices 
that functioned within the same premises were 
provided with interconnection facility. But, the 
departmental integration process remains static 
even at these two taluks as there are some techni-
cal hitches in establishing integration and access. 
Infra-structure for integration and internal network 
is currently being established at two more taluks 
(Palladam and Udumalpet taluks) of the district. 
Within Coimbatore city, integration of the projects 
is not achieved as same platform of application 
software was not used for both the projects and 
this situation has created incompetency of oper-
ating systems and inter-departmental integration 
is proving to be very difficult. Suitable arrange-
ments for integration are being done by the district 
administration.

Hence, at present, all taluk offices still function 
in isolation. Vertical integration is not available 
between taluk offices and this status of non-
integration has resulted in sub-optimal utilization 
or non-utilization of these expensive assets.

With regard to Star project, it is fully integrated 
and operable at the Coimbatore municipality as 
well as at the district taluks. Registration offices 
and SRO within the state are inter-connected 
through a wide area network connection. Encum-
brance Certificate (transfer of ownership) details 
of land documents are accessible at all registra-
tion offices within the state. But land ownership 
verification facility or clear land title verification 
facility for registered land documents is not avail-
able on line even at the department level. Vertical 
integration is thoroughly achieved in this project 

and it is ready for horizontal integration with 
taluk offices.

3.  Status of Interoperability

Nilam project is utilized by the taluk offices to 
facilitate data entry of land records and mutation 
of land records. STAR project is used by all reg-
istration offices for indexing of land documents. 
As integration facility is not achieved between 
both the projects there is no inter-operability of 
projects. The mutation entry of new land details 
is still manual. Anytime a new document is reg-
istered, the record details are manually entered 
and sent to the taluk office for effecting muta-
tion certificates to the users. At present, both the 
departments function in isolation and no intra-net 
facility is available to track changes and status, 
manual entries are done by the staff at both offices.

This process is time consuming as three to 
four registers have to be simultaneously updated 
to complete a single transaction and hence this 
process is always time-consuming. Hence, at pres-
ent, there is no cross-departmental coordination 
and interoperability of these projects at taluks 
and municipality.

4.  Pace of Implementation

The pace of implementation of Nilam project 
is very slow, as even after a decade of imple-
mentation, the records of the entire district and 
municipality are not brought online. The project 
is currently functional at all nine rural taluks of 
Coimbatore and land title records can be verified 
online. Urban land records still remain in the 
nascent stage of data entry within Coimbatore 
municipality. Town survey of Coimbatore city is 
not yet complete, as it is a very time consuming 
and tedious process that involves recording details 
of each block, area and street wise data for all the 
available land records. Also, the Village Admin-
istrative Officers at panchayats (rural village) are 
not fully aware of the usage of computer systems 
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at present. All panchayat level transactions are still 
totally manual. All queries are referred to taluk 
offices in the city for processing.

STAR project was completed in time and it is 
fully functional at the municipality and district 
taluks. All registration offices within the taluk are 
inter-connected and EC details of any document 
can be seen at any other registration office within 
the state. But, provision for land title facility is not 
available for the department staffs. Only when this 
facility is made available for the staffs, clear land 
title records can be verified before registration. 
Efforts have to mooted to establish this facility 
within the registration department.

5.  Role of Various Stakeholders

There are many stakeholders (Rahul De, 
2006) involved in the process of computerization 
of land record details and master land database 
could prove useful for many organizations and 
institutions within the country. Farmers use land 
information and record of registration details for 

property transfers, financial loans and mortgage 
of property. Financial institutions use record of 
registration as credible evidence to provide land 
mortgage loans to farmers. Land planners use the 
land information for land classification surveys 
and for sustainable development of land. Judiciary 
uses record of registration details to decide on 
ownership issues and solve litigations. Revenue 
administrators use information of land to calculate 
revenue, tax and land under encroachment for 
better development programs. Hence, master land 
database is critical for many departments. Access 
could be given to the concerned departments and 
the projects could become even more beneficial 
for the public as well as the stakeholders (see 
Figure 2).

Interviews with Beneficiaries

Interviews of beneficiaries were done at both the 
project offices to evaluate the tangible benefits 
accorded by the project (see Table 3).

Figure 2. Stake holders
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Everyday around 50-100 users approached the 
taluk office counter for requisition of land title 
copies. The applications were received and pro-
cessed. In case, the requisition was urgent, Rs.20 
was collected immediately and a slip was issued 
to the user with the current date and identification 
number. The user has 2 options, either he can wait 
till 5 pm in the evening and collect the document 
or he can come back at his convenience within a 
week and collect the copy in person by producing 
the identification number (see Table 4).

The counter staff received around 10-30 ap-
plications per day. A special counter with com-
puter is set up within the premises to handle 
queries and distribute copies.

FINDINGS AND DISCUSSION

As citizens’ expectations of governance have 
changed, the pressure is on the government 
to improve public services. With Information 
access and reach at its peak, people are more 
knowledgeable, more vocal about their needs and 
more sophisticated in their expectations of how 
government should meet these citizen needs. Also, 

Governments worldwide have begun developing 
strategies to not only enhance efficiency and ef-
fectiveness, but also to strengthen the relationship 
between government and citizens. During the last 
decade, e-government has largely been an one-
way street—“government delivered and citizen 
received”, but now, the users understand and 
emphasize the need for the government and citizen 
to partner with each other and other stakeholders 
in ensuring effective service delivery. Hence, for 
the future, conventional service delivery systems 
have to be modified in innovative ways to create 
public value.

The study revealed that both the projects have 
clearly benefitted the users, but the extent of ben-
efits offered to the users at this stage is rather very 
limited. E-services offered through the websites act 
only as information provider and it is accessed by 
only a fraction of the population. The level of ser-
vice delivery should be enhanced for an elaborate 
analysis as at present the e-governance projects are 
still in the initial stage of implementation. Genuine 
e-services can be provided to the users only at the 
transaction stage wherein the citizen can conduct 
a significant number of services through the web 

Table 3. Report of interviews at Taluk office (Tamil Nilam project) 

Name, Age, Occupation of In-
terviewees

Place of residence Feed back

Illango, 40, Retired Government 
Employee

Alandurai He felt that the new project was definitely better than the old system. But, 
the objective of paperless governance has not been achieved in the depart-
ment as the transaction was partly manual.

Ponnusamy, 52, Agriculturist Narasipuram He opined that the service efficiency of the project have to be improved 
as most often the department counter was closed without notice and the 
users had to come again the next day for transaction. Situations like this 
were very unfavorable for users who commute long distances to the taluk 
office for certificates.

Ramasamy, 49, Agriculturist Pichanur This agriculturist felt that the infra-structure available at the counters have 
to be improved and a separate room with chairs and drinking water facility 
needs to be provided for the users.

Kumaresan, 33, Agriculturist Alandurai This agriculturist asserted that he did not know about land title documents 
being accessible online and more publicity needs to be provided for the project.

Ramalingam, 45, Agriculturist Alandurai He added that the entire process was still time-consuming as the form has 
to be filled in and submitted for processing a day in advance and only then 
the document was made ready and issued at a later date.
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portal without having to be manually present in 
the administrative department.

Though, the projects have facilitated quicker 
processing of land records and brought in trans-
parency to the once opaque system, the pace of 
implementation of the project within Coimbatore 
district is very slow when compared to other 
states of Indian Union. The land administration 
projects function more efficiently in other states 
like Karnataka, Maharashtra, Madhya Pradesh, 
Haryana, Andhra Pradesh and Goa where prop-
erty registration process has been integrated with 
computerized land records at taluk offices. In these 
states, there exists a monitoring mechanism to 
facilitate genuine land transactions and identify 
fraudulent transactions. The horizontal and verti-
cal integration process established between the 
land administration projects is proving to be very 
beneficial for the states in many ways. Compared 
to these states, Tamilnadu and in particular within 
Coimbatore district administration, the process of 
implementation of land administration projects is 
very slow and only limited arrays of services are 
offered to the users.

Even after a decade after implementation, 
Nilam project is functional only at nine rural 
taluks within the district and Coimbatore city 
land record details are still in the process of data 

entry. However, in terms of revenue generation, 
the project is very successful. All taluk offices 
still function in isolation with no data network 
facility between them.

Nilam project has still a long way to go in 
establishment of network connection between all 
taluk offices within the district as well as all taluk 
offices in the state. Vertical integration of all taluk 
offices has to be achieved at a priority basis and 
only when this level of connectivity is achieved, 
the pace of implementation could move on to the 
next level of integration with offices of registration. 
Also, Nilam project is inert at panchayat (village) 
level and issuance of land documents is still time 
consuming process.

Star project offers a provision for the users to 
view the stamp duty, guideline value and model 
deed online and to download applications for some 
certificates. Payment of stamp duty, registration 
fees and registration process is still entirely manual 
and at the time of registration, the payments can 
be manually done at the department counter. A 
facility exists for the user to submit the application 
of Encumbrance Certificate online and there is a 
provision to receive the document at any given 
address through postal services. Only issuance of 
EC has moved on to the next stage of maturity and 
transaction facility exists for the users.

Table 4. Report of interviews at district registration office (Star project) 

Name, Age, Occupation of 
Interviewees

Place of residence Feed back

Velusami, 55, Retired telecom 
employee

Vellimalaipattinam He opined that the process of EC was very convenient as a facility for trans-
action was available online.

Sadasivam, 35, Agriculturist Alandurai He asserted that there was a critical need to make the master database acces-
sible to the users as it would avoid multiple registration. He included that 
some cases of multiple registration were still prevalent in his hometown.

Kumarsan, 33, Factory worker Alandurai This employee felt the need for buyer and seller to be mandatorily present 
at the taluk office for authenticating mutation certificates.

Ramalingam, 45, Agriculturist Alandurai This agriculturist wanted the land database to be made available through the 
web portal for all users as it would show authenticated owners of all land 
titles and avoid land discrepancies.

Muthuraman, 58, Agriculturist Chettipalayam This farmer noted that the access facilities were good at the registrar’s office. 
But the project would be much beneficial if the users were able to access the 
EC facility through citizen service centers or post-offices in their vicinity.
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Star project has been implemented successfully 
across all districts of the state and integration fa-
cility exists between District Registrar and SRO 
offices in the state. Exchange of data, EC detail, 
Land title search facility and certificate verification 
is possible between all offices. Vertical integration 
of the department of registration is completed and 
the project is ready for horizontal integration.

Individually, both the projects have proved to 
be useful at its current stage of implementation, 
but integration of the projects would be more 
beneficial for the users and for the staffs within 
the departments. This inter-connection through 
State Wide Area Network, if established, would 
create unhindered data flow between the taluk 
and registration offices. Soon after a registration 
process, the data module would automatically 
update the new ownership details and produce 
a mutation copy. As the entire process would be 
automatic, manual entries at both offices can be 
avoided. Clear land titles can be issued to the 
land owners and work load at the administrative 
departments would be considerably reduced. 
It would facilitate automatic exchange of land 
record details and land title documents would be 
up-to-date online.

Both the projects are still in the first phase of 
maturity and only at the third and fourth phase of 
maturity a more detailed analysis could be carried 
out. As of now, information access is only provided 
to the public and the users of Tamil Nilam project 
can conduct only part of the transaction online, 
as an attestation seal at the taluk office counter 
is mandatory on the land title document to make 
it legal and usable for official purposes. This 
seal is provided only at the taluk office counters 
after payment of Rs.20 (50 cents). This amount 
is accounted as revenue of the project and it is 
channelized back to the revenue department of 
the state.

As user demand for better quality service 
increases, E-Governance needs to improve along 
the line, not only across different levels of govern-
ment but also different functions of government. 

Only if service integration within the department 
as well as cross-departmental integration happens 
at the same time, it would serve helpful for the 
users. After this process is completed to the full-
est capacity, it is possible for the user to visit a 
single portal contact one point of government and 
complete any level of government transaction – at 
a “one-stop” concept (Bhatnagar, 2000).

Also, Indian government has announced 
development of an India portal under National 
E-governance Plan in 2006 with an objective to 
integrate and provide access to all government 
services to the citizens (NeGP, 2007). The portal 
would provide a single door (web interface) of 
entry and access for multiple-services through 
a self-service portal. This one-stop government 
portal would require complete interoperability, 
both vertically and horizontally, between all the 
administrative departments to suit higher demands 
at a national level.

There are many on-going e-governance proj-
ects in India that envisages complete integration 
of government services at national, state level 
as well as local level. At national level, Income 
Tax online and Customs on-line are working on 
providing a one-stop portal for their respective de-
partments. The current objective of these projects 
is to integrate the two departments vertically as 
well as horizontally. However, in practice, these 
projects were not specifically planned to get suit 
the objectives. To create a national portal of this 
magnificence, it is essential to establish integration 
at all levels. For a national portal with single point 
of entry, all administrative departments within the 
union should operate with open access software 
platforms that are compatible and operable with 
all type of web technologies. Hence, taking the 
long term goal of the government into consid-
eration there is a need for land administration 
departments to adopt technologies that would suit 
such deviations. A research study by Ajay Ahuja 
(2008) revealed that interoperability challenges 
and issues can be best addressed by adopting and 
following solutions based on open standards, open 
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source and open format. Such solutions provide 
leverage to the users and do not constrict the 
user to a particular technology or a vendor and 
most importantly inter-operate with each other. 
The author has recommended the usage of such 
solutions and technologies for Governments of 
developing nations like India.

Nevertheless, the land administration projects 
have helped to create immensely rich, technology-
interactive land data base in the state. In terms of 
revenue, both the projects have proved to be suc-
cessful. Each district within Tamilnadu has gener-
ated annual revenue of 1 million and Coimbatore 
district in particular has generated revenue to the 
tune of 6 million in the year 2008. Star project 
has incubated revenue to the tune of 29 million 
in the year 2008. Issuance of EC has generated 
revenue to the tune of 2 million in the year 2008. 
For the government, the land administration 
projects have clearly generated revenue of more 
than 35 million and the registration department 
and revenue departments have clearly seen the 
beneficial effect of computerization.

IMPLICATIONS

Some of the major lessons learned and challenges 
faced by the project at the implementation stage 
were:

1.  Issuance of land title copy is still not instant 
and the process is time-consuming at taluk 
offices. The users have for 8 hours to receive 
the document or they have to come again to 
collect the document at another time.

2.  The responsibility of document issuance still 
rests in the hands of the revenue officials; 
hence, the monitoring mechanism and effi-
ciency of operation needs to be strengthened, 
as this serves as a crucial component for the 
success of the projects.

3.  Issuance of land title document facility is 
not fully-automatic through the web portal.

4.  Loan facility and other hindrances encoun-
tered by the farmers still remain unchanged.

5.  Farmers still travel long distances to ta-
luk head quarters to apply for land title 
document.

6.  No significant change is felt by the farmers 
or other users as they still travel long dis-
tances, wait in line for access as well as wait 
for almost 8 hours to receive the certificate. 
Present stage of computersation of depart-
ments has not made any difference to them.

7.  There has only been a shift of powerbase 
from the VAO to the taluk office staffs.

8.  Land administration offices still function 
in isolation as no integration facility exists 
between the two departments.

9.  Land title details online are not updated for 
weeks and the data often remains obsolete.

10.  Different platform of soft wares used in the 
project has created interoperability chal-
lenges and open standard solutions should be 
utilized to avoid incompatibility and ensure 
inter-operability of future projects.

11.  Stake holder access and land title verification 
facility is not offered for the public at pres-
ent. This access facility would simplify the 
loan and financial difficulties encountered 
by the farmers. Hence the project offers only 
a limited scope for the users.

12.  Networking of the projects at different lev-
els to ensure data movement from district 
to provincial governments and at the level 
of union government through central web-
hosting facility would be very beneficial for 
the departments.

13.  Citizen Service centers needs to be created 
for convenient usage as, at present, the users 
need to travel to taluk offices for all land 
document copies.

14.  Awareness level of the projects among the 
users seems to be low and publicity efforts 
have to be initiated.
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15.  Digitization of Cadastral Survey Maps 
should be done without which the land 
information system is incomplete.

CONCLUSION AND 
RECOMMENDATION

E-governance includes measures that allow a 
more participatory, interactive and meaningful 
interaction between the government and the 
citizen. This study tried to understand the nature 
(dimensions) and degree of impact of computer-
ization of 2 projects in which the manual system 
was replaced through the usage of computers. 
The aim of the study was to produce a credible 
assessment of impact of these two projects in the 
state of Tamilnadu.

In order to ensure success and efficiency of 
any E-Governance initiatives in the country, it is 
important to assess the performance of E-Gov-
ernment projects periodically and take necessary 
actions based on these assessments. This research 
study has presented the growth stage model of 
E-Governance maturity of land administration 
projects at Coimbatore districts and municipality 
to assess the pace of implementation of the proj-
ects within the municipality and district taluks. 
At present, land administration projects are not 
fully functional in the district because of various 
operational and infrastructure problems. Findings 
reveal that the district administration needs to 
focus its attention on enhancing the service level 
of both the projects.

Taking the long term goal of a single portal 
for multiple service access into consideration, the 
state government should create a synchronized 
land administration portal that provides multiple 
service entries through a common access point 
to enhance service efficiency. This portal can 
be linked to the all India portal without any dif-
ficulty at any point of time. The usual website at 
its current phase of implementation that serves 
as an information provider is not sufficient for 

citizen usage as the services offered to the citizen 
is rather very limited at this stage.

E-government is not merely equipping the 
government offices with computers or automation 
of government departments, but it should be used 
as an effective tool of governance that increases 
the functional efficacy of administration. It is a 
process that requires planning, sustained dedica-
tion of resources and political will. Transactional 
and fully automatic services can only ensure 
greater customer satisfaction.

Analyzing the implementation scale of Tamil 
Nilam and Star projects, the pace of implemen-
tation of Tamil Nilam is very slow. Even after a 
decade since implementation the objectives of 
computerization of land records have not been 
achieved and town survey records are still in 
the process of data entry. Also, since there is no 
integration between both the projects, the land 
title record available through the web portal is 
obsolete. The land database that is online should 
be constantly refreshed as online mutation is 
crucial for uploading of fresh data.

Star project has come a long way since imple-
mentation and the registration department has 
successfully established a wide area network con-
nection where in all registration offices within the 
state are interconnected and connection facility 
also exists with the IG of Registration, Chennai. 
Hence, all activities of the registration department 
are fully automated.

Only if integration and interoperability is 
achieved between the SRO and registration offices 
at district and municipality, the end user would 
avoid time delays, avail easier, up-to-date land 
titles and reap the true benefits as intended by the 
projects. A research study by Vilasini Ramanchan-
dran (2005) has concluded that automatic data 
flow between the concerned offices would only 
result in online mutation and result in successful 
implementation of any E-Governance projects in 
the longer run.

According to a study on critical factors of E-
Governance (2007), lack of Integration of various 
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applications within or across various Government 
departments lead to silos, with each department 
having their own set of data, administrators, 
management procedures and related issues. These 
applications and projects, which are not based on 
standards, create use of varied technologies which 
may not interoperate. This leads to duplication of 
work, increasing cost of ownership and complexity 
in integration of any two projects.

At this juncture, integration and on-line access 
of land administration projects are necessary as 
only then clear ownership title of any land property 
is accessible for all. A number of cases of mul-
tiple registration of same plot of land have been 
observed in states like Bihar. As, the registration 
departments do not have any access to the land 
title for verification before registration of a new 
property, it is possible that deeds for the same 
property can be registered in multiple names. Until, 
integration is achieved between these projects and 
clear ownership titles are verified before any new 
registration, purchase of land in the state might 
have risks. Later on, for a single unified portal 
of all states, the system of integration could be 
used at a national level through webhosting facil-
ity. Land record data all through the 26 states of 
India could be integrated and brought online for 
citizen usage.

Furthermore, within Coimbatore municipality, 
the same platform of application software is not 
used for land administration projects and this situ-
ation has resulted in incompetency of operating 
systems. Inter-departmental integration is prov-
ing to be very difficult because of this reason. 
Suitable arrangements for integration process are 
currently being done by the district administra-
tion. This status of non-integration of the two 
projects has resulted in sub-optimal utilization or 
non-utilization of such expensive assets. Semantic 
factors should also be taken into consideration in 
the planning process of any e-governance projects 
as such differences normally make it more dif-
ficult for different platforms to co-exist through 
a single portal. A study by Rakhi Tripathi (2006) 

has noted that semantic incompatibility can be 
minimized to a certain level when the operational 
systems are designed by using previously agreed 
data formats.

A research study by Ajay Ahuja (2008) re-
vealed that interoperability challenges and issues 
can be best addressed by adopting and following 
solutions based on Open Standards, Open Source 
and Open Format. Such solutions provide lever-
age to the users and do not constrict the user to 
a particular technology or a vendor and most 
importantly inter-operate with each other. The 
author has recommended that Governments of 
developing nations like India should go in for such 
solutions and technologies. The City of Munich, 
Brazilian Government, French Government and 
People’s Republic of China are amongst many 
of the government agencies who are evaluating 
and implementing Open Source based desktop 
solutions in recent times, to save on licensing 
costs and to move away from the proprietary and 
closed solutions.

If separate intra-net backbone proves costly, 
two departments of similar functions could be 
corroborated and the cost could be shared. As, 
taluk offices and SRO share similar functions 
and is mutually dependant on one another for 
total information access for the public. Hence, 
the funds obtained from the most successful, 
revenue obtainable projects like star could be 
channelized for the betterment of Tamil Nilam 
project as both are dependent on each other for 
information sufficiency.

One reason for delay could be the fact that 
there is no strong departmental head to take care 
of implementation schedules and meet up the 
deadlines of the project due to transfer or change 
of staffs in charge. The study on critical issues in 
E-Governance (2007) has clearly outlined lack 
of leadership at senior management level as the 
major cause for failure of any E-Governance ini-
tiative in India. Hence, efforts have to be mooted 
to bring a strong head of implementation of all 
E-Governance schemes at the district level.
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Tamilnadu government has gone up the ladder 
of implementation by installing 127 information 
kiosks at many taluks to provide access to the 
users and to bridge the digital divide in the state. 
According to Critical issues in E-Governance 
study (2007), this facility is looked at as one 
of the most advanced stage of implementation 
across the country as it breaks down the barriers 
of technology access and reaches the mass easily. 
Now, this effort has to be appreciated and other 
hindrances have to be removed for more tangible 
benefits for the users.

Awareness level of the project seems to be low 
among the users. Mainly agriculturists, who use 
land title documents often to avail loan facilities, 
are aware of the fact that only computerized land 
title document can be used for official documen-
tation purposes. But, the farmers are not aware 
of the fact that the land title document can be 
verified online, through the web portal. Lack of 
rigorous publicity of the projects has in fact led 
to this situation.

Even if users know about the projects, if it is 
only an information access website and part of the 
transaction could only be achieved online and to 
complete the transaction, a visit to the department 
of administration is necessary, then it is of little 
or no use to them. As, anyway to carry out part 
of the transaction they need to make a visit to the 
government office, they might not be interested in 
conducting part of the transaction online. There 
is a dire need to make the entire process fully 
automatic at the earliest.

Although access to land title document is 
easier now, the process of rural credit still remains 
unchanged for the farmers. The true impact of the 
projects can be seen only when the farmers are 
able to avail easier loan facilities. The departmental 
integrations should be done at the stake-holder 
level so that when a farmer arrives at a commercial 
bank for a loan, the officer at the bank should be 
able to type in the land title number and find all 
relevant details about the property right from his 
table. Mortgage details, crop details, cultivation 

details, title of the deed and size of his land hold-
ing should all be accessible for the loan officer. 
Based on the accessible details, loan can either 
be sanctioned or rejected at once.

In the earlier system of manual land records, 
the village accountant was an easily accessible 
government functionary within the village with 
whom the farmers could maintain a long-term 
relationship. With the new system, the power base 
had shifted to the taluks and the farmers need to 
make half a day’s journey to the taluk headquar-
ters and new functionaries are in charge. While, 
the projects have facilitated easier access to land 
title certificates, the rural farmers still travel long 
distance to reach the nearest taluk office for obtain-
ing the copy. The number of trips that the farmer 
makes to the taluk office has reduced, but still he 
needs to travel to the neighboring taluk office to 
obtain a certificate. Also, the issuance of land title 
document still takes 1-3 days of processing time 
based on the number of applications received. 
Obtaining a land title copy is still not an instant 
service delivery facility. Provision for instant land 
titles have to be introduced for easier accessibility.

Even now, the common problems that a user 
encounters at the taluk office are unexpected delay 
in delivery due to frequent power cuts, techni-
cal snags, significant travel distances and delay 
in carrying out mutation process. These factors 
cause great inconveniences to the users. Hence, 
the infrastructure requires to be upgraded and 
delivery mechanism should also be improved.

Provision to issue the land title documents and 
certificates at convenient location would make 
the project more convenient for the farmers. In 
the state of Uttaranchal and Chhattisgarh, land 
title documents are issued at all rural schools for 
convenience of the users and Tamilnadu state can 
also replicate the same system and issue the land 
title document at post-offices or rural schools. In 
Chhattisgarh, 171 Citizen Service Centers has 
been set up in rural schools to facilitate easier 
citizen participation at all rural villages and ta-
luks. Community Service Centers should be set 



114

A Qualitative Study of E-Governance in Coimbatore Revenue Administration

up at strategic locations to facilitate more citizen 
access and participation. Land administration 
project in Karnataka has set up 800 citizen centers 
in towns and villages and this project generates 
more revenue for the government than all other 
E-Governance projects put together.

The land data should be allowed to access 
by various institutions i.e. financial institutions, 
judiciary, developmental departments etc for their 
respective domains. Stake holder access is very 
necessary now as only when all the identified 
stake holders like cooperative banks, commercial 
banks, judicial courts, land administrative wings 
of all government departments and land planners 
are able to access relevant details of the master 
database created by the web host facility, the proj-
ects would be truly beneficial for the grass root 
citizen. Direct central database access facility to 
all the stake holders would eliminate numerous 
trips to administrative departments of government 
machinery and commercial loan vendors.

In an UN E-Governance survey (2008), the 
United States scored the highest on e-participation 
index. The study revealed that it was primarily 
due to the nation’s strength in e-information and 
e-consultation that enabled its citizens to be more 
interactive with their government. South Korea, 
though it is termed as a ‘digital state’ emerged 
second only as awareness level of citizen was low. 
Publicity measures should be enhanced within the 
district level to create a better impact.

Land administration projects have success-
fully brought in transparency into the system and 
eliminated corruption at lower levels of admin-
istration. Overall, Tamil Nilam and Star projects 
have transformed the lives of millions of farmers 
through efficient administration. The projects have 
resulted in the creation of voluminous data at the 
state level with 100 million landholders living in 
17,292 villages within the state. Transaction mode 
of services would go a long way in empowering 
the citizens with knowledge of communication. 
Citizen needs and requirements should be inte-
grated into the e-governance strategy to achieve 

maximum benefits from the projects. The land 
administration projects are still evolving through 
advanced technology. Automation, integration 
with cadastral mapping and registration process 
would improve the entire revenue administration 
system within the state.

RECOMMENDATIONS

1.  A strong departmental head and commitment 
to deadlines is the most crucial factor in 
achieving the target. Deadlines are necessary 
for any project as that would hasten up the 
activities of the project.

2.  Integration of Tamil Nilam and Star projects 
is vital to offer effective service delivery.

3.  Stake holder access of land title documents 
is necessary to prevent multiple registration 
of same property. If clear title verification is 
possible online, any seller and buyer could 
verify the documents and access the true 
ownership details of a particular property.

4.  If separate intra-net backbone proves costly, 
two departments of similar functions could 
be corroborated and integration cost could 
be shared.

5.  Efficiency of service is the key to reform 
and provision to access and complete the 
entire transaction over the internet should 
be incorporated.

6.  A provision to apply and receive land title 
documents online should be introduced. EC 
copies are currently provided efficiently 
through postal services.

7.  Website has to be constantly updated for 
efficient service delivery as obsolete data 
makes the project unreliable.

8.  Infrastructure available at the taluk office 
counters where the documents are issued 
need to be improved and a single room with 
waiting chairs, drinking water provision and 
token system should be introduced for the 
user convenience.
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9.  Instant issuance of land title, EC and other 
certified copies should be provided. The 
counter staff should be provided with a 
computer system, printer and they should 
be trained to issue a print out as soon as an 
application is received. This would reduce 
delay in service delivery.

10.  A single counter at rural post office or schools 
could be used as distribution points to deliver 
land title and other certified documents.

11.  Alternate provision can be introduced to 
accept land title extracts from the public 
without attestation. As, it would result in 
revenue loss for the government, a stamp 
of Rs.20 denomination can be mandatorily 
asked to be pasted on the document for legal 
sanctity. This would be very convenient 
for the internet users, as they could just 
download a print-out and they need not go 
to the counter for attestation. Here again, 
the revenue of Rs.20 is channeled back to 
the government but there is no need for the 
user to visit the counter for certified copies.

12.  Central web-hosting facility can be initiated 
at the district or state level and all the details 
of master data base can be stored in a central 
server with link up of SRO and taluk offices 
of all districts within the state. All land data 
of SRO and taluk offices can be cumulatively 
deposited at a common information pool 
of the central server. Likewise, database of 
206 taluks in the state can be pooled in at 
the central server.

13.  Using web hosting technology, this database 
can be given access for all government ad-
ministrative departments. Users can also be 
given access to the data pool.

14.  Stake holder access remains as one criti-
cal factor of E-Governance. Access to the 
information pool can be given to all stake 
holders and a fee can be collected from them 
for utility of land record database. This kind 
of an access would truly benefit all the stake 

holders involved and the end users in many 
ways.

15.  Convenience is the key word of any latest 
technology. Common service centers need 
to be created at strategic locations in cities 
and rural villages and these centers could be 
made to function on all days of the week. 
These centers could issue all land record 
copies and provide related details for all.
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KEYWORDS AND DEFINITIONS

E-Government: Electronic Governance or 
digital governance that enables citizen to conduct 
administrative transactions through internet or any 
other Information Communication Technology.

Land Record Computerization Project: 
Computerization or digitization of all land records 
within the state.

Computerization of Property Registration: 
Computerization or digitization of all property 
transactions facility.

Common Service Centers: Community ser-
vice center that facilitates e-governance transac-
tions of the users.

Stake-Holder Access: Integration or Acces-
sibility provided to related players involved in the 
transaction at all levels of governance.

Master Database: Cumulative land record 
database of the entire population of state.

Citizen Access: Connectivity provided to the 
citizen or users.

Data-Warehousing: Data store house at a 
common server.

Inter-Operability: Inter-departmental access 
facility.


