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PREFACE





          

         

 





         



  

          













Based thereon, this Executive Summary of the final report captures in its four 
main chapters, the salient aspects of (i) the essence of the CSC Scheme and the 

genesis for the Assessment Study; (ii) Key findings; (iii) Suggestions and 

Recommendations and (iv) Conclusions. 

The complete Study Report, replete with detailed observations and findings, 

analyses, graphical representations and annexures/appendices is separately 

available
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1.0 Introduction

1.1 The Common Service Centre Scheme
         

         



              

 

            

           



1.1 Role of Common Service Centres
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Table 1: Three- Tier Model of the CSC Scheme 
Tier Stakeholder Responsibility 
I   







II       



III      



      

           





              



       



         





            

         

















10

Table 2: Services offered by the CSCs 

S.

No. 

Category Type of Services 

1.   













2.   



3.   



4.   









5.   



6.   



7.   

Source: http://csc.gov.in//images/Profile_Layout_final_V5.pdf 
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1.2 Genesis for Independent Evaluation of CSC Scheme
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1.3 Terms of Reference
             





 

 

 

 

 



 

 







1.4 The Assessment Study
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2.0 Salient Findings & Key Success Factors

   

 





            

         

          



2.1 State-wise Salient Findings



2.1.1 Tripura
              





 
 
 
 
 
 
 
 
 

The USP of the ‘e-Pariseva Kendras’ of Tripura is Financial Inclusion through 

Ultra Small Branch Banking of State Bank of India.  
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2.1.2 Jharkhand

              





 
 
 
 
 
 

The USP of the ‘Pragya Kendras’ in the state of Jharkhand are Govt. Certificates 

and Financial Inclusion

  

 

 
 
 
 
 

2.1.3 Jammu & Kashmir
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The USP of the ‘Khidmat Centres’ in Jammu & Kashmir is their Financial 

Inclusion services, including Loan Documentation

           



 
 
 
 
 
 
 

2.1.4 Rajasthan

              





 
 
 
 
 
 
 

G2C services, which include Education (Exam fee etc.) and Certificates contribute 

to the USP of the ‘e-Mitra’ CSC initiative in Rajasthan
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2.1.5 Madhya Pradesh

           





 
 
 
 
 
 
 
 
 
 
 

G2C, Education Services and Utility Payments are the main elements that form 

the USP of the ‘Nagrik Suvidha Kendras’ in Madhya Pradesh.  
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2.1.6 Andhra Pradesh

              





 
 
 
 
 
 

The USP of the ‘Mee Seva centres’ in Andhra Pradesh is G2C services.  

          



 
 
 
 
 


2.1.7 Kerala
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The G2C services, B2C services and education are the aspects that constitute the 
USP of the ‘Akshaya centres’ in the state of Kerala.  

              





From the state-wise findings above, it could be seen that there are different 
models of CSC operations in the seven states focusing in a varying measure on 

G2C and B2C services. While G2C services do seem to be contributing to the 

success of the CSCs in majority of the surveyed states, B2C services such as 

Financial Inclusion (in JK, TP) and computer literacy training programmes (in KL, 
MP) also seem to be contributing significantly to the viability of CSCs. Thus, it 

emerges that a basket comprising a balanced mix G2C and B2C services would 

not only address the citizen service requirements in a more holistic way but also 
contribute to the viability and long time sustainability of the CSCs in a significant 

measure, in turn leading to the success of VLEs as entrepreneurs. 

The felt needs for greater sustainability and growth of the CSCs as highlighted by 
VLEs merit consideration
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2.2 Overall Findings





 

 

 

 





 

 

 

        



(i) Income is more if CSC is the only source of income for VLE 
(j) Income is higher when VLE is more educated 

(k) Income is higher if VLEs have prior computer knowledge 
 

(m) Income is more if suitable training is given to VLE 

 

 

 



              



(r) Based on income, CSCs could be profiled as follows: 

High Income  - About 09% (> Rs. 10,000/-) 

Moderate Income - About 50% (Up to Rs.10,000/-) 

Low Income  - About 41% (Up to Rs.3,000/-) 
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(t) The mean value of total expenditure (sum of all expenses) is Rs. 

5346.15.  

(u) Major expense heads (based on mean values) are: 

Interest Payment (31%) 

Rent (23%)  

Electricity (13%)  

Internet (12%)  

 

(w) By and large, the incomes of individuals who chose to become VLEs 

have increased after setting up CSCs. Thus, it can be said that the CSC 
operations are contributing to and have the potential for the 

improvement of the economic status of the rural unemployed youth. 

(x) Akshaya, J&K Bank and CMS are the top three SCAs in the seven states 

with respect to mean total commission per CSC. 

(y) The top three types of services are Utility payments, Education, and 
B2C services with respect to mean total commission per CSC. 

(z) The mean total commission per CSC is showing a slightly decreasing 

trend while to mean total number of transactions per CSC is showing an 
increasing trend. 

(aa) The following states are top performers in the following types of 

services 

i. B2C services - Kerala 
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ii. Education – Madhya Pradesh 

iii. Financial Inclusion – J&K 

iv. G2C services - Kerala 
v. Utility services – Madhya Pradesh 

vi. Ticketing - Kerala 

vii. Telecom - Kerala 
2.3 Success Factors for CSCs 
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3.0 Suggestions and Recommendations

   

  

           



 Strengthening the Institutional Framework, Structure & Support

 Greater Role by DeitY
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 (Holding charge of CSC) 





   



          
         


     


 

             



3.1.2 Revisit of the Role-Responsibilities of State Govt., SDAs and SCAs 



  inter 
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3.1.2.1 Role of the State Government
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3.1.2.2 Structure and Role of SDA
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3.1.2.3 Role of SCA

             



 
            


 

             
    


 

 


           






3.2 Need for a Portal of Portals
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3.3 Strengthening the Legal Framework / Agreements
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It is therefore recommended that CSC-SPV formulate suitably modified model 

SDA-SCA agreements as well as SCA-VLE agreements, so that the same could be 

uniformly adopted by the states/SDAs with as little variation as possible

3.3 Transaction-based Incentivization in place of Revenue Support
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3.4 Cash Management by SDAs


          

            

             

             

           



  





         



3.5 Greater Facilitation by DeitY/SDAs
An additional enabling factor which DeitY could explore for better viability of 
CSCs is concessional rate of tariff (one time as well as recurring) for the CSCs, 

from Telecom and Internet Service Providers, considering the CSC operations 

under USO. This suggestion is in tune with the recommendation appearing in the 
ITU report
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3.6 Need for Standardized Performance Measurement Frameworks
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3.7 Promotional role by SCAs
                





 

       



3.8 Developing a USP for CSCs

     



          

        

     



3.8.1 Services with Promise

             













37

3.8.1.1 e-District Services

           

          



         

            



 Issue of Certificates -      


 Social Welfare Schemes –      


Revenue Court         


           

           



 Ration Card         


 RTI (Right To Information) services     
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3.8.1.2 Financial Inclusion Services
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Business Facilitators:  

 



 

 



          



 

 

            



 

 

Business Correspondents: 

    )5    

          



3 http://rbi.org.in/scripts/NotificationUser.aspx?Id=2718&Mode=0
4 http://rbidocs.rbi.org.in/rdocs/notification/PDFs/85480.pdf
5 http://rbi.org.in/scripts/NotificationUser.aspx?Id=5630&Mode=0
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3.8.1.3 Skill Development Services

  





   

            

            

     



            





          



Skill Mapping:         



Pre-employment Training:   

          



Job Placement:         
     







6 http://www.itu.int/ITU D/asp/CMS/Docs/ITU_Report_CSC_India.pdf
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3.9 Scaling up the base of CSCs


              

            

           

      

        





           



3.10 Impact of NOFN on CSC Operations
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4.0. CONCLUSIONS
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