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Abstract

The study of e-governance in developing nationdnfermed by the idea that new
technologies, reshaping the very nature of puldiwises, can generate better outcomes in
their provision. Beyond objective changes in goaece infrastructures, the subjective
perception of the state, as it is constructed byige recipients, is exposed to a parallel
process of change, whose study has generated & nesearch domain in the field of e-
governance for development. With a view of contiiligi to this domain, this thesis studies
the role of ICTs in processes of image formationthenstate, as experienced by citizens in a

developing country context.

The theory on which the thesis is developed viesehiology as embedded in its socio-
political context, and conceives e-governance gdidated in the reconstruction of images
of the state. This vision is applied to the compm&ion of the main food security
programme in India, the Public Distribution SystéRDS), as it has been devised and
implemented in the state of Kerala. Through anrpriive case study of the object at the
core of computerization, known as the ElectroniblwDistribution System or e-PDS, the
thesis investigates the ICT-led processes of incagstructionby the state, and the ways in

which citizens, confronted with new images, struetiheirperceptionof these.

Through inclusion of front-end PDS services in @@ infrastructure, and through the
inscription of a clear problem-solution nexus iRBS, the state is found, as expected, to be
using e-governance as a means to reconstruct iisiroage. At the same time, though, the
loci of image formation that are found in citizens €dir experience, social networks, and
political circuits) systematically escape contrgl dovernmental action, and seem to be, in
fact, only marginally touched by the ICT-inducednuention of governance. The thesis
results, therefore, in an extension of existingtiien this respect: the capability of the state
to reconstruct its image, through the usage of temlnologies, is limited by the spaces of

image formation which citizens experience in tlusily lives.
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1. Introduction

The topic of e-governance in developing countriesused on how weaker governance
structures can be transformed and strengthenedghneew technologies, is a central one in
the domain of information and communication tecbgas (ICTs) for development. The
potential for new technologies to improve govermahas been widely recognized in the
literature: as powerfully synthesized by Heeks (@0@-governance has been viewed as the
“ICT-enabled route to good governance”, constrgcti@Ts as a tool to face the multiple
problems generated by governance frailty. It isthe first place, this problem-solving
nature, sought and theorized in the practice afvemance, that has made it highly studied
with respect to developing nations: as a resultteims of both theory and practice, e-

governance lies at the heart of research in theadoof ICTs for development.

Over the last decades, the study of e-governandevieloping nations has been informed by
the idea that new technologies, through their wgetion on government, have changed not
only the functioning, but the very nature of puldidministration. E-governance has acted,
as described by Bhatnagar (2004), as a tootrorsformationof government, and of its
interface with citizens: this transformation hagieuled by a results-oriented perspective,
in which governments have sought to use ICTs ireotd enact good governance in their
administration and services. This focus on the awpment of outcomes, sought and
conducted by means of computerization, has ledvisian of e-governance programmes in
terms of the objective changes that they genetiagefocus has been, in this respect, on how
and how much governance structures have changeernis of their capabilities to manage
internal processes and generate external accolitytabicitizens. The potential of ICTs to
improve the outcomes of governance remains oneh@fmiain questions on which this

domain has focused.

Still, when studying the transformation induceddygovernance, an important part of the
picture lies in another process, which transcehdsobjective changes generated by ICTs.
Indeed, when the nature of governmental processeshaped by technology, the subjective
perception of the state, in the sight of serviadpients, is exposed to change as well: this
implies that e-governance may affect how citizectsialy “see the state” (Corbridge et al.

2005), and form their own images about it. Thiscpss is cognitive in nature, which makes
its appraisal a relatively complex one: only rebgnthrough Madon’s (2005) work on

telecentres in southern India, has the study ofemsadeen formally inscribed in the domain

of e-governance for development. Madon’s reseasttich turns image formation from a
13



background dynamics into a primary object of stuolyens the way for a new stream of
literature, in which e-governance is observed thhothe lens of its effects on citizens’

sightings of the state.

This thesis studies the role of technology in psses of image formation on the state, with
reference to their vision through the eyes of eii in a developing country context. The
research is rooted on the recognition of a roleefgpovernance in this respect, since changes
in the citizen-provider interface may affect théjsative sphere of actors’ cognition of each
other. To develop an investigation of this doméue, thesis relies on a theory of technology
in image formation, which conceives e-governance aseans for governments to “recast
their image” towards citizens (Kuriyan and Ray 200€Ts are viewed, in this respect, as
image-makers embedded in their political contekting beyond their main function as
agents of improvement in governance. Starting fthis vision, the thesis is articulated in
the study of two parallel processes, i.e. imagestructionas a state-led dynamics and the

perceptionof these images, reshaped by ICTs, by the citirmghom they are directed.

To investigate these processes, the thesis stadiemse in the southern Indian state of
Kerala, where ICTs are utilized to computerize tiein Indian food security programme,

known as the Public Distribution System (PDS). Ri@S is based on the provision of
primary necessity items — consisting mainly of riedheat, sugar and kerosene — at highly
subsidized prices to poorer people: the programmksy as a result, as a nationwide anti-
poverty net, articulated through the fair-price phdhrough which subsidized items are
supplied in all states. The technological objectnof research, known as the electronic
Public Distribution System or e-PDS, has compugegtithe four main functions of the PDS
in Kerala: the management of ration cards (docusnehéntitlement to the programme), the
intra-district allocation of goods, the monitorimg the programme’s supply chain, and
citizens’ access to providers on the web (WebPD8)s programme, whose module on
ration card management is now being integrated Wieh biometric identification project

known as UID/Aadhar, constitutes one of the fitgrapts in India to digitize a system that,
implemented through the guidelines of the centmlegnment, is responsible for the food

security of billions of households throughout tlagion.

My study of the e-PDS in Kerala constitutes, themefa means to visualize the influence of

technological mediation on the construction andcggtion of images of the state. The

programme acquires, in this research, a valuetthascends the objective transformation

that it determines: the change at the centre @are is not that in governance structures,
14



but one that affects the reconstruction of imaddkestate and, in turn, its perception in the
eyes of citizens. Madon’s idea, and its utilizationthe literature on e-governance for
development, provide the gnoseological field in ahhimy work is inscribed: the thesis
constitutes, as it is constructed, a journey indbeain of image formation on the state,

mediated through the state-level computerizatioanolhdian food security programme.

1.1. Motivation and Object of Research

Before detailing the structure of the project, ®aeeds to be set on the motivation of the
study, and on the central unit utilized in the@tation of the problem area. The idea that
informed the thesis was conceived in the coursietsfwork conducted in Kerala in June-
July 2009, for an MSc dissertation in Developmemtnislgement on the financial and social
sustainability of telecentres (Masiero 2010). Waevkh telecentre users and providers,
related to an e-governance project that had dempljified the local provision of services,
led me to identify a change that extended beyord abjective side of infrastructures:
modifications, as embodied in respondents’ nareativwere strongly related to their
subjective perception of government, as it was ypenddiated by telecentre entrepreneurs.
It was at that time that my interest for image fation, as experienced by citizens through
e-governance, was codified into an actual probleza:ahe introduction of this theme in the
literature, operated by Madon just a few years fgefdetermined an optimal moment to

undertake a study of this kind.

The study of image formation on the state, as égpeed by citizens in developing nations,
is per seof substantial importance, and acquires even higakevance in the present
historical phase. Understanding image formationpaserfully synthesized by Kooiman
(2003), constitutes a key requirement for the stoidgovernance: state-citizen interactions,
which constitute the main object of governance @sses, are indeed predicated upon the
reciprocal formation of images. These processeastend, therefore, the cognitive
dimension in which they arise: image formation ignaeived, in the Sociology of
Governance approach that Kooiman puts forward, aewace that determines the very
essence of political relations between state atigkns. At present, with its uptake beyond
the Western world, e-governance can generate pndfobanges in how these processes are
experienced by citizens in developing countriegs th what makes the study, beyond its
importance from a Sociology of Governance perspect timely one with reference to the

current historical moment.
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Kooiman’'s Saciology of Governance, with its closeamination of the formation of
governing images, answers the question on the mgaaquired, in this study, by the very
concept oimage which constitutes its central unit of investigati The use of this notion is
ascribed, as it is in Kooiman (1993; 2003), to Bing’s (1956) theory on human cognition:
in providing a structured analysis of image formatiprocesses, Boulding refers to the
image as the “subjective knowledge” of the world, iis continuously reshaped and
reconstructed through the subjects’ interactiorhtit Working with images, conceived in
this way, means assuming that reality does nottitotes a fixed entity, amenable to be
directly and objectively observed: what is takerrépresent reality are, instead, people’s

constructions, appraised in the form of their insagkthings.

This notion is at the root of one key aspect ofréeearch, referred to the close link between
the concept of image and the epistemological mositiat it embodies. Observing the world
through people’s images of it, and taking them rees ¢losest means to represent reality,
means adopting a gnoseological position of so@aktuctionism: this vision is based on
the idea that reality, instead of existing in arjeotive form, is constructed out of our
relations with the world (Sismondo 1993), and tfemes our knowledge of it can only be
based on cognitive constructions. Since epistenyolbgyond constituting the background
of research, directly informs its theoretical anetinodological vision (Crotty 1998), a social
constructionist perspective has determined theasggcts of my work: it has led me, on the
side of theory, to choose an interpretive perspecih information systems (Orlikowski and
Baroudi 1991), and to inform my methodology onrteripretive form of case study analysis
(Walsham 1995). Therefore the concept of imageit & referred to here, embodies the

perspective on which the thesis as a whole has dgreemded.

1.2. Research Project

Here | present the main components of my researofeqt, in terms of its theoretical
framework, the study conducted on field, and thetridoutions produced in the thesis. This
is functional to summarize the structure of my woakd position it in the domain of
information systems in developing countries. Thatents of the thesis are synthesized by

the outline provided at the end of the chapter.

16



1.2.1. Theoretical Framework and Research Questions

The main object of my work is the role of e-govercain processes of image formation on
the state, as it is experienced by citizens in\&eldping country context. The conceptual
framework, devised to conduct this research, ctmgisthe combination of two theories: a
theory of action which explains the processes at the centre ehtn, and aheory of

technology which refers to the role played by technologyhie processes in point. The two
theories, considered in their own domains of origiave been extensively applied in the
respective literatures: the novelty, implicit in myprk, lies in my choice to combine them,

in a composite theoretical lens utilized for mye@€h objectives.

A theory of action on image formation processegasved in the formulation by Corbridge
et al. (2003a; 2003b; 2005): abandoning the Webersision of impersonality and
“facelessness” of government, it argues that ci8zésee the state” through direct
encounters with it, in the form of its localized lwmdiments and representations. Beyond
establishing the relevance of these encountersthib@ry goes in detail of how they are
structured: based on Rose’s (1999) view of govareaapplied to postcolonial development
in contemporary India, Corbridge et al. explore ¢bastruction of state-citizen interactions
through technologies of rule that structure a wampoverty. The discourse on state-citizen
encounters as makers of images, coupled with the @m the form of anti-poverty
technologies acquired by them, lead to an ideaisHaty to the research: images of the state,
for citizens subjected to anti-poverty programmnagsg, structured through the means of the
programmes themselves, which are a key mode fan ttee “see the state”. Therefore,
studying image formation on the state implies oliegrthe technologies of rule through

which encounters with it are devised.

The theory of technology, selected to observe dlee of ICTs in image formation, finds its

expression in the work on e-governance by Kuriyagh Ray (2009). This theory applies, to
the domain of developing countries, a vision tlsatvell-established in information systems
at large: technology, rather than being exogenodstgrmined, is embedded in its social
and political context, and may translate the pobbyectives and views of governors into
practice. E-governance is conceived, as a consequas the byproduct of the policy targets
of governments: one of these, which acquires isimgaimportance in the domain of

developing nations, is that of transmitting an imad accountability to citizens, to generate
trust in the state’'s capability to overcome its ggmance issues. In this vision, image

construction on the part of the state — structtinedugh the technologies of e-governance —

17



is openly theorized: instead, image perceptiorherpart of citizens is contemplated, but not

observed through the lens of a structured thealdtiamework.

The two theories, combined together, constitutecthreceptual framework of my research:

yet, they play two different functions in the tleesas a whole. On the one hand,
notwithstanding the interdisciplinary nature of tiedd of e-governance for development,

my thesis carries out information systems resedhehefore, the theory of technology is the
one that directly informs my questions, respondgdhie analysis of case study data. The
problem area outlined here had generated a quéa gpestion, on if and how technology
may influence the way in which developing countityzens form images of the state. My

theory of technology, structuring the problem aieaterms of theconstruction and

perceptionof images, converts this broader question intawefollowing ones:

- Do new technologies provide the state, in develppiations, with a way to recast its

image? If so, how does this happen?

- How do citizens receive new, technology-inducedgesaof the state?

On the other hand, the theory of action is the thia¢ informed the empirical study at the
centre of research. Arguing that images of theestae predicated on encounters with it,
structured through anti-poverty technologies oériéads to identify these technologies as
the key space of image formation processes. Thisryhconstitutes, therefore, the reason
why | have chosen to focus on a food security @ogne, implemented in India at the
national level, as a prism through which to obsettwe construction and perception of
images of the state. In the case that | have studie anti-poverty programme has been
recently computerized, and its digitalization hdewed me to observe the role of e-

governance in the processes of interest.

1.2.2. Case Study

The theory of action utilized here, as noted abbws, dictated the choice of the case study
through which | have structured my research. Whas vequired, for a study of this kind,
was a programme in which citizens, interacting whté state, could form an image of it: it
needed to be, in other words, a technology of timteugh which people were enabled to
“see the state”, in Corbridge et al.’s sense ofténm. Therefore, | have chosen one of the

programmes that Corbridge et al. (2005: 63) seeast deeply involved in the image
18



formation processes of citizens, with particulderence to the poorer strata of the Indian
population: that is the Public Distribution SystéRDS), a programme based on providing
primary necessity goods at subsidized prices, an lthsis of rationed quotas. The
programme, triggered in pre-independence India Hey famines of the early 1940s, is
articulated on two levels: first, goods are produl®y the central government at below
market prices, and second, these are distributexigh fair-price shops throughout the
whole nation. The central government, on the onelhdictates general PDS policies and
allocates PDS goods to the states: on the othed, hstate governments design and

implement distribution schemes at the local level.

The PDS was originally conceived as universal, threlexposed the system to two streams
of critique: one related to the “urban bias” thatcladed most rural areas from the
programme (Howes and Jha 1992; Dantwala 2006)aaneiven stronger one pertaining to
the cost of subsidy, which became, in the view ahyncommentators, unsustainable in the
fiscal crisis of the early 1990s (Ahluwalia 1993adkRakrishna and Subbarao 1997; Dutta
and Ramaswami 2001; Umali-Deininger and Deining#12 Radhakrishna 2006). For this
reason, in June 1997, the PDS was turned int@ettd system: this means that only below-
poverty-line (BPL) households remained entitlethi full subsidy, whereas those classified
as above-poverty-line (APL) were left with subsidieeduced to a minimum. Another
measure, implied by targetization, made the allonaif PDS commodities, from the central
government to the states, proportional to relapeeerty incidence: the rationale for this
was to introduce proportionality in allocationst fmorer states to receive higher quotas of
subsidized goods (Tritah 2003).

Kerala, the state at the centre of my study, waesgeized as managing, in the years before
targetization, the best PDS system in India as alev(Suryanarayana 2001; Swaminathan
2002; Khera 2011a). Since the first years of opmraPDS distribution catered to 97% of
the state’s population (George 79: 93), and, itespli the additional problems caused by the
state’s food-deficit situation, its impact on thepplation’s nutritional status was high and
significant (Kumar 1979). Yet, with the introdugti@f targeting policies from the central
government, the system started facing severe diifiés: these were due, in the first place,
to the estimation of the state’s poverty incideat®nly 25%, which limited the quota of
PDS goods allocated to less than 10% of the pgetiaig amount (Swaminathan 2002: 51).
This reduction, and the concomitant minimizationsabsidy to the APL, led to a factual
collapse of PDS in Kerala: the drop in allocatethowdities, and the massive abandonment
of the system by those classified as APL, led maatipn shops to close down, and the
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system to stop working properly (Krishnakumar 208@ir 2000; Suchitra 2004). The state-
level computerization of the programme, which cibatgs the technological object of my
research, is to be seen in this problematic con@stone of the measures adopted to

reconstruct the functioning of the PDS.

The object of my research, known as the electr®uiblic Distribution System or e-PDS,
resulted from a process of computerization, ingdibn the Keralite system of e-
governance, which was articulated on three diffelayers. The first phase, started in 2001,
consisted of the creation of a database of all BESs in Kerala, so that their details could
be accessed by administrative offices, known asKr'&upply Offices (TSOs), throughout
the state. The second phase, piloted in 2005 dledi rout to all districts in 2007, consisted
of the implementation, in all TSOs, of a suite oftware known as the Targeted, Efficient,
Transparent Rationing and Allocation Public Disttibn System (TETRAPDS): this
software digitized the four main functions of PDSthe state, i.e. the management of ration
cards (entitlement documents needed to accessdigeamme), the intra-district allocation
of PDS goods, the monitoring of the programme’spgughain, and the communication
with users on the web (WebPDS). The third phadkinstourse of implementation, consists
in the integration of the ration card managemerstesy with UID/Aadhar, the national
system that should provide unique identificatioralioindian citizens, through a unique 12-
digit number and biometric details. E-PDS is thefact resulting from computerization of
the biggest Indian food security programme, aga# bheen interpreted and conducted in the

state of Kerala.

The choice of e-PDS, as a means to observe thegwes of image formation at the core of
research, is motivated by two main factors: fiestnoted above, the PDS is one of the main
devices through which citizens, and in particute poorest among them, “see the state” in
the context of contemporary India. Second, by digiion of the four main functions of this
programme, e-PDS has provided an optimal paradigough which to observe the role of
technology on the processes of interest: while gled on the theory of action detailed
above, my case study has been designed to anssveguéstions based upon my theory of
technology. My research questions have been reggortdrough an adaptation of
Riessman’s (2008) thematic narrative analysis,redran actors revolving around e-PDS: to
understand the role of technology in processemafje construction and perception, | have
used Bouding’s (1956) theory of cognition, whichicadates image formation in its main

components. On this basis, | have carried out WwHadve termed a “historiography of
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images”: this consisted in analyzing narrativedotlgh their thematic content, organized

through the inputs of image formation that appeamaghch of them.

1.2.3. Contributions

The nature of this work, as inscribed in informatgystems research, dictates the nature of
the main contribution made by the thesis, whichsiia in an extension of existing theory
of technology. As detailed above, the thesis wahkeugh the lens of Kuriyan and Ray’s
(2009) vision of ICTs in image construction: thdemtifies the role of technology as
embedded in its political context of use, as a radanreconstruction of images of the state
in the eyes of citizens. While detailed on theestatl dynamics of image construction, the
theory in point is less specific on the side of gmaerception: indeed, it does not develop a
structured view of this process, and leaves theareber with a high degree of freedom in
making sense of it. On the basis of my case stinftyrmed by the research questions, | find
an empiric confirmation on the side of image camgion, and extend theory on image

perception by structuring a way to study it.

The first research question, and the investigatibthe case study through it, lead me to
confirmation of existing theory on image constranti This is based on two mechanisms,
retrieved in the contents of respondents’ narratitiee first one lies in the inclusion of the

front-end modules of TETRAPDS, i.e. the online &milon for ration cards and WebPDS,

in the system of services at Akshaya, the teleegmtpject which has transformed the key
space of state-citizen encounters in all the sfBte second one pertains to a problem-
solution nexus, embedded in the technology at tire of e-PDS: on the one hand, the
behaviour of a specific agent in the programme’gpsu chain, i.e. the owners of ration

shops, is depicted as the main cause of the illegaket diversion that constitutes the main
issue in the programme. On the other hand, theecuform of construction of e-PDS — as
integrated with biometric identification through JAadhar, and therefore capable of
tracking transactions at the shop level — is degiets the optimal solution to the problem,
which unveils a novel image of the state as arciefit and accountable service provider.
These two mechanisms, extracted from narrativas, tie confirmation of existing theory, as

they portray the state in action while operatingszonstruction through e-PDS.

The second research question, and the choice dingeaespondents’ narratives through a

“historiography of images” conducted on their comse lead me, conversely, to expand

existing theory on image perception. Through thhhique, | have elicited external inputs
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(messagem Boulding's theory) to image formation from itins’ recounts: to structure my
study of these inputs, | have classified them tghotheirloci of origin, i.e. the physical and
social spaces in which the roots of images arergésa This analytical process has led me
to argue that images of the state, reconstructedigih the means of e-PDS, do not seem to
be taken at face value by recipients: they ardeéus rediscussed and re-elaborated by
spaces of image formation that citizens encoumteheir daily lives, which belong to the
three loci of direct experience, constructions operated m $cial public sphere, and
mediations produced by local political circuits. iFhargument, and the classification
technique that orders Boulding’s messages on thes lod their spaces of origin, lead me to
contribute to theory on image perception: dataiconfindeed, Kuriyan and Ray’s view that
the state reconstructs itself through technology,its power, in doing so, is limited by the

spaces of image formation that people encounttreiin daily lives.

Doing research in the domain of information systéansdevelopment, with the moral and
social consequences that this implies for the posiof the researcher (e.g. Walsham and
Sahay 1999: 45), leads the author to think of thectital implications, which can be
extracted from the research, as a deeply impoparttof it. This is a piece of work that, as
of Flyvbjerg (2002), believes in the idea of “makirsocial science matter”, closely
observing the practical implications of what haerbderived from theory: practical lessons,
detailed in the conclusion of the thesis, are drawith respect to both the PDS, and the
domain of e-governance in developing countriesuad. With respect to the PDS, the main
lesson drawn from the research is that, for thel feecurity system to function properly, the
Government of Kerala needs to focus on practicatigbling people’s access to subsidized
commodities: this involves the development of gjranonitoring systems to combat the
diversion of foodgrains to the market, which is {vmary cause of unviability in the
system. E-governance should act, therefore, towdrs#s improvement of existing
accountability mechanisms, for these to maximizeppes capabilities to access the goods

and services to which they are entitled.

Implications are drawn, as well, for the broademdm of e-governance, with particular
reference to its application to developing coumiopntexts. More specifically, three lessons
are drawn for this domain, and their combinationstibutes the contribution that the thesis
makes to the field. First, the research finds aewaff between the local government’s
reconstruction of its own image, and the actualrowpment of programmes involved in its
anti-poverty agenda: the thesis concludes that tthide-off, in contexts of institutional

weakness, strongly calls to be solved in favouthef former, for actual improvement of
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existing accountability mechanisms to take placecofid, | dispute the view of “good
governance” implying a sheer roll-back of stateliméntion: in the case observed, “good
governance” comes across as the ability of ingitgt to improve people’s capabilities to
access the food security system, which may ben éisel case of Kerala, achieved through
strong direct involvement of the state. Finallye thision of e-governance as an enabler of
better institutional behaviour — which in turn isi€tional to maximize people’s capabilities
— is seen under the angle of development pracdicd,recommendations are given for e-

governance design to be carried out with an expgioentation to human capabilities.

1.3. Thesis Outline

The thesis is articulated in nine chapters. Inpitessent one, | have illustrated the motivation
that inspired my work, and the main elements okaesh design in terms of theory,
empirical study and contributions. The thesis, rifigd in the field of information systems
for development, investigates the role of ICTsnrage formation on the state: this has led
me, on the basis of theory, to explore processeson$truction and perception of these
images, through the prism of state-level computtion of an Indian food security

programme. The rest of the thesis is developed|ss.

Chapter 2 positions the thesis in its research dgnthat of information systems in
developing countries (ISDC). The chapter startsnaypping the field according to the main
theories utilized to read it, and then narrowdadtsus to the sub-field of e-governance for
development, to which my contribution is directiédith reference to this, | look at how the
Sociology of Governance introduces the theme ofgenrmation on the state: | observe
how this process opens a new stream of literatareyhich e-governance is observed
through the subjectivity of image formation proesssThe chapter concludes by stating the
problem area at the centre of my work, which theoti of technology, illustrated below,

will convert into specific research questions.

Chapter 3 details my conceptual framework, whichasstituted by two theories: a theory
of action on image formation in developing courgriand a theory of technology on the role
played by e-governance in this process. The thebagtion, as noted above, coincides with
Corbridge et al.’s vision on the role of statezgti encounters in image formation: the fact
that these encounters, in contemporary India,rdogmed through anti-poverty technologies
of rule, leads me to conceptualize these technedogis the main structure of image

formation. The theory of technology is a politiegplication of the social embeddedness
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discourse on ICTs, applied by Kuriyan and Ray t® pnocess of image construction: e-
governance is portrayed, in this respect, as a sndaough which the state can recast its
image in the eyes of citizens. This theory has gged my research questions, in terms of
the construction and perception of images of theesthrough e-governance: the theory of
action, at the same time, has structured my engpisitidy, inducing me to choose an anti-

poverty technology of rule as a means for obseriimage formation on the state.

Chapter 4 illustrates the methodology utilized ime tthesis, related to the social
constructionist epistemology which is embodiedhe structure of my work. Starting from

this, the chapter explores the interpretivist pectipe on information systems adopted here,
which is substantiated, at the level of methodsthm choice of answering my research
questions through an interpretive case study. @8) thfocus on two lines of continuity

between parts of the research: the first one gmes the theory of action to the case study
selected here, since my choice of e-PDS is a dn@téequence of Corbridge et al.’s view of
anti-poverty programmes as spaces of image formafibhe second one goes from my
research questions to the methods utilized for datkection and analysis: the thematic
content of narratives is analysed on the basimpfits to image formation, as they are
represented in the recounts of respondents. Thisatiebased on Boulding's (1956) theory
of cognition, allows me to develop a technique Hase a “historiography of images”, as

represented in people’s narratives.

Chapter 5 focuses on the case study at the cateeahesis. Having provided a historical
perspective on the PDS, with respect to India ab@e and the specific case of Kerala, the
chapter illustrates the technological object of thse study: namely, e-PDS, the state-level
programme of computerization of the main natiomaldf security system. As noted above,
the programme is constituted of three layers:,fiastlatabase of all PDS users in Kerala,
accessible from TSOs in the entire state. Secdml,sbftware known as TETRAPDS,
utilized in the TSOs to manage the four key funwiof the programme: ration card
management, allocation of commodities, supply clnadmitoring, and communication with
users. Third, the project, still in course of impkntation, of integrating ration card
management with UID/Aadhar, the system of biomeidentification which should
guarantee the tracking of transactions at thematlwp level. E-PDS, resulting from these
three layers, is the object at the centre of mgaesh, and is used to observe the making and

reception of images through a food security prognam
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Chapter 6 illustrates my data analysis with refeeeto the first research question, on the
construction of images of the state through e-PDifts chapter constitutes, as illustrated, a
confirmation of the theory of technology that hasoimed my work: evidence of self-
reconstruction, through the means of e-PDS, isddartwo mechanisms in which the state
engages. The first one consists in including e-H@At-end services in Akshaya, the
telecentre project that hgser se reconstructed state-citizen relations in theestgta whole.
The second one lies in the problem-solution nexust is embedded in the e-PDS
technology, which portrays misbehaviour of ratiosaldrs as the problem, and secure
identification through biometric ration cards as tptimal solution to it. These mechanisms,
extracted from the narratives of actors aroundRBeS, constitute the practical channels
through which the state goes beyond the use of &-&Da sheer device for e-governance,

and crafts it as a means for the reconstructiats@wn image in the eyes of citizens.

Chapter 7 analyzes my narrative data with referéncthe second research question, on
citizens’ perceptions of the images reconstructgdhe state. On this, differently from
image construction, theory does not offer a stmectyprocess of understanding: to frame my
data analysis, | use the technique of the “hisgseiphy of images”, through which inputs to
image formation processes can be identified andchimead. The numerous inputs, retrieved
in the representations of reality provided by eitig’ narratives on e-PDS, have been
classified in thredoci of image formation: these belong to the directesigmce of the
programme, but also to its constructions in theéadguiblic sphere and political circuits. The
main conclusion drawn from this finding is thatizgns, in receiving self-reconstructed
images of the state, do not take them at face yalutere-elaborate them through the spaces
of image formation that they encounter in theilydlves: the real capability of the state, in
reconstructing its own image, seems therefore id & limit in these spaces of image
formation.

Chapter 8 describes the process on which my theakefontribution has been grounded,
which consists in extending my case study finditg®roader theoretical propositions in
ISDC. The theory-building method, utilized for angaishing this task, is substantiated in
the process of analytic generalization describedioy(2003), which involves two phases:
the derivation of a conceptual claim, accordingmuch case study findings bear upon a
particular theory, and an extension of this claimisawe the boundaries of the case study.
Having focused on separating Kerala-specific aspeotn those that can be extended to the
field as a whole, | identify my theoretical contriton in terms of expanding existing theory

on citizens’ image formation on the state, throtiyh study of a case of e-governance in a
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developing country context. A broader theoreticaitdbution, in terms of the role of ICTs
in development, identifies e-governance as a pialeenhabler of a more accountable
institutional behaviour, which can be used in ortlermaximize people’s capabilities to
achieve a better quality of life (in this case,ifproving access to the food security system

to which they are entitled).

To conclude, Chapter 9 summarizes the thesis, gidights how the notion of “making
social science matter” has informed the totalityitefconstruction. First, this notion comes
alive in the practical implications detailed hevehich reveal how my work, beyond its
theoretical contributions, can be instrumentalnfoiming policymaking on e-PDS, and on
e-governance in developing countries at large. s®diis notion emerges in the directions
in which the research presented here can be extemkving the intersection between e-
governance and food policy as the natural destinator its development. Given the
importance of this principle, as a guiding one tigio the entire PhD, | conclude the thesis
by remarking how the notion of “making social sdenmatter” will inform my future

research.
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2. Research Domain

My research is inscribed in the field of Informati®ystems in Developing Countries
(ISDC), a branch of information systems researcihhcemed with “how developing
countries have attempted to benefit from ICTs” (ésau 2008: 133). In this section, the
literature review that has informed my researchilistrated through a threefold process:
first, | provide an overview of ISDC, as the field which the theoretical contribution
developed here is directed. Second, | focus onvergance for development, the sub-field
of ISDC to which my study belongs, and review th&imthemes explored by the literature
in this domain. Then | observe, through theoretizadights from the sociology of
governance, the introduction of a new theme in litésature, related to the implications of
technology in citizens’ processes of image fornmata the state. This theme, as inscribed in
ISDC, constitutes the main object of my work: therts of the research questions, through
which this area of interest is operationalized, aateculated in the next chapter, through the

theory utilized to read it.

2.1. Information Systems in Developing Countries: A Overview

My research has been informed by literature on IS®Rich looks at new technologies as
applied to developing countries, with the purpodeimproving their economic and
institutional conditions. The rationale accordirgwhich developing countries present a
common denominator, that makes them systematidadifferent from other nations, is
debated in the literature: as noted by Corbridd¥72 183), in fact, several scholars cast
doubt on the need to theorize on the “developingdi@s an independent domain of study.
This is because, from this perspective, problenmwinig in developing nations differ in
intensity, rather than in nature, from problemsetihg the rest of the world, and therefore

lack the pre-requirement for constituting a seafiatd of analysis.

Conversely, a different school of thought, epitagdizy the work of Brett (2003), makes a
strong argument in defense of the field of “develept studies” in its own right. This is
based on the notion that institutional frailty, emginning the need for stronger
accountability mechanisms in public administratioanstitutes a recurrent feature in less-
developed nations, and therefore arises as a ptenimmon matrix for referring to the
“developing world”. As | look at ISDC, | start byceepting the independence — or, in
Corbridge’s (2007) lexicon, the “possibility” — development studies: the common matrix,

on which this acceptance is predicated, is mirrdrgdhe “politics of the governed” that
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affect postcolonial developing nations (Chatte084). Chapter 3 details the choice of this

theoretical perspective, and its conceptual impbea for the study.
2.1.1. What Is Meant by Development?

Before looking at the domain of ISDC, through thaimtheories utilized to read the field, a
space of reflection is dedicated to the highly-dethtaquestion on the meaning of
development. This issue has been discussed wiaathin different branches of the

literature, resulting in a debate that has witng@sseignificant historical evolution. Yet, as
noted by Walsham and Sahay (2006: 15-16), the dehlzs not seem to be fully mirrored
in ISDC, a sphere in which discussion on what iamiéy development is often insufficient,

and sometimes disconnected from the influencesabiriology.

As noted by Akpan (2003: 262), “development” mediferent things to different people.
This concept was identified, in early post-colotiales, with a process of “modernization”:
this was conceived as the adoption, by less deedlamtions, of Western patterns of
economic growth, which would lead them to economiosperity. The main tenets of
modernization theory were addressed by the “depmydeheory of the late 1970s: this
position ascribed underdevelopment to the relatietween a developed “core” and a
developing “periphery”, which resulted in systeroatixploitative behavior of the former
towards the latter. Dependency theory emergedgethier, in response to the perceived
incompleteness of modernization theory, which waehle to account for the adverse effects

of asymmetries in the international economy towalelgeloping countries.

On the one hand, dependency theory failed to mairgadominant position in the post-
1980s scenario of approaches to development (ARG&3: 263). Yet, on the other hand,
some of its tenets were reinterpreted and re-pexhosith specific reference to the study of
how new technologies could result into better omtes for the developing world. The
argument sustained by Wade (2002) belongs to timsath: it states that ICTs, rather than
acting as a tool for economic prosperity, couldiltemito a “new form of dependency” for
developing nations, dictated by their lack of voiaed control on international ICT
standards. Wade’s observations came in respon$e tapproaches that, toward the end of
the 2¢" century, strongly welcomed the use of ICTs in dmwment: the World
Development Report (1999), programmatically titlékinowledge for Development”,
conceived new technologies as a means to bring ledge, depicted as a primary source of

capital, to developing nations.
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In the aftermath of the diffusion of modernizatamd dependency theories, the early 1990s
saw a strong affirmation of the neoliberal approdmsed on economic growth as the one
determinant of development (Madon 2005: 407). Témommendations implicit in this
approach revolve around specific means for growtbet achieved, identified with measures
of economic liberalization and programmes for ttractural adjustment of economies. This
approach, while adopted by the most relevant ingiits of international aid, was
challenged by several viewpoints in the field: é@ample, a basic-needs approach sustained
that development should be concerned with satigfihie basic necessities of citizens, rather
than with economic growth (Akpan 2003: 264). Anethpproach observed that neoliberal
theory, while looking at national economic systemiis, not take into direct account the
participation (or, more often than not, the lacktpbf recipient populations to development,
and resulted therefore into a partial account ef ithpact of economic measures on the

quality of life of recipients (Chambers 2010).

Another challenge to the neoliberal vision of depahent comes from the work of Amartya
Sen, and from his approach grounded on “developrasntreedom”: Sen’s view is that
maximization of productivity, rather than constitigt the main route to development, is just
one of the ways for the poor to break down theibrithat constrain their existence. Real
freedoms, in Sen’s perspective, are to be achi@ver set of interconnected fields: each
freedom stems, almost tautologically, from the reat@f a “substantial unfreedom”, in the
dimensions of human development embedded in pepgiees. In this perspective,
development is equated with a condition in whicbyde are free to develop their own life
plans (Sen 2001: 7).

Most importantly, in Sen’s work, the main carrief development is embodied by
institutions, which make the link between policydaoractical intervention in developing
country contexts. Sen (2001: 18-19) views institgi as a proactive agent of development,
that plays a leading role in removing the “subsgnunfreedoms” of poverty and
destitution. Hence, if freedom is both an ends amdeans to development, institutions are
the primary mechanism for reaching it, and shoutdpot at the core of action when
elaborating poverty reduction strategies. As ndtgdladon (2004: 4), human agency takes
a leading role in Sen’s approach, as people enigadieect action to develop their own life
plans: this vision is known as the “capabilitiespagach”, because it is through a

polymorphous set of capabilities that people asbkd to fulfill their own life projects.
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The multidimensional vision of development, conoefized by the capabilities approach,
has strong implications for theory and practicdSDC, as the objective of technology-
based interventions shifts from economic to humavetbpment. As explained below, the
capabilities approach has been introduced in thation on ISDC, by scholars that openly
make the link between technologies and human dprredat, in the pursuit of improvements
in people’s quality of life. By showing the relewanof Sen’s approach in ISDC, these
contributions illustrate the fact that technologysbd development projects are inspired by
the meaning of development underpinning them (Rtaleand De 2007: 262), which makes

the discussion on interpretations of this meanipgramount one for the field as a whole.

The vision of development adopted in this thesiggugh which the case of e-governance in
the Indian food security system is examined, sulbssrto the capabilities approach,
building on the idea that the enhancement of humrepabilities is the key means to
achievement of a better quality of life. In the e&axamined here, people’s capability of
accessing subsidized food items is pursued thrthigimeans of institutional improvement:
this is, in turn, achieved by the digitalization thle main functions of the Indian food
security system. The core idea of developmentglginthe basis of my work, lies therefore
in Sen’s vision of capabilities as the key unitdwed in this process: it is in the light of this
unit that | focus on e-governance, and draw a ggroemtribution to theory on how ICTs
may be put at the service of development. Theoryhenrelevance of ICTs to capabilities

has been, therefore, particularly important in mpgraach to the research.

2.1.2. Theories in ISDC: A Synopsis

ISDC, by virtue of its composite nature, is chagdezed by coexistence of several theories,
utilized to read the multiple links that may exogtween technology and development. In
order to map the field, and make sense of how @imposed, | provide a synopsis of the

main theories within it.

Stakeholder TheoryThis approach, originating from management, @igded on the work
of Freeman (1984), which introduces a new theoryhef firm. In this perspective, the
concept of “stakeholder” replaces that of “shardbdl, identifying an entity that has a stake
in the firm, without necessarily owning a shareto€onsidered together, stakeholders form
a network through which organizations can be olekrand a paradigm through which
decisional processes can be evaluated. Stakehbigery has been used in e-government,

paradigmatically in the work of Scholl (2001), wkeamines ICT-based projects in the
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public sphere from a stakeholder perspective. Tdesgge of stakeholder theory from e-
government in general, to e-government for devalpmiations, has been marked primarily
by Bailur (2006), who applies this theory to thevgmance model of telecentres,
interpreting an e-kiosk project according to thenmek of stakeholders around it. Thanks to
its analytical power, stakeholder theory provides @mportant instrument for

conceptualizing ICT-based projects in developinions.

Actor-Network Theory (ANT)'he theoretical approach coined by Bruno Latd®87) has
been used for studying information systems (Walsli&97; Latour 2004), and has been
applied to the subfield of ISDC as well. ANT reve$varound the notion of “actor networks”
centered on technology, and conceptualizes the wmywhich network dynamics are
conditioned by the influence of technology on théixamples of ANT usage in ISDC
include the work of Walsham and Sahay (1999) ong@ashic Information Systems (GIS)
in India, as well as those of Sayed and Westru@p3p@nd Mosse and Sahay (2003), in
which networks are counterbalanced by the conckfdtaunternetworks”, complementary
to the original one. As reminded by Walsham anda8af2006: 12), ANT allows
conceptualizing technology itself as an actor i thetwork, which opens up new

possibilities for interpretation.

Institutionalism In North’s definition (1993: 23), institutions eafthe humanly devised

constraints that shape interaction” in ISDC, iougibnalism implies considering not
only institutionsper se but also, and perhaps primarily, the ways in Whitese are

reshaped by technology and the actors using it. @nthe key pieces adopting this
perspective is Miscione’s (2007) work on telemetcin the Amazon, where the
interplay between two knowledge systems — mainstrie@althcare, and local traditional
medicine — is reshaped by the influence of techgyldOther works ascribing to
institutionalism in ISDC are those by Avgerou (2))08ilva and Figueroa (2002), and
Madon et al. (2009) on processes of institutioailan in digital inclusion projects.

! As of Roman and Colle (2002), the word “telecesitie an umbrella term, identifying spaces where
ICTs are, in various forms, made available to thblip. Proenza et al. (2001) distinguish “micro-
enterprise telecentres”, operating as standardniettecafes for the profit of entrepreneurs, from
“multipurpose community telecentres”, devised tactedevelopmental objectives for communities of
people. ISDC literature focuses more on the setgpel of telecentres, which are explicitly aimed at
maximizing human development through connectivity.
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Communicative Action Thearyrhis theory, firstly formulated by Habermas (1381
focuses on the identity of individuals as a condapperpetual flow, constructed and
reshaped in interpersonal interactions. As a resiuet study of identity formation is
indivisible from the study of communicative acti@amd centers on how images — of the
self and of others — are constantly reconstrudtesligh this very process. When used in
ISDC, this theory leads to a deep exploration efrtieaningof ICT-based projects, for
the system of actors around them, and for the tiwgrprocesses that occur in the minds
of actors. A key example of Communicative Actionedhy in ISDC is provided by the
work of Kanungo (2003; 2004), where Knowledge GCest(a particular form of
telecentres) are constructed as endowed with a@arieipatory nature”, i.e. constitutive
of processes of empowerment conducted throughnrdteation. Another example is
Puri’'s (2003) study on GIS in southern India, whienewledge integration is premised

on the self-reconstruction of identity by commuestinvolved in participatory mapping.

Capabilities ApproachSen’s vision of “development as freedom”, as datbove, is key to
contemporary thinking about the meaning of develapimand this approach has significant
implications for ISDC. These are highlighted, feample, by Madon (2004), who builds a
model for the evaluation of projects in ISDC basadhe key dimensions of the capabilities
approach. Inscribed in the same stream of litegatunat (2008) creates a model of
analysis of the Internet in the public sphere, Whikes an approach to development with
“political freedom” at its core. In the same perdpa, Zheng and Walsham (2008), Zheng
(2009) and Kleine (2010; 2013) use the capabiliggroach as a theoretical framework to
analyze empirical data, and explicitly introducéstkiision as a new paradigm in ISDC.
Furthermore, Smith et al. (2011) use the same marado study the use of mobile
technologies by developing country citizens: theyua that mobile phones, with their ease
of use and massive rates of adoption, constitutstreng basis for achieving human
capabilities through new technologies. These watkarly mark the introduction of Sen’s
approach as a theoretical tool in the field, rattieain just as a background theory

illuminating a possible meaning of development.

Mixed Approachedn ISDC,ad hocapproaches are sometimes devised through continati
of existing theories. A relevant example is prodids Puri’s (2007) further work on GIS,
which links the concepts of communities of practioeundary objects, and participation, in
order to make sense of knowledge integration indyr@gamics of participatory mapping.

Similarly, Silva et al. (2007), to investigate $&gic information systems in a developing
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country context, use punctuated equilibrium theorg integrate it with the concept of “deep
structure”, on the basis of its suitability for tlspecific targets of the research. These
examples demonstrate the importance of flexibifityd adaptation in the use of theory,
especially when context-specific phenomena, sucth@se that pertain to ISDC, are to be

analyzed.

The main theoretical approaches in ISDC, as idedtiin the present review of the
literature, are synthesized in table 1 below. Thisew confirms one of the main assertions
by Walsham et al. (2007): ISDC is a field that, lielonging to the domain of information
systems research, relies heavily on external appsesa connected to domains as varied as
anthropology, geography and development. Yet, rbstanding the importance of
heterogeneous perspectives, mainstream approachesanagement and IS, such as

stakeholder theory and ANT, are also highly reléwanexploring dynamics in this sphere.

Theory Contributions (selection)

Stakeholder Theory Scholl (2001), Bailur (2006)

Walsham and Sahay (1999), Mosse and Sahay (2003),
Sayed and Westrup (2003)

Avgerou (2004), Silva and Figueroa (2002), Miscione
(2007), Madon et al. (2009)

Actor-Network Theory

Institutionalism

Communicative Action

Theory Puri (2003), Kanungo (2003 and 2004)

Madon (2004), Zheng (2007), Lunat (2008), Zheng an
Walsham (2008), Zheng (2009), Kleine (2010; 2013)

Mixed Approaches Puri (2007), Silva et al. (2007)

o

Capabilities Approach

Table 1: Synopsis of Theoretical Approaches in ISDC

The polyedric nature of the field fits well withehheoretical framework of my research,
which combines a theory from development studig¢h @iview of technology as embedded
system, as conceived in information systems rebBeaks | subscribe to the capabilities
approach, literature on how ICTs may be used tdefobuman capabilities has been
particularly relevant in devising my theoreticaéwi, and it at the root of the contribution
that the thesis makes to the field of e-governdaceevelopment at large. This composite
framework, explored in Chapter 3, will be appliedetgovernance in developing countries,
the sub-field of ISDC to which my research is datid.

33



2.2. Sub-Field of Research: E-Governance for Devglment

From the overview of the literature on ISDC proddsbove, the heterogeneity of theories
and discourses arises as a main characteristioeofig¢ld. At the same time, this domain
features multiple objects of analysis: there ameeed, numerous channels through which
technology can foster development, and these caragpeopriated in different ways
depending on context. Within the macro-sphere BfSmy work looks at the sub-field of
e-governance for development, centred on the ajuit of technology to state-citizen

relations in developing nations.

2.2.1. Governing with New Technologies: Which Ratiwale?

Several scholars (e.g. Heeks 1999; Ciborra 200kké&s and Homburg 2007) relate e-
government directly to New Public Management (NP&)philosophy that introduces, in
public administration, the “managerialist” prin@gl of the private sector. For how it is
constructed, New Public Management marks a changehilosophy with respect to
Weberian bureaucracy, as, being market-orientedhiare, it focuses on outputs rather than
procedures (Hood 1991; Osborne and Gaebler 199@),eatails a conceptual shift that

makes the citizen a “customer” of government (Qia@005).

Seeing new technologies, and in particular, infarmmaand communication technologies
(ICTs) as *“carriers” of the objectives of NPM leatts a specific policy agenda of e-
government, as synthesized by Heeks (1999). Thedbjective, for which ICTs are utilized
by governments, is that of efficiency, intendedaasimprovement in the relation between
government outputs and the cost and/or time ofymtioh. Many governmental operations,
through adoption of new technologies, can be choid in a quicker way, which minimizes
human intervention and discretionality: by doing sew technologies help overcoming the
bottlenecks of Weberian bureaucracy, whose rigiocgdures, while aimed at ensuring
legality, tend to slow down the mechanisms of agliv A powerful image, in this respect, is
that of the efficiency gains introduced by compizition of public services, a field in which
informatization has significantly reduced the c@std waiting times experienced by citizens

at public offices.

The second objective is that of decentralizatiomugh which governments apply ICTs to

re-designing intra-systemic levels of power, ang, doing so, delegate fiscal and

administrative responsibilities to lower layersaoininistration. ICTs can, therefore, be used
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to transfer tasks at levels of government that doser to citizens, and this leads to
significant power redistributions within the sphefepublic administration. This is one of
the aspects in which the literature on e-governmefhécts, more explicitly, an IS theme,
epitomized by the work of Markus (1983): namelye ttole of new technologies in

redesigning power levels within organizations, eedistributing responsibilities as a result.
Indeed, if ICTs are utilized to decentralize respbifities, what changes is not merely the
configuration of technologies, but the distributioh power among different levels of

administration (Madon 1993; 2006).

The third objective is that of accountability, irgeeted here, with Brett (1999: 54), as a
function of the leverage of citizens on governmé@t’s, by introducing the traceability of
actions to specific individuals and agencies inggoment (Bhatnagar 2004), and by moving
discretionary power from street-level bureaucratart impersonal system-level (Bovens and
Zouridis 2002), can enable accountability in a rejrand durable way: therefore, new
technologies are widely used in programmes oftitgtnal amelioration. Furthermore, the
emergent phenomenon of governance through mobiNécete — or m-governance — is
gaining relevance in terms of accountability: bgyding information on existing services,
and sometimes enabling a two-way relation betwesrermpment agencies and citizens,
mobile phones can be used in order to maximizerésponsiveness of the state (Donner
2008; Bhatnagar 2009; Smith et al. 2011). Althodlgh effects of ICTs on government
programmes are mixed (Bhatia et al. 2009), thepliegtion to accountability has a clear

rationale, aimed at leveraging the potential of neghnologies to enhance transparency.

The fourth objective is referred to as “marketiaati as NPM is aimed at introducing
market incentives in the public sphere, avoiding lieaviness that constitutes the primary
downside of Weberian bureaucracy (Hughes 2003).iftneduction of market mechanisms
in the public sector is enabled by ICTs throughedse channels: primarily, new
technologies are used to re-design the modes ofedglof public services, and to create
new modes of delivery that, diverse as they caratzeunified by the common denominator
of identifying citizens as clients. The purposet@se operations is that of reconstructing the

role of service beneficiaries, conceived as thetmmers” of public administration.
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NPM Objective

Operational definition

Role of ICTs

Efficiency

Improvement in the ratio of
government outputs to cost/tin
of production

e

Computerization of back-end
mechanisms of government

Enactment of e-government
within public administration

Decentralization

Transfer of responsibilities to
lower levels of government

Re-designing layers of
responsibility in the public sectg

Reconstructing power
distributions between the divers
levels of action

Accountability

Function of leverage of citizen
on the government

\*2)

Making actions traceable to
specific individuals

Moving discretionary power
away from street-level officials

Marketization

Introduction of market
incentives in the sphere of
government

Re-designing modes of delivery
of public services

Creating new modes of delivery
based on the conception of
citizens as customers

Table 2: ICT-based routes to New Public Managerobjactives
Source: adapted from Heeks (1999: 7-21)

=

The table above synthesizes the roles of ICTs iblipunanagement which have been

explained so faf.These constitute a synthesis of the modes in wtéchnology can be

utilized for improving governance, being adapteecscally for the objectives of NPM. In

particular, there are two assumptions implicit inemliberal understanding of e-government,

which can be observed in the perspective provigetthdése functions:

- That ICTs, utilized in government, can promote @®ai of “good governance” (Heeks

2001), and make it come alive in the form of tatgtiechnologies. “Good governance”

here is to be intended, as discussed below, imrmatve sense: the term refers, in this

domain, to a situation in which the state is robeadk, and market mechanisms are free

2 Heeks recognizes a fifth role of ICTs in the pitrsdi NPM, i.e. improved resource management.
This can be considered as a consequence of matketizsince ICTs are seen as a tool to create new
performance information, and deliver it to decisiakers.
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to operate in state-citizen relations. A governamazelel in which the presence of the
state is minimized is enabled exactly by the foringiples of NPM: by increasing
efficiency, decentralizing its operations, optimgi accountability, and introducing
explicit market mechanisms in its functioning, state adopts the market-based model
that NPM prescribes. This model is viewed as ogtitnaensure efficient (“good”)

governance, and ICTs are conceptualized as furattiorthis purpose.

- That good governance, in developing nations, doésonstitute an end in itself, but a
route to development, to be followed by needfulamet to obtain better economic and
political outcomes. In this respect, minimizatiohtlee role of the state is seen as an
operational means to development: introducing NPMecmanisms in public
administration, to make the efficiency of market cimenisms prevail over the
bureaucratic procedures of state, is seen as atavaynimize costs and, at the same
time, translate the freedom of the market domaithan context of government. This
view is mirrored by the notion of “good governandaeiplied by international financing
institutions, whose policy makes loans conditiotwalstructural adjustments aimed at
rolling back the state. In this sense, in develgpiations, the use of ICTs for good

governance is directly functional to reaching higied better development outcomes.

Still, these assumptions are not automatic oregtfent: there are, indeed, arguments that
cast doubt on their appropriateness, in termsro€ttring the dynamics of the public sector.
These doubts are summarized by the views of Card2007), concerning the adequacy (or
not) of a market-based philosophy for public adstiaition: he observes that the guidelines
of NPM, designed for the domain of private orgatnes, are not necessarily applicable to
public management, in which objectives of fairnassl equality should be prioritized on
sheer efficiency. On the basis of this discrepa@ydella (2007: 266) problematizes this
conception at its very basis, identifying the buratic organization as the guarantor of
equity and impartiality in the public sphere: aseault, ICTs should be used to purport the
values of bureaucracy, not to reform the publict@ealong the lines of private
organizations. Therefore, NPM should not be usea @side to informatization in the public

sector, as it is rooted on objectives that do ndhé purposes of public administration.

As illustrated by the contrast between these petsfes, the reasons for introducing new
technologies in governance may vary, and schokave Hifferent views on what constitutes
the “right” rationale for the adoption of technojogrhe principles of NPM, led by a
managerialist view of public administration, areueteracted by the objectives of
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bureaucracy, which display a different conceptibrg@vernment in state-citizen relations.
The key point here is that e-government infrastmgtrather than just automatizing existing
procedures, constitutes a means to carry spec#laes, and embed them into public
administration: technology is, therefore, a meansdnvey these values, and make them
come alive in the public sector. As | look at e-gmance for development, as a sub-field of
ISDC, the diversity of rationales, and the consetiderersity of resulting infrastructure, are

to be held as key features of the field.

2.2.2. E-Governance for Development: Research Agead

The diversity of rationales for the adoption offteclogy, reviewed above, is reflected in the
applications of e-governance in the developing ®horkferred to as e-governance for
development. The first conceptual shift, with retpe the field reviewed in the previous
paragraph, is in the meaning of “e-governance” chs intrinsically different from that of

“e-government” (Bhatnagar 2004; IlITB 2005; Mado@02). The term “e-government”

refers to technologies related to improving goveenmmmechanisms, or the interaction
between government and the citizenry: as suchciudes the multiple, non-governmental

actors that characterize contemporary politics.

My choice of looking at “e-governance”, a broadsmnt that transcends the strict domain of
“government” as such, is predicated on the themaktperspective of Rose (1999: 28),
according to which new actors, blurring the bouietabetween “government” and civil
society, are acquiring increasing importance in levguolitics. These players, and the
dynamics they follow, transcend the boundariesgaivernment”, and therefore need to be
conceptualized through a specific terminology, whijpoes beyond previous categorizations.
My focus (elaborated in Chapter 3) on state-citizetations as polymorphous links,
inscribed in a “political society” that the termd\gernment” does not encompass, led me to
take a broader focus on state-citizen relationd, taerefore adopt “e-governance” as my

specific domain of interest.

E-governance for development constitutes an intgmd of ISDC, as it views technology
as a means to reducing the impact of institutidrelty in developing nations, through
reinforcement and amelioration of their mechanisthgovernance. As noted by Madon
(2009), e-governance in developing countries c&e tdifferent shapes, which can be

classified in three categories:
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- E-administration, aimed at automatizing the bacdk-@mocesses of government. E-
administration constitutes the oldest form of egymance for development (Heeks
2001), and computerizes the internal processesighrovhich the functioning of the
state is enabled. For example, in a project nantexbBi, aimed at computerizing land
records in Karnataka, southern India, ICTs havenhsed to change the mechanisms of
issuance of land ownership certificates, enforcopgeue discipline and reducing
corruption (Bhatia et al. 2009t-administration projects aim at translating tedbgyp
into better functioning of government, guarantedhgresponsiveness of the state to its

administrative duties.

- E-services, through which mechanisms of interadtietween the state and citizens are
built, or made easier, by digitalization. In order maximize public access to
government, e-service delivery often happens thrcaugystem of Internet kiosks: for
example the e-Seva project, in the Indian stateAotlhra Pradesh, offers 135
government services, ranging from payment of Hillsapplications for government
schemes. Other e-kiosks focus, instead, on spesgfigces: for example, the Karnataka
Valuation and E-Registration project (KAVERI) offeregistration of property sale and
purchase deeds, issuance of non-encumbrance aadfj and issuance of copies of
previously registered deeds. These kiosks, progidiservices in a developing country
context, automatize service delivery, enabling ificgnt gains in terms of time

optimization and elimination of bribes connectedéovices (Bhatia et al. 2009).

- E-participation, in which technologies are usecet@ble participation to government
mechanisms, and exploit the democratic potenti#Cds. The shift from “government”
to “governance” is epitomized, in the case of dipigation, by new forms of
aggregation, belonging to the domain of civil stgciewhich are “in between”
government and citizens, and still play a key rolstate-citizen relations. An example
here is that of the so-called Bhoomi clubs, relatedkshaya, an initiative (reviewed
later in the thesis) that brought e-kiosks to theidn state of Kerala: these clubs, in
which farmers discuss matters related to agricejtare increasingly developed in the
premises of Akshaya e-kiosks (Madon 2009). By daingthey enact new forms of
participation to civic life, by clustering farmerpblitics around the telecentres through

which they are connected.

These are the main forms that e-governance prajeaystake, when applied to the context
of public administration and civil society in dewping countries. In the study of e-
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governance for development, a set of recurrent ¢iseemerge, mirroring the diverse
political rationales embedded in infrastructures tmmputerization. The key themes

explored in this domain can be grouped in five gaties:

Role of the stateE-governance projects in the developing worldrasenecessarily funded
by the state alone. They may also be sponsorechéyptivate sector or NGOs, which
provide for what the government cannot afford: haosystem, applied to services delivered
through telecentres or e-kiosks, is the one in e state funds the initial project phase,
and the kiosks are left, at a later stage, to theagement of private entrepreneurs. At the
same time, the state should act as a “politicainghan” in the pursuit of the objectives of e-
governance: for example, the Akshaya project i®dam ownership of kiosks by private
entrepreneurs, but its strong reputation is dubdsymbolic representation of entrepreneurs
as agents of the state (Kuriyan et al. 2006; Gopaku2007; Madon et al. 2009). The
Akshaya project therefore constitutes an exampleowf the state can act as a development
manager, leveraging on marketing techniques antheruse of “political champions” to

promote its initiatives (Roman and Colle 2003).

Sustainability Existing studies focus primarily on tfieancial view of this concept, i.e. the
condition thanks to which e-governance projects famwive financially, without incurring
in losses or economic failure (Hudson 2001; Haetial. 2003): yetsocial sustainability is
also important, as it is based on the capabilityetécentres to generate locally relevant
content (Oestmann and Dymond 2001; Madon 2005; NiuR€08) and, by doing so,
promote community ownership and participation (Véhg000). The relationship between
diverse forms of sustainability is debated in ikerdture: for example, according to a study
of the Akshaya project carried out by Kuriyan et(@D06), it is difficult for telecentres to
simultaneously pursue the goals of financial andiasoviability, as inclusion of poorer
people comes at a significant economic cost. Imeaepon the very same project (Masiero
2010), | have disputed this view: my research lmsd several mechanisms of social
sustainability — identified as trust-building, cexit-based services, and civil society

involvement — that proactively foster positive fie#al outcomes.

Knowledge The debate on the nature of relevant knowledgeprad in the coexistence of

diverse discourses on ICTs in developing count(i®gyerou 2008), is retrieved in the

literature on e-governance in developing natiordedentres aimed at disseminating locally

relevant information, such as the Knowledge Cergtadied by Arunachalam (1999) and

Kanungo (2003; 2004), are at the centre of thisatlebas they challenge the assumption
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according to which knowledge iper se able to generate better livelihoods. The delmte i
centred on the meaning of knowledge in context, andthe type of knowledge that is
relevant for poorer people to build their livelilso on this, Kanungo stresses the
acquisition of locally relevant information as altéor empowerment, which may subvert
previous power relations dictated by monopoly dbimation by governments. Where the
unproblematic depiction of information as “knowleddransfer” from industrialized

countries is dominant, these accounts questionntdtare and relevance of knowledge

promoted by e-governance in development.

Trust.New technologies, as inserted in the field of gnaace, are not automatically able to
gain acceptance and be adopted by potential usedsrisk, in fact, to determine cases of
“correspondence failure” (Lyytinen and Hirschhei®8Z; Lyytinen 1988), as usage rates
may be lower than those needed to sustain a projéwrefore, e-governance projects
should be tailored in order to maximize the truspatential users: as noted by Gopakumar
(2007), there are several channels to do so,ieking projects to entities that already enjoy
symbolic acceptance, such as the government andgéacies. Another means to trust-
building lies in supplying governance services tigto technologies perceived as
trustworthy: the increasing uptake of m-governamspeciallyin areas where e-government
services have limited coverage, is related by Bigean (2009) to the increasing reliance that
developing country citizens have built, over time,mobile devices. Trust-building is at the
core of e-governance initiatives, and lower expedewith ICTs in the developing world

makes it a particularly important target.

Transformativity As noted above, with reference to e-governaremnology is often used
to automatize existing processes, rather than eaternew ones and reshape the power
structures on which government is based. In devrdopations, projects aimed at improving
existing processes may be able to sort out tramsfive outcomes: for example, the
Bhoomi project has resulted in a significant reghrctin bribery for land ownership
certificates (Bhatia et al. 2009). Other examples e creation of social spaces in
telecentres (Madon 2007), and the shifts in padtefrknowledge acquisition determined by
dissemination of information through e-kiosks (Aashalam 1999; Kanungo 2003 and
2004). However, transformations of state-citizdatrens are not always achieved, and most
likely, are not openly sought: as noted by Bhatngd8804), e-governance in developing
nations aims to shift away from paper-based sesyiwedeliver the same outcomes in more
efficient and accountable terms. These may, in, fhet used to problematize power

structures, but the transformative usage of ICTesdwt necessarily come with practice.
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Theme

Meaning

Practicalities

Role of the State

Diversity of roles on the
financial side (state alone,
state plus other agents, no
state support at all)

Moral importance of the
state as promoter of project

"2}

Telecentres: typologies base
on the different role of the
state in financing (Mukerji
2008)

Political championsnacting
the role of the state as
promoter

o

Sustainability

Financial: a telecentre’s
capacity to cover costs of
operation and be
economically viable

Social: integration of
telecentres in the local
community, fostering
proactive participation

Importance of both forms of
sustainability, for telecentres
to work properly

Controversy on relationship
between forms of
sustainability (financial vs.
social: either-or or pursued
simultaneously?)

Persistence of debate:
transfer vs. socially
embedded knowledge
(Avgerou 2008)

Knowledge as a generator of
livelihoods (Arunachalam
1999) and as a factor alterin

J

Knowledge .
. . power distribution in favour
Locally relevant information
to be produced/conveyed b of the poor (Kanungo 2003
P VeyeadY  and 2004)
e-governance projects
Specific strategies of
. community fidelization
Necessary condition to
L (Gopakumar 2007)
Trust develop participation in e-
overnance — and foster -
d o Fostered by trust-building
sustainability
agents, e.g. telecentre
entrepreneurs (Madon 2005
Uncertain effect of e- Delivering same services in
governance on state-citizen computer-based ways
. . Bhatnagar 2004)...
relations in LDCs ( g )
Transformativity Or using e-governance to

Uncertain role of technology
in mediating/reconstructing
this effect, and the forms it
takes

transform/discuss/reshape
existing power distributions

(Kanungo 2004; Madon 200%;

D

Avgerou 2008)?

Table 3: Themes in E-Governance for Development
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The five themes listed above, in diverse formsxsteand interact in the literature on e-
governance in developing nations. Among all thertiess one of transformativity is the one
that has captured my attention most deeply, as fhé one that engages most directly in
theorizing state-citizen relations in developingimiies, and the role of ICTs in reshaping
these relations. These themes, viewed togethestitide one way of mapping the field: in
the scenario that they define, a new theme hastlgamerged, from the introduction of a

novel approach — the Sociology of Governance SibG.

2.3. Image Formation on the State: Implications ofCTs

So far, | have conceptualized the field of ISDC,which my research is inscribed, and
mapped it through the main theories utilized taneaNext, | have focused on e-governance
for development, as the sub-field of ISDC to whinok work belongs: in doing so, | have

provided a synopsis of this domain, through thenntlaémes found in the literature about it.
At this point, | will observe the process throughieh, starting from a novel stream of

governance literature, a new theme has been intestlin e-governance for development:
that is the theme of image formation, and of thezesses through which it is experienced by
governing actors. Studies on the role of technolgyhese processes, with reference to
developing countries, have opened a new domaiiteoflure, to which my research aims to

contribute.

2.3.1. Sociology of Governance and Image Formation

The approach known as the Sociology of Governaamiging from a thorough re-evaluation
of power dynamics in the contemporary world, hasobee integral part of the literature on
governing processes. Conceptually, this perspeciteens from the question on how
analyses of political power should be reconstruciearder to account for changes in the
equilibria of global politics. On this, reflectiofy Nikolas Rose (1999) are paramount: on
the one hand, in the 2@entury, “the state” emerged as hegemonic, anlysesof political
power could be fully synthesized through the cart$tof “state-citizen relations”. Even so,
over the last two decades of theZEntury, there was a subversion of previous aliti
equilibria: this consisted in the end of the staatred world, and in its substitution with a
complex set of relations between public and privatiorities. A tangible sign of this shift,

as reproduced in the microcosm of political the@ygonstituted by the upsurge of the term
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“governance”, which acts, once again, as a signifighe transition from “government” to

more complex power networks.

The term “governance”, as Rose (1999: 16-17) na@tgain, is intended, in political

literature, in two different meanings, respectivalynormative and a descriptive one. As a
result of its normative meaning, “governance” ienfencountered in association with value
judgements, which deem it as “good” or less goadnated above, the semantic domain
associated with “good governance” refers to minaion of the role of the state, and
introduction of NPM incentives to optimize effic@nin public administration. In other

words, “good governance means less government”,nam@ market-based administrative
techniques: as reflected by NPM objectives, thisimed at achieving the best possible

outcomes in terms of key dimensions of government.

The descriptive meaning embraces, instead, a eiftesphere in the governance domain.
Rather than looking at value judgements, on thaufea that governance should have to be
viewed as “good” or less good, it refers to a thigidy new way of studying governing
practices, as a consequence of the shift in pogeilileria delineated above. If the political
world was, beforehand, characterized by a linclatiom between the state and citizens, the
present power dynamics are based on networks ptedion complex, mutable relations:
the scholarly technique, utilized for reading thdgaamics, involves a sociology of these
networks, which focuses on the patterns of actighimthem. In this novel approach, the
key concept is that dhteractions these are, in Kooiman'’s (2003: 19) definition,utually
influencing relations between two or more entitjaghich influence the way in which actors
develop and structure their decisional behavioucoAceptual perspective based on network
interactions, in the place of linear state-citiz#ynamics, constitutes, perhaps, the main

contribution of the Sociology of Governance to literature.

To sum up, the Sociology of Governance presentsval picture on the study of governing
power, which, starting from awareness of shiftglwbal political equilibria, provides a new
way of reading governance, based on interactiotisinvpower networks. The novelty that
this introduces, in the literature on theory andctice of governing, is synthesized by Rose

in the following terms:

For sociologists of governance as Kooiman and bike@gues, the object of investigation is
understood as an emergent pattern or social systeising out of negotiations between

“intermediate” social actors, groups, forces andjaaizations, public and semi-public
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institutions in which state organizations are amig — and not necessarily the most significant
— amongst many other seeking to steer or manage thelations. But the object of the
analytics of government is different: these studies try to diagnose an array of lines of
thought, of will, of invention, of programmes ardildires, of acts and counter-acts. (Rose
1999: 21)

This is a powerful synopsis of the Sociology of @mance, in the nature and objectives that
characterize it: on the one hand, there is a nobgct of study, i.e. the new patterns of
political interconnection that arise in the new ldoorder. On the other hand, and
simultaneously, there is “an array of lines” of wgbt and reflection: this is the profound,
implicit rationality of power, underlying governirgehaviour and acting as a substratum for
its tangible manifestations. It is in this doubl&ure, implicit in the coexistence between
rationality and structure, that the Sociology ofv@&mance finds its highest expression, and

is codified as a conceptual approach to read cqrueamy political dynamics.

This coexistence, and its implications for politistudies, are at the core of Kooiman’'s
(1993; 2003) work, whose insights have mapped tbeio®gy of Governance as a
descriptive technique to read the field. Kooimaartst by stating that governance, in the
contemporary world, is substantiated by a mix df Kends of governing efforts”, achieved
by social-political actors in the public and prizatomain: it is this mixed system,
profoundly different from the monolithic nature wfp-down relations in nation states, that
needs to be grasped by a new, adequate perspelttioekey to Kooiman’s view primarily
lies in presenting the Sociology of Governance amceptual approach, rather than a
theory in its fullest sense: indeed, this view pideg a new lens to read political dynamics,
based on a novel vision of existing systems. Thispitomized by the conceptual shift from
“government” to “governance”, and all the semantiésnetworks of power and intra-

network interactions attached to it.

As noted above, the notion of interactions consgtuin the Sociology of Governance, the
main unit of analysis of the political field. Kooégm (2003: 19) uses this notion to ground
and structure his approach to governance as a wihtdeactions occur, in this perspective,

at the two simultaneous levels of action and stinectOn the one hand, the sphere of action
— referred to by Kooiman amtentional level — focuses on the contingent aspect of
interactions, and on the polymorphous shapes lilegtdan acquire depending on the context
in which they are immersed. On the other hand,sthectural level looks at the intrinsic

pattern at their basis, and at the nature that niadeit: in other words, while the
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contingency of interactions can be very varied,rtlstructural dynamics are based on
regularities, which are amenable to be observed sdindied in the social sciences. The
structure of interactions, which allows individuedsmake sense of them in the real world, is

the “pattern” referred to by Rose as the main dlgémvestigation in the field.

The structure of interactions, in the Sociology ®bvernance, emerges from several
constitutive elements: the key one for my studyl afiundamental one in Kooiman’s vision,
is that of image formation, as inherent to goveceaprocesses. Image formation, as of
Kooiman (2003: 33), is “constitutive” of the act gbverning: in fact, “anyone involved in
governance, at all levels, form images of what they governing”, and develop their
behaviour on the basis of those images. Interast@oa structured on the basis of the images
formed in people’s minds: the subjective knowleddethe world around us, developed
through the filtering devices implicit in human oitipn, is at the roots of the behaviour of
individuals towards external actors. Therefore, $loeiology of Governance studies image

formation as a political process, firmly placedtat root of governing interactions.

Image formation processes, as detailed by KooinZ@03: 33-39), reflect the same two-
layered form as interactions, as they arise from dbmbination of an intentional and a
structural level. On the one hand, intentional\siibstantiated in the contingent side of the
process: reflecting Boulding’s theory on human dtgn (1956), images are constructed
through the continued absorption wfessagesi.e. all the inputs that concur to adding
information on an object of knowledge. An imageuits therefore, from the sum of all the
inputs received with regards to it: however, absonpof messages is not automatically
devised, but depends on the structure constitugethévalue systemsooted in people’s
cognitive spheres. Therefore, when a message @vestby a subject, it is filtered by the
systems in point: the reaction to it, in terms efgtes of acceptance or rejection, will
depend on its coherence with the pre-conceptiomsifpages) embedded in the individual’s
cognitive structure. As a result, image formatiaesi not depend solely on external inputs,

but on the systemic interaction of these with taki® systems that shape human cognition.

MESSAGES Value IMAGES

(External inputs) Systems 5 (Subjective knowledge)

Figure 1: Synopsis of Boulding’s Theory on Imagerfation
Source: adapted from Boulding (1956)
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Figure 1 synthesizes the dialectical process dmstriabove, in which external inputs
(messages) and internal structures (value systiatesact in the formation of images. Going
back to Boulding (1956, cited in Kooiman 2003: 3¥9,an image is reached by a message,
three main scenarios can possibly unfold: in thet fine, the image may remain unaffected,
as the information added is irrelevant (i.e. dogspnoduce a change on existing images). In
the second one, the image may be changed in aareguly, i.e. by the provision of
additional, relevant information to previous knogde that the individual held on the same
object. In the third one, transformative changef \(arious natures and degrees of
significance) may be produced in the image: thisitm in fact, a re-discussion of existing
preconceptions, and potentially of the systems shaped these in the first place. That is
why the latter case is not frequent, as it entite-discussion of elements that are already
firmly rooted in cognition: to happen, disruptivieanige requires convincing messages, to be

frequently and persuasively repeated.

Images, as produced by Boulding’s dialectic processy be shaped and constructed in a
completely tacit way, articulated only in the cdgmi of individual subjects. The transition
of images, from the domain of individuality to thaft open articulation, happens in the
public sphere: this is interpreted, as in Haberraasa forum where social experiences can
be brought to the attention of other actors, disedsand reshaped in subsequent cycles,
through the reception and elaboration of new messalgp this structure, communication
plays an important role in providing interpretiverhes: it gives, in the first place, an
explicit form to inherently tacit images, and fiatmore, it allows the formation of shared
images, which add to the pre-images created indalig. The public sphere, in the notion
adopted here, is therefore the place in which thaadn of images, tacit and individual as
they initially are, enters the domain of interanip and is then enabled to concur to

governance within the networks.

To sum up, the Sociology of Governance conceptesl&new way of thinking, observing,
and articulating the activity of governing. Thisrgmective is grounded on the study of
interactions, which are based, in turn, on image&ion processes in human cognition. As
it is at the core of the Sociology of Governanbe, notion of image formation introduces a
whole new theme of analysis in the field: as it Wwé seen below, this theme has entered the
scene of e-governance for development, creatingva perspective to read the sector as a
whole. In pursuit of my research topic, | focus this perspective, and on the stream of
ISDC literature that it has resulted in.
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2.3.2. Images and E-Governance for Development

As noted here, the Sociology of Governance intredug new conceptual approach, and a
new theme of analysis in the domain of governingnisTapproach is grounded on
interactions, as a main unit of analysis for un@derding governance, and on images, as the
main element participating to the construction mteractions within the networks. The
question to be asked here is why, and in what vepeifically, should this theme be
relevant to ISDC, as a field mapped by the theaares themes synthesized in the first part

of this chapter.

To understand this, we need to conceptualize theimvevhich the Sociology of Governance
has been introduced in ISDC, and the implicatiohsising this approach in our domain.
Explicit usage of the Sociology of Governance, istady focused on e-governance for
development, was made for the first time by Mad200g), who, in her work on telecentres
in the southern Indian state of Kerala, studiesginernance networks around e-kiosks on
the basis of the interactions occurring within thémthis respect, Madon provides a new
perspective on telecentres, in which the relatloetsveen the actors into play are used as a
main unit of analysis: what emerges clearly, thtaug her work, is the rupture between this
vision and the dominant paradigm in the field, inich telecentres are evaluated through the
abovementioned notion of “good governance”. Thei@ogy of Governance, as it looks at
processes of image formation and at the interastibat arise from them, transcends “good
governance” indicators of effectiveness and acailitty, to focus on how governance

networks are influenced by the quality of the iat¢ions within them.

By introducing the Sociology of Governance in ISDKadon’s work has brought a
significant innovation to the field: its importandgeyond theoretical innovatigrer se¢ lies

in providing a clear rationale for using the Soogy of Governance in this domain. This
rationale is composed of two motivations, in a desge-normative dichotomy that mirrors
Rose’s vision delineated above: the first reasdna alescriptive nature, is that ISDC
initiatives, epitomized by telecentres, tend toblased on models that resemble the idea of
networked governance. As noted above, e-governanmects do not normally involve
unilateral action by service providers: insteadythend to be organized through various
forms of public-private partnership, in a networkegbtem characterized by distributed
forms of power and management. The Sociology of éBmnce, conceived exactly for
studying forms of governance based on networks, ehatrong descriptive potential for
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power structures of this kind, and this makes ittipalarly suitable for contemporary

phenomena in ISDC.

The second motivation, of a normative nature, $ aboted on consonance between the
Sociology of Governance and ISDC, with specificerefice to my sub-field of interest. In
fact, as signified by the term itself, “e-governanior development” studies a type of
governance that displays two particular featurtds: @énabled through new technologies, and
it belongs to developing country contexts, whehm®logy-based initiatives are situated.

These two factors lead to a context in which, irdbfas words,

To understand the reality of telecentre activity (ve need to move beyond the confines of the
good governance paradigm that gives rise to thewh tlaat continues to frame the parameters
used to study these projects. (...) The achievemiet@i@centre sustainability is dependent on

the complex exchanges and relations between stdteaxiety. (Madon 2005: 403)

This implies a strong programmatic assertion: patarns utilized for evaluating governance
in standard realities, in which “good governanceinmplicated, do not necessarily work in
e-governance for development, where the combinaifolCTs and a developing country
context creates a particular domain of applicatitime reason for this is that e-governance
for development, as it computerizes governancegsses that were previously manual or
paper-based, may result in disruptive change fbraetors in the network, who might
therefore cope in diverse, unpredicted ways with tiovelty of ICTs. In this context,
standard governance principles may be unsuitableviauation: in other words, governance
may not be “good” if the state’s power is rollectkabut if interactions between the various
entities into play, in adapting their behaviouraasonsequence of innovation, still work in a
positive way. In other words, in ISDC, the asserttbat “good governance means less
government” is not necessarily true: instead, ggodernance tends to coincide with the
presence of well-functioning interactions, whicle thociology of Governance is optimally

positioned to assess.

Madon’s approach, in terms of introducing the Slogp of Governance into ISDC, has
been mirrored by a new stream of literature, invgvthe themes of e-governance for
development delineated above. Primarily, this potpe is applied to studies on
sustainability, a concept that, in e-governance development, also involves a social
dimension (IIITB 2005; Kuriyan et al. 2006): socfalstainability, in fact, is predicated on

participation, which calls for well-functioning eractions between users and governing
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actors to take place (Whyte 2000; Madon 2005; karignd Ray 2009). Studies on trust,
based on the presence of human intermediaries nwithjovernance projects, are also
predicated on interactions: here, image formatipngers on projects and their developers is
crucial, for individuals to develop and consolidatest towards them (Gopakumar 2007).
The discourse on transformativity, related to eegoance, also pertains to this theme: this is
grounded, in fact, not only on objective parametérnsansformation, but also on the way in
which users, engaging in technology, change tmeages of the world around them, and
might — as in the case of Indian telecentre entrsgurs, studied by Srinivasan (2010) —

acquire a new social and economic status, whiallteeim new images of themselves.

The themes outlined here, inscribed in a fieldeasingly pervaded by networked models of
governance, reflect the descriptive and normateasons for using the Sociology of
Governance in ISDC. In this perspective, my focsisspecifically on image formation
processes, which lie at the basis of the framind eonstruction of interactions within
networks. As observed, again, by Boulding (19596¢, image constitutes the prism through
which human beings tailor and develop the totatifytheir actions: hence, processes of
image formation dictate the way in which actoratelto each other, on the basis of their
individual perceptions. In the present historichlage, in which e-governance is being
increasingly adopted in developing nations, stuglyime role of technology within image
formation processes means studying the key deyfwesigh which behaviour of citizens,

which proactively shapes relations between themgawerning powers, is motivated.

Image formation processes, appraised in terms eofpttiterns through which they unfold,

can be studied in diverse ways, according to temain of action. As noted above, the
image is viewed, in the approach adopted herehasstibjective knowledge of things,

developed through external inputs and the intevakle systems that act upon them. In her
study of telecentres, Madon (2005: 407-408) dewlspecific strategy to elicit images,

and the processes at the root of their formationdd so, she devises a specific way of
interviewing, aimed at flagging interactions betwese set of players and understand how
these are, in turn, shaped by images. Accordingdambject of study, and to the nature of
the research questions behind it, scholars devilep own methods to observe image
formation processes: in Chapter 4, | detail my chaf developing aad hoctechnique for

data collection and analysis, aimed at elicitingges from respondents’ narratives.

In structuring a study on image formation, a kegsjion is:whichimages are those at the
core of research? To be defined, studies of thidl kieed a subject (the “who” of image
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formation processes) and an object (“what” is bémaggined in the process). In his seminal
work, Kooiman (2003: 33-36) looks specifically abdges developed by governors, as
constitutive of the very act of exerting governipgwer: still, governors are not the only

agents of image formation, and the perspective finatses monolithically on them has

been, in fact, counteracted by a more holistic aagn to networks (e.g. Kjaer 2004). Again,
in her work on telecentres, Madon focuses on impgegading the whole set of actors into
play, with a specific focus on telecentre users ibecause user participation is key to the
social sustainability of these initiatives, whiabsfers, in turn, the financial viability of e-

kiosks. This reveals that, especially in a comeofild as ISDC, images at the core of
analysis can belong, in principle, to each actad #ocus on each element of governance

networks.

2.3.3. Problem Area: Back to the State

Answers to the above questions, on the subjectdwand object (“what”) of the image
formation processes at the centre of attention,ir@umental in defining the domain of
interest that has informed my research. In padicuiny approach conceptualizes image
formation beyond the space of governing powers,\daeds it as distributed through the
governance network as a whole: in fact, rather tlmoking solely at thegovernors
perspective of image construction, | am equallerested in thegoverned and in the
processes of image perception that they experiéwdetailed above, the relevance of these
processes lies in the link between images and thetgre of interactions: developing
country citizens, subjected to e-governance, ambled to reconstruct their vision of
governors, and this proactively influences thelatiens with them. Among the multiple
forces, embedded in the governance network andstogxwithin it, the state is the one in
charge of administrative decision making, and proftly conditions the lives of citizens in

terms of public policies and entitlements.

Therefore, while considering the plethora of actomolved in governance, the state, as a
coordinator of policy and development managemerthe main object of interest here, and
the one about which | aim to investigate image fian processes by citizens. The vision
of the state as a key actor in governance, albag highlighted by Kooiman — not anymore
the only one, has contributed to delineation of e nsub-field in e-governance for

development: this looks at how images of the staiastructed and developed in the minds
of citizens, are influenced by the action of e-goamce on people’s lives. As per how it is
constructed, this sub-field focuses exactly on ienfgmation: its origins lie, once again, in
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Madon’s work, with its focus on how images influerinteractions in governance networks.
This novel stream of literature looks exactly, && text chapter will detail through
Corbridge et al.’s (2005) theory, at how peoplee“tige state” through new technologies of

governance.

Based on the insights detailed here, | can proaidest characterization of my broader
domain of interest: starting from the SociologyGivernance, as introduced in the domain
of e-governance in developing countries, | havekéabat the way in which e-governance
enters citizens’ processes of image formation ersthte. In this perspective, the “who” and
“what” questions on image formation processes assvared precisely: the subject of image
formation, which | observe, is constituted by depahg country citizens, exposed to e-
governance and potentially rethinking the state assult of it. The object is, consequently,
the state, conceptualized in the multiple produdidghat it acquires in contemporary

governance systems. A broader research questatrgadptures this problem area, is:

- How does technology influence the ways in whicheleping country citizens form

images of the state?

This question synthesizes the domain of interestriteed above, and inscribes it in the
space of ISDC literature opened by Madon’s worke ®bstract terms of the question
needed to be operationalized into more specifiseachable ones, a task that is pursued
through the usage of a theory of technology to thadproblem area. This process, which

uses theory to convert a broad question into narmmes, is illustrated in the next chapter.

2.4. Summary and Conclusion

In this chapter, | have firstly provided a theomsbd overview of the domain of ISDC, to
which the research developed here aims to cong¢ribDtoser observation has then been
conducted on the sub-field at the core of my waorkmely, that of e-governance for
development, which has been mapped on the batie afiain themes in it. The introduction
of a new theme in the field, that of image formatibrough ICTs, has been observed in its
theoretical matrix, identified in Kooiman’'s (1993003) Sociology of Governance: the
chapter has then detailed the introduction of ttigsne in ISDC, operated by Madon (2005)
with her work on telecentres in Kerala. On the dasithe new theoretical space opened by
this theme, | have synthesized the problem arearebd here, which the next chapter will
convert, through amad hoctheory of technology, into specific questions foy research.
52



3. Conceptual Framework

In the previous chapter | have positioned my regesr the domain of ISDC, with reference
to the sub-field of e-governance in developing ¢oes. In doing so, | have outlined my
area of interest, and codified it in a researchstjoe on how technology may affect citizens’
processes of image formation on the state. In ¢higpter, | illustrate the conceptual
framework through which | have structured my wdrk:the means of theory, this question
has been converted into two narrower ones, whichd@n specific aspects of my domain of

interest.

The conceptual framework, devised for this resedscimformed by two theories: these are,
respectively, gheory of actionaimed at explaining the processes at the ceftagtention,
and atheory of technologyfocused on the role of technology in these preeesThe theory
of action, used here in the formulation by Corbeidgt al. (2005), revolves around the
concept that citizens “see the state” through disounters with it, in the form of its
localized embodiments and representations. Thidbl@nmatizes, at its very roots, the
Weberian assumption of “facelessness” of governpagguing that the state is perceived by
citizens in the form of the individuals and indtitms that they encounter on an ordinary
basis. The theory of technology is, instead, a vidWCTs as directly implicated in image
construction by the state: this notion, applieag{governance for development by Kuriyan
and Ray (2009), constitutes a political applicat@na vision of technology as socially

embedded in its context of action (Avgerou 2008).

Both theories have been highly utilized in theispective domains: the theory of action
originally belongs to the field of anthropology addvelopment, whereas the theory of
technology, originated by a broader vision of sb@mbeddedness, finds its roots in
information systems at large. The novelty of my aaptual framework consists in
combiningthese visions, in a theoretical lens resultingnfrtheir mutual integration: by
doing so, | devise a new composite approach, ierom structure my study of the role of
technology in image formation processes. This ##mal lens is the one that, as illustrated
at the end of the chapter, informs the conversibmyp problem area into two specific

questions for research.
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3.1. Theory of Action: “Seeing the State” through Echnologies of Rule

In the framework proposed here, based on complemgnbetween a theory of action and a
theory of technology, the function of the theoryagtion is that of explaining the processes
at the centre of research. Image formation, asreégden Chapter 2, is at the core of the
Sociology of Governance, which views it as the $asi which governing is grounded: what
| needed was a view that encompassed the reveosess; observing hothe governed
form their images on the state. This, coupled withfocus on developing countries, led me
to encounter the vision by Corbridge et al., on lutzens in rural India “see the state” in

the form of its localized embodiments.

Theory by Corbridge et al. belongs to a specifidybof research, focused on anti-poverty
programmes in rural India, which looks at how ttaesis perceived, through these schemes,
by citizens (e.g. Srivastava et al. 2002; Corbridgeal. 2003a, 2003b, 2005; Véron et al.
2003 and 2006; Williams et al. 2003a and 20334y, choice of this theory was motivated,
primarily, by its optimal fit with my area of intest: this is indeed a theory that looks at
image formation in a developing country contexpnirthe point of view of citizens (and,
specifically, citizens made vulnerable by poventg anarginalization). Additional elements,
reinforcing my willingness to engage with this apgeh, were dictated by its synergies with
my view of research: sharp focus on empirics irotipdouilding, combined with explicit
willingness to “make social science matter” to pptaking in the developing world, made

it “the right theory” for the study | was imagining

In this work, | have read Corbridge et al. in tloenf of a structured reasoning, which has
informed the theory of action at the core of myesesh. This reasoning consists in three
steps, whose organization mirrors a syllogistizicttire: the first one, used asnajor
premisein the theory, asserts that citizens “see thee’StHtrough encounters with it,
experienced in the form of its localized embodimeiibhe second step@nor premisehat
qualifies the former, specifies the structure atestcitizen encounters: it asserts that these
are grounded on regular patterns (technologieslle),rwhich, in the postcolonial domain
epitomized by India, are based on the Foucauldigit lof governmentality. The conclusion,

resulting from combination of these two premisesthat technologies of rule, through

% Albeit research by S. Corbridge, M. SrivastavaV@lliams, and R. Véron is embodied in a vast
body of literature, the book (2005) on “Seeing Biate: Governance and Governmentality in India”
provides, perhaps, the most powerful synopsis ef ttieory that emerges from it. This book is
therefore referred, throughout the thesis, as pgmeatic of the theory as a whole

54



which state-citizen encounters are structured, titates the prism through which citizens

“see the state” in their lives.

3.1.1. Major Premise: Citizens “See the State” thragh Encounters with it

At the doorstep of [a district-level governmenticéd], we recognised one of our village
respondents, a poor tribal women. She explainedstma had been waiting for four hours to
see the officer and was afraid of losing her ‘tuifnshe left for a few minutes to have her
lunch. By contrast, the peon allowed a large grofimen led bynetas[political leaders] to
enter the office immediately. This group stormedvinile we were still having our discussion
with the district-level bureaucrat. (Field note, I district, West Bengal, 28 Jan. 2000, in
Véron et al. 2003)

Vignettes and descriptions of field situationsttes above, recur frequently in Corbridge et
al., and constitute an integral part of their metlod engaging with theory. Strict coupling,
between field data and the derivation of theorépecapositions, is one of the key features in
their approach: empirical work, at the basis obtlgeon citizens’ sightings of the state, has
been conducted primarily in rural India, with adsoon the states of Bihar, Jharkhand and
West Bengaf. This body of literature focuses largely on onegpamme, the Employment
Assurance Scheme (EAS), which aims at generatimdjiioods for poorer people through
short-term employment. Of the EAS, Corbridge et abserve several aspects, with
particular attention to dynamics underlying newtgrats of participation: one of the
objectives of this programme is, indeed, that tdvahg the poor into a new experience of
the state, in which they should move from passe@pients to proactive interlocutors of

government.

As they depict state-citizen encounters, produced structured by the EAS in India,
Corbridge et al. state the core argument of tHeoty: citizens, as they engage with the
state, do not see it in the form of an indirecjgetion, but in the tangible embodiments that
they encounter in their lives. This means, as &ty illustration, that poorer people,
accessing the EAS in India, do not “imagine” theesin the form of the central government,
which is physically and humanly detached from thamstead, they “see” it in a very real

shape, that of the bureaucrats, policemen, villdgaders, and other institutional

* Corbridge et al.’s work, while focused primarily these states, is not limited to them: for example
chapter 7 (2005) constitutes a case study of Kethkl state on which my research is focused.
However, eastern India constitutes the main cesfttbeir research, with particular attention to how
anti-poverty schemes are implemented.
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embodiments that they encounter in their everydastence. It is in these encounters, often
frustrating and sometimes violent for poor peopldridia (Corbridge et al. 2005: 3), that
sightings on the state are structured: this reptesa rupture with the Weberian vision,
based on a “faceless” bureaucracy that makes #te whpartial and impersonal (Hughes
2003: 93). Corbridge et al.’s vision is rooted ieri and Fuller's (2001) view of an

“anthropology of the everyday state”, illuminatititge quotidian practice of politics, and in

Akhil Gupta’s vision on how the state, entering jplets existence, becomes implicated in
the “minute texture” of life itself (Gupta 1995: 87

This vision, based on empirical data collected ondidn anti-poverty programmes, has
introduced a significant innovation into theoretipa@rspectives on state-citizen relations.
Focus of theory, originally grounded in the waysdovernment to conceptualize its objects,
moves, with Corbridge et al.’s work, to the pergpecof the governed: this is the “reverse
process”, as compared to the Sociology of Govemanbich | have sought when devising
a theoretical lens for my research. The idea oéitgg the state” is, in itself, a reversal of
“Seeing Like a State”, James Scott's (1995) pienehow colonial powers engaged in
proactive production of citizens through diverseam® of census and classification,
inscribing them into categories amenable to top+@antrol. Innovation in Corbridge et
al.’s work lies exactly in subverting this procesgat matters, in their anthropological
perspective, is not how citizens “are seen” by stete, but how they “see” it through its

real-life embodiments and manifestations.

This vision is applied to several settings in comgerary India: primarily, and, most
importantly here, to the new “participatory” prognaes devised by the central government.
These programmes have constituted, in the viewoobi@ige et al. (2005: 2), “a sea-change
in the way in which the Indian government approadke citizens”: these are predicated on
new, institutionalized forms of participation, inhigh citizens are directly consulted on
programmes, their outcomes, and their potentialravgments. These programmes have
come in parallel with the wave of constitutiondlorens, aimed at fiscal and administrative
decentralization, known under the name of Panch&ajt (Dasgupta 2001; Mitra 2001):
this seems to be a sign of a major rupture withptist, characterized by a paternalistic mode
of combating poverty (Corbridge 1999; Corbridge aHerriss 2000). These new
programmes, in the vision by Corbridge et al.,, haveated a space for a theoretical
approach to understanding how people’s perceptioimserved in the form of sightings of

the state, change as a result of innovation in g@aree.

56



3.1.2. Minor Premise: Encounters Are Shaped througlinti-Poverty Programmes

Following from the above, the second part of thisoretical syllogism looks dtow state-
citizen encounters, through which image formatioouns, are structured in practice. In the
approach utilized here, state-citizen encounteesesmbedded in recurrent forms, whose
regularity makes them amenable to theorization: dbestruct used by Corbridge et al.
(2005: 14) to study these regularities, with refieee to contemporary India, is that of
technologies of ruleTheorization of this concept is ascribed to NlakoRose’s work on
new forms of political power: in Rose (1999: 28-36)e term “technologies of rule” stands
for all theinstitutions, practices, and classification techuegutilized to perform the actions

of government. More specifically, this refers to:

- Institutions, as the physical or representational entities cisi@g government. For
example, state agencies operate according to regpdapractices, which embody a
specific underlying philosophy of public managemeXtpractical illustration, here, is
that of the Foucauldian account of the modern obass: this is made in a certain way,
and informed by a certain structure, in order tovalteachers to discipline students

along specific lines of conduct (Rose 1999: 27).

- Practices i.e. regulatory or disciplinary techniques usliz for the purpose of
government. As well as institutions, practices a@veyrnment embody regularized
mechanisms of control over subjects, organizedoutines and aim to crystallize
certain mechanisms of government upon them. A jgwaatic case of this is that of
Taylorism, a work management practice that subswargsecific philosophy of control

over workers (Rose 1999: 27).

- Classification techniques i.e. ways for inscribing citizens in categoridstt are
constitutive of government. As of Rose (1999: 38jguage is sufficient to enact
classifications, as terming subjects in a certaay ymay have profound consequences on
how they are disciplined. An example here is thdhe census, a technology of rule that
acts upon citizens by inscribing them in specifitegories, which, rather than existing
in nature, are artificially imposed upon them: mying) so, the government “makes up

people”, in the specific ways through which itsitt is framed (Hacking 1986).

® This is particularly relevant to the Indian corntexhere the Census, in colonial times, was key to

the reification of what Dirks (2001) terms an “etlgnaphic state”. This indicates a form of

government that utilizes ethnographic tools as amseof rule, framing the population through
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A key point here is that technologies of rule, aastructed by Rose, are not constituted
solely by the tools and practices that allow goiwegnpowers to operate. Instead,
technologies of rule arassemblage®f a twofold nature, embodying both a physical
manifestation, and the politicalbstratumthat lies at its basis. Therefore, assemblages of
this kind result from the dynamic combination ofotvelements: on the one hand, the
ontological rationality of control by government aitizens, on the other, the physical,
performative instruments that translate this ratiiby into the reality of governmental
action. Technologies of rule, as a result, mayten extent paradoxically, totally devoid of
“technological”’ content: the word “technology” isilized, instead, in a highly metaphorical
sense, to describe the ontological and practicansigéhrough which governing powers

discipline their subjects.

The concept of technologies of rule, as utilizeddaybridge et al., is strongly rooted on the
mutual interaction between the two parts of thecmbdage, i.e. the rationality behind
governmental action and the performative tools hiclv it is embedded. On the one hand,
the underlying ontology of control is conceivedaaproduct of modernity, strongly relying
on the discourse of governmentality introducedhim literature by Michel Foucault. On the
other hand, the instruments that constitute theifestnaspect of technologies of rule — and
the specific configuration that these acquire istamlonial developing nations — are the
focus of the new school of Subaltern Studies, dtetl and led by the thought of Partha

Chatterjee. Below, | elicit the contribution of hatchools of thought to this concept.

Foucault: The Logics of Governmentalifyne Foucauldian vision of the art of government,
and of the specific human rationalities underlygayernmental behaviour, is paramount in
the elaboration of the notion of technologies dérihe idea of “governmentality”, utilized

to indicate the essence and outcome of the histgsrocess of “governmentalization of the

state”, has a threefold meaning (Foucault 199jcating:

- The ensemble dhstitutions and practicesthat hagopulationsat its core. The use of

the semantic field of “populations” recalls the Eauldian notion of biopoalitics, i.e. the

concepts that, while politically operational, dot nmecessarily mirror its ethnical features. For
example, as noted byékeille (1998), the concept of “tribe” in colonialdia was poorly translated in
the Census’ classification, and this has had pseveffects on the outcomes of reservation policies
depending on “tribalness” (on this, see also Cdd®i2000).
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type of politics exerted on subjeagactly becausef their features as human beings:

hence, human nature is used as a basis to asserahitity to biopolitical practices,

- The prevalence of government ameaansto conceptualize the operations of the state.
The idea of government, substituting that of shaér that ancient Princes enforced, is
imbued with a finalistic aim to pursue the commawod, and finds legitimization in this

specific teleology, rather than in the authorityhe Princeper se

- The processfor which the state of justice of the Middle Age#hen turned into the
making of the administrative state, gradually beesrgovernmentalized. This process
marks, once again, the way in which the ontologg@fernmental control is translated
into reality: the idea of rule, entailing top-dowathority and self-based legitimization,
IS turned into that of government, in which thestpline of the conduct of conduct” is

teleologically oriented to pursuing the common good

The threefold meaning of “governmentality” elabesattherefore, the phases of a reasoning
that covers both thprocessof governmentalization of the state (point 3), #sdutcomes

in terms of new means of rule (point 2) and ph&cticesin which these are translated (point
1). The same unity found in Rose’s notion of tedbgies of rule, between practical tools of
action and the ontological rationale underlyingnthecan be found in the notion of
governmentality, which includes both the new mindsfegovernment, and the outcomes
stemming from it. This notion is to be combined hwiFoucault’'s attention towards
populations, conceived as biopolitical collectivdites, objectified and made amenable to

government exactly in the light of their naturehasnan beings.

Foucauldian thought on governmentality constitukes ontological part of the assemblage
that, as per the above, is implicit in all techigs of rule. This rationale, as embedded in
Corbridge et al., finds its application in the damaf postcolonial developing countries:
these are epitomized by contemporary India, an€hatterjee’s theorization on the form

acquired by technologies of rule in this setting.

Chatterjee: The Politics of the Governethe work of Partha Chatterjee, who studies

“popular politics in most of the world” (Chatterj@@04: 3), looks at the performative aspect

® Among the techniques reviewed above, the Censagisn, perhaps the one on which the signs of
biopolitics, as a vision framing policy measure®, most evident. Indeed, as noted by Dirks (2001),
Census categories are imposed upon populationsdiegao their ethnographic features, a process
that results, as of Anderson (1983), in the creatio “imagined communities” of people.
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of technologies of rule, as it comes alive in tbhatext of postcolonial developing nations.
While Foucauldian thought on governmentality lodakts the ontological aspect of the
assemblage detailed above, Chatterjee’s work fecuse how these instruments are
constructed in practice, and how they are effeltiperceived by subjects (the “governed”)
in their lives. Most importantly, Chatterjee’s getifical focus — including “more than 3/4

of the world’s population” (Chatterjee 2004: 11is-constituted by the domain of “subaltern
nations”, whose condition is induced by the lega@eperienced as a result of colonial

domination.

A key point here is that the vision of Chatterjedorming the field of “subaltern studies”
through the notion of postcolonialism, ascribesattiglnity — and its adverse effects on
development — to an inherenthplitical cause, rather than an economic one. It is, he argue
the political condition of postcolonialism that duewes specific structures of government,
which tend to reproduce domination as it was devisecolonial power, relegating the poor
into the role of non-participating policy recipientThis is epitomized by India, whose
political history inspires theory on the conditiohsubalternity: in India, colonialism has left
a legacy that tended to reproduce paternalisticttres of colonial power, especially in the
early years. This is why, in the vision of the first Indian pident J. Nehru, the indigent
masses had to be “fed and clothed” by the goverhnimmt not really “involved” in
participatory development management. A top-dowgicloof administration, aimed at
“looking after” the poor rather than making thenmtpe political life, constituted the legacy
of colonialism, and constrained development outcmt specific paths (e.g. failure of the

state to “take care of the poor” resulted in thesshg inequality that persists in India today).

The thesis at the heart of Chatterjee’s work ig timernment, in subaltern countries,
presents a recurrent form of technologies of mutch acquire a patterned and recognizable
mode of construction. This is informed by systemaligtachment between the domains of
civil and political society departing from the Marxist philosophy that inggirhim,
Chatterjee identifies civil society with the patai elites that can interact with the

government in spite of subalternity, whereas therggomasses are relegated to the “rough

" This theory reveals profound Gramscian influerme<hatterjee’s political thought. Gramscianism
is implicit, in the first place, in Chatterjee’seidtification of the roots of subalternity as paii,
rather than strictly economic: this consideratiosuggesting that political-ideological sovrastruetu
prevails on economic structure in determining thecomes of history — is a chief component in his
study of contemporary governance. Gramsci wrotéPrison Notebooks” with constant reference to
Italian independence, explaining dynamics of heggmand passive revolution with specific
reference to historical events occurred in thatsph&hatterjee does the same with India, which he
views as the epitome of the contradictions implicitthe dichotomy between an elitarian “civil
society” and a marginalized “political society” (&tterjee 1986; 2001; 2004).
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and tumble” worlds of political society (Chatterjg@04: 20-29). The dichotomy between
these two groups, based on their capability (dt tfdt) to be considered as interlocutors by
the government, is once again epitomized by conteamp India: whereas richer elites
inhabit a closed and circumscribed civil societglitical society encompasses the poorer
masses, objectified by top-down policies that eselthem from any form of participatién.
It is the strict, hardly challenged dichotomy bedwecivil and political society that,

according to Chatterjee, is key to understandigigmin “most of the world”.

This vision matters, to my theory of action, exadtl relation to the notion of technologies
of rule that informs it: the dichotomy above, asa@érjee illustrates, generates a set of
particular technologies of rule, that apply to fflu®r as they inhabit the domain of political
society. In fact, while in civil societgitizensinteract with government on an equal basis,
political society is instead based papulations which are ruled through a top-down, non-
participatory logic of governmentality. A key exaphere, is again the colonial Indian
state, rendered an “ethnographic state” (Dirks 2@0tbugh instruments of action (e.g. the
Census) that mirrored a biopolitical vision of goveent: that was, indeed, the same form
of rule de facto maintained after national independence, througbetaof anti-poverty
schemes in which the poor have no voice — theyjase constructed as “objects” of

determined “development” measures.

How is this notion, developed in theory, embodiett ipractice in contemporary India? As
of Corbridge et al. (2005: 14), poorer people ididn‘see the state” through technologies of
rule that structure a war on poverty. These teayies coincide largely with the big,
national anti-poverty programmes, originated by phdicies of the Nehruvian power
(Corbridge and Harriss 2000). While focused onedéht domains of need (food security,
employment, pensiongt similig), these programmes find a common denominator én th
logic of governmentality behind them, which objées the poor as sheer beneficiaries of
development: only now, with the “sea-change” thas loccurred in Indian politics, is a

participatory nature being gradually infused innthe

& While Chatterjee suggests that “civil society &nel poor in India like oil and water” (Corbridge et
al. 2005: 3), Corbridge et al. point at a “sea-ggdnin contemporary Indian politics, based on the
“participatory” character of a whole new host oftigroverty schemes. Both streams of thought
recognize the presence of a top-down, paternaligtare in Indian technologies of rule: however,
Corbridge et al. differ from Chatterjee in theision of an ongoing change in this process, which
enables “more direct sightlines of the state” (Ciolde et al. 2007 613).
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3.1.3. Conclusion: Technologies of Rule as Maker$ lonages

To sum up, my theory of action focuses on the meee through which developing country
citizens form their images of the state. TheoryGQwrbridge et al., focused on “seeing the
state” from the eyes of citizens in contemporardidn is articulated in two macro-
arguments: anajor premisestates that citizens “see the state” through emeos with it, in
the form of institutions, individuals, and all Itecalized embodiments and representations. A
minor premise specifying the former, details the way in whitte tencounters in point are
constructed: these happen on the basis of regethtizchnologies of rule, which, in the
postcolonial developing world, embody the top-dowogic of governmentality. A
conclusion, resulting from combination of these fwemises, is that technologies of rule,
through which state-citizen encounters are stredtuconstitute the prism through which

citizens get to “see the state” in their lives.

Major Premise
Citizens “see the state” through direct encounterth it
- State is encountered through its real-life emimngafits
- “Sightings of the state” in the form of interawtal practices

Minor Premise
Encounters are shaped through anti-poverty prograsm
- Technologies of rule that structure a war on piyve
- Carry an ontology of control and a physical mesiition of it

Conclusion
Technologies of rule as makers of images of the sta
- State-citizen encounters structured by technekogf rule
- Anti-poverty programmes as the main space of anagking

Figure 2: Synopsis — Conceptual Framework: Thebiwabion
Source: adapted from Corbridge et al. 2005

This is a theory that has a visual, pragmatic mataind is developed with constant reference
to real-life instances and situations. Most impatttafor this thesis, it is a theory that aims
to matter for the formulation of practical, readilgable policy suggestions: it aims, as

Corbridge et al. (2003a; 2003b) indicate, at “mgksocial science matter”, a programmatic
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assertion originally coined by Flyvbjerg (2002). the authors conceiving this theory aim to
“make it matter” for the context of reference, tegus on extracting the practical lessons
that it may have for devising anti-poverty prograesmin order to improve the sightings of

the state that these schemes may grant to poavplepe

This is the theory of action that | adopt in mydstuTo complete my theoretical framework,
this needs to be complemented by a theory of tdogpowhich explains the role of ICTs,
and more specifically of e-governance, in the psees through which the state is sighted by

its citizens.

3.2. Theory of Technology: Reconstructing the Statérough ICTs

So far, | have detailed the theory of action adbgtere, which explains the processes
through which citizens in the developing world forimages of the state. In their
theorization, Corbridge et al. suggest, in passithgt technology may contribute to

reconstructing state-citizen relations:

In those parts of rural India where even poorerilfamnow have access to TV sets, perhaps
powered by a car battery where there is no eléstraupply, the possibility also exists for
what Rajagopal has called (...) a collective libidiegperience. This mode of experiencing the
state reaches back to conversations that peoplehaay on the basis of shared readings of a
newspaper. Whether it also anticipates those sightof the state that might be provided by
Internet access — along the lines perhaps of pgatievel computer booths that have been
promised in Andhra Pradesh and Madhya Pradesha—msot point (...) it is likely that the
Internet will change poorer people’s experiencearaf reactions to the state, just as other new

technologies have done previously. (Corbridge .€2@05: 28)

Still, Corbridge et al. do not go into further deptoncerning this, as the discourse on
relations between ICTs and governance transcered$ottus of their research. As | now
move to the theory of technology, which completgsaonceptual framework, | therefore
need a gnoseological structure to answer the qunesti the role of technology, in the image

formation processes at the core of research.

3.2.1. Technology as Embedded System

The notion at the basis of this theory is a viewterthnology as “embedded system”, as

detailed in the seminal work by Orlikowski and 1a00(2001: 126-127). This notion, as
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noted by the authors, stems from dissatisfactioth whe “tool” and “proxy” views of

technology, which, conceptualizing the artefpet serather than in context, do not make
sense of its multiple relations with the situaticf@@tors around it. Conversely, in the vision
of technology as embedded system, the artefadeis rough the lens determined by the

context in which it is used:

The conceptualization of technology (...) is thatnfevolving system embedded in a complex
and dynamic social context. Technology is neitheimalependent nor dependent variable, but
instead is seen to be enmeshed with the conditérits use — hence our label “embedded
system”. (Orlikowski and lacono 2001: 126)

The key notion, in this vision, is that of “enmesnt! between technology and its
situational factors, which leads to the conceprimii of the artefact as a byproduct of its
context of use. At the same time, as per the alieebnology is not reduced to a dependent
variable: the notion of enmeshment implies a feekllmaechanism, out of which technology,
in turn, shapes the contextual dynamics aroundrtbeddedness, as conceptualized by
Orlikowski and lacono, can therefore be identifiedh this two-way relation with the
context: technology is shaped by it, but is alsdosved with the intrinsic power to influence

its dynamics and trajectories.

The view of technology as embedded system is ipsdrin a broader information systems
debate, centred on the question of the extent tmhwtechnology is interpretable and
reshapable by its users. On the one hand, theonigkesituatednes®f technology (e.g.,

Pinch and Bijker 1987; Bijker and Law 1992; Orliksl 1992, McKenzie and Wajckman
1999; Bijker 2001) state that technology is, inaten nature, reshapahle situ by users, i.e.

it can be interpreted and plied by them in virtyalfinite ways and modalities. In her
theory of situatedness, Orlikowski (1996; 2000)ieel on structurational models of
technology: in these models, technologies are basegh intrinsic structure, which is then
appropriated by users for adaptation to their owads. In this conception, technology is
fully malleable, and endowed with tlwterpretive flexibility (Pinch and Bijker 1987) that

allows users to determine the way in which theyreagh it, and make sense of its implicit

properties.

On the other hand, a different view is detailedkaflinikos (1995; 2004; 2011), and by a
school of thought that sees technology as an indige regulator of human action. In

taking this perspective, Kallinikos makes a conipgllanalysis of the inner features of
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technology: this leads to the argument that maillieabif it exists at all, concerns solely
“the slim area upon which human beings encountginelogy” (Kallinikos 2004: 28). In
other words, thénterfaceof technological artefacts may be reinterpretabig,this feature
does not extend to theructureunderlying them: the real essence of technolagg; indeed,

in the structure, which invites human behaviounglepecific lines of action. This works to
the detriment of the core argument of situatedrteséinology, as constructed here, does not
incidentally traverse human existence, but is proéty implicated in it, in a “compelling
tangle” that structures human behaviour (Misa €2@0D4). As a result, technology is viewed

as a factor that regulates the agency of userzacifec ways.

The view of technology as embedded system, thesbrige Orlikowski and lacono and

utilized here, acts as a synthesis to the diakeatplicit in this debate. On the one hand, it
accepts the idea of reshapability sustained byrigtsoof situatedness, because it views
technology as a byproduct of the context aroundaivever, at the same time, it recognizes
the power of technology to engage in the revereeqss: the two-way relation with context,
implied by embeddedness, assumes an influenceeoftiefact on the factors around it,
which are in turn reshaped in this process. Soigordd, the view of technology as

embedded system is enabled to subsume the twamsisicsituatedness and regulation.

3.2.2. Social Embeddedness of Technology in ISDC

The view of technology as an embedded system, btleeomain perspectives adopted in
information systems at large, has been widely aedegnd utilized in ISDC. A perspective
of social embeddedness is identified by Avgerol0@0L33-135) as one of the dominant
ways in which technology is constructed, as appdied implemented in developing country

contexts:

Authors of the social embeddedness discourse vigwinhovation as a locally socially
constructed course of action. Innovation is studaésd a locally constituted process of
technology construction and organizational chandgs. purpose arises from local
problematizations and its course is determinedheyway local actors make sense of it and

accommodate it in their lives. (Avgerou 2008: 135)

This notion, predicated upon a socio-technicalovisof the information systems domain
(Avgerou 2002; Avgerou and Madon 2004), views tetbgy as directly related to its

locally determined features, which maximize the ami@nce of context in its configuration
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(Avgerou 2001). The discourse of social embeddedigegiewed in opposition to another
dominant perspective in ISDC, referred under thigonoof “technology transfer”: in this
discourse, developing countries are constructdaas to “catch up” with the industrialized
world, by transferring technologies and knowledgent outside. The argument of social
embeddedness disputes this view, by stating tbahtdogy is not necessarily “transferred”
to the developing world: diversely, developing aasi conceive new technologies according
to their own needs and perspectives, and implementas led on the basis of locally

relevant content and necessities.

So constructed, the discourse on social embeddedsekighly diffused in the ISDC
literature. Based on the theoretical mapping of fiell, conducted in Chapter 2, many
approaches are found to be predicated on thisrvisidechnology: for example, the ANT
framework used in Walsham and Sahay (1999) viev® &3l embedded in the local system
of knowledge, constructed in strict relation witle tcharacteristics of the territory. A similar
perspective is found in other works on GIS in India those by Puri and Sahay (2003) and
Puri (2007): here, participatory mapping is seerrabedded not only in the experience of
scientific professionals, but also in that of thedl communities called to contribute to GIS
projects. In a recent piece of work on netreprem@uChina, Avgerou and Li (2013) suggest
that economic activity, performed through web @atfs, is embedded in a set of social and
cultural relations, in which the use and perceptadnhtechnology is inscribed. These
approaches are paradigmatic of a social embeddediimourse, as they see technology as

predicated on the specific features of its contéxction.

More evidence of this discourse in ISDC is foundhstitutionalist approaches, of which the
work of Madon et al. (2009) on digital inclusion iparadigmatic. Here, the
institutionalization of e-governance projects isgicated on several categories of contextual
factors: acceptance by local communities, and dppart of key actors such as government
and relevant social groups, is based on the psjeapability of providing locally relevant
content. The neo-institutionalist approach of Misa (2007), applied to the study of
telemedicine in the Amazon, views technology asogedous to the encounter of two
streams of knowledge, defined by notions of stashdeealthcare and of local traditional
medicine. A similar vision is found in Braa et a{2004, 2007) work on health information
systems, which Avgerou (2008: 135) views as paradigg of social embeddedness: in
designing an action research project, Braa etegdad from standard models of healthcare,

and develop their vision on the basis of contereffit notions of health management.
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The vision of technology as embedded system istber found to be widely utilized in
ISDC, as a lens for conceptualizing the dynamicshef field. Within this domain, it has
been used in different ways, all predicated oneavvdf enmeshment between the artefact
and the contextual factors around it. This posittan be synthesized with Land and
Hirschheim’s (1983) view that information systems, an the first place, social systems that
use technology: the object at the core of thedrgrefore, is no longer the artefaer se

but the ensemble of technology and its social enwirent.

3.2.3. Technology’s Implications in Image Construcon

As illustrated above, the approach to technologgrabedded in its social context is highly
diffused in ISDC. This is also the perspective tirdbrms Madon’s (2005) work on
telecentres, which, as noted in Chapter 2, mar&sinttroduction of image formation as a
theme in e-governance for development. A visiosafial embeddedness emerges, in the
first place, in Madon’s discussion of community ahxement through telecentres: social
sustainability, as it is discussed here, stems ti@tapability of e-kiosks to provide locally

relevant content, to make the link between tectgyobnd its prospective users.

Embeddedness, as it emerges from Madon's approasedbon the Sociology of
Governance, relates to the actors gravitating atdgelkecentres, and to tlimteractionsthat
they experience as a consequence of technologyeimsggitation (2005: 406-407). This
means that the context, in which e-governance pi®j@e embedded, transcends the social
domain, and becomepolitical in nature: telecentres are configured, in the \aisl
conducted here, as a way to reach the target ¢é-side e-literacy, and make ICTs
accessible on a universal basis. Technology isethiee, embedded in its political domain of
use: its features are determined by the objectiel®cal governance, and constitute the

practical way in which these are converted intdityea

This political idea of embeddedness is at the obat theoretical vision of my research topic,
in terms of how e-governance is related to imagm&dion on the state, as experienced by
citizens in developing countries. This vision idalled by Kuriyan and Ray (2009): as they
leverage on Madon’s work, they focus exactly on gendormation, and on how it is
implicated in the structure of e-governance initizg. Through further observation of
telecentre projects, as implemented in the Indiates of Andhra Pradesh and Kerala,
Kuriyan and Ray elicit a specific process of retaution, in which the state utilizes e-

governance to create a new image of itself:
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The state is trying to recast its image to fit netrkiendly principles such as economic
efficiency, accountability and effectiveness, afl which embody the “good governance”
agenda in India and elsewhere. These efforts tetthec state’s attempt to reposition itself in
the context of a liberalizing economy and to alte® way in which it is perceived by its
citizens (...) e-governance, through decentralizedrepreneur-mediated telecenters, is
partially redefining perceptions and expectatiohthe state, the lay citizenry and the private

sector. (Kuriyan and Ray 2009: 2).

The twofold relation between technology and conteséen by Orlikowski and lacono as the
root of the notion of embeddedness, is applied tethe topic of image formation. On the
one hand, technology is seen as a byproduct ofigadlitargets: these belong, as per the
above, to a view of modernization and liberalizatiovhich is physically embodied in
decentralized e-governance architectures. On tier biand, technology is found to reshape
the context as well: it engages, through the me&iSTs, in reconstruction of images of the
state, as portrayed in the eyes of citizens. Theabtechnology in image construction, as it
is theorized here, constitutes the ideal completioGorbridge et al., as it sees technology as

directly implicated in the state-citizen encountrshe root of image formation.

At the same time, this theory recognizes the relegaf image perception, experienced by
citizens as they relate to technologies of e-gaueen. Still, Kuriyan and Ray’s vision of
image perception is less structured than that ofsttoction, and consists primarily of

empirical statements:

Citizens simultaneously trust the government aglibte and are disillusioned with it as
inefficient (...) this hybrid version of governmerg gradually reworking both the way the

state sees itself and how citizens see the stateiyan and Ray 2009: 2).

Kuriyan and Ray'’s vision, applying the social emiedhess discourse to image formation,
constitutes the theory of technology through whiclhave framed my study. Image

construction, in this theory, is conducted throegijovernance, which endows the state with
a means to reshape itself in the eyes of citizenage perception, instead, is not observed
through a structured conceptual lens: this leavesdsearcher with a space for theorization,

in terms of citizens’ appraisal of the images reedi
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Technology as Embedded System
Technology as enmeshed with its context of use
- Mutual shaping between artefact and context
- Solution to dialectics between situatedness agdlation

Social Embeddedness Discourse in ISDC
Technology as embedded in developing country ctsntex
- Alternative to discourse on technology and knalgketransfer
- Technology developed to provide locally releveorntent

Technology as Implicated in Image Construction
E-governance as a shaper of images of the state
- Technology as embedded in its political contéxdation
- E-governance acquiring a proactive role in imegeking

Figure 3: Synopsis — Conceptual Framework: Thebiyeghnology
Source: adapted from Orlikowski and lacono (20@84/gerou (2008), Kuriyan and Ray (2009)

The scheme above summarizes my theory of technotbgyugh the three steps in which it
is organized. The vision at its basis is that oht®logy as a system embedded in its context
of use: this vision is applied to the domain of (S&nd in turn to the sub-domain of image
formation processes. This is synthesized by thiervisf Kuriyan and Ray, which explicitly
makes the link between e-governance and proce$sesgmge formation on the state. This
theory introduces, in my area of interest, theon#tiof imageconstructionandperception
these are the concepts on whose basis | have ws&dcmy research, and converted my

broader question in two specific ones.

3.3. Synopsis: A Composite Conceptual Framework

As noted above, my conceptual framework consistsvof different theories, combined in

order to structure my research. Firstly, a thedrgation, stemming from the perspective of
Corbridge et al., explains the central object ofwayk, i.e. processes of image formation on
the state as experienced by developing countrzecit. Looking at postcolonial developing
nations, epitomized by contemporary India, thisothemakes the argument that citizens

“see the state” through direct encounters withint:the setting of interest, these are
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structured by top-down technologies of rule, whagnstitute the main space of image
formation for citizens. Secondly, a theory of teglogy has conceptualized the artefact as
embedded in its social context of use: this notas been applied to e-governance for

development, and to the processes of constructidmparception of images of the state.

Figure 4 illustrates my conceptual framework, resglfrom combination of the theories
detailed above. Its suitability lies in complemeityebetween the two approaches: whilst the
theory of action looks at the “what” of my researdh terms of processes of image
formation in my setting of interest, the theory@thnology looks at “how” technology is, or

is expected to be, implicated into these processes.

Focus: dynamics of image
formation on the state

Content: sightings of the state
Theqry of observed through anti-poverty
acton technologies of rule
A Role: informing the choice of the
case study
Conceptual
Framework

Focus: role of technology in image
formation processes

N

Content: embeddedness of e-
Theory of : .
governance in the construction of
technology .
images of the state

Role: framing the research
questions of the thesis

Figure 4: Composite Conceptual Framework of theeRech

And still, these theories are related to two ddferfunctions, which in turn complete each
other in the organization of the thesis. On the loaed, the theory of action has shaped my
empirical study: the PDS, the food security programat the centre of my research, has
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been chosen as a consequence of reliance on Qgebad al., viewing anti-poverty
technologies of rule as the basis of image formation the other hand, the theory of
technology has informed my research questions, exting a broader area of interest into

specific domains for analysis.

3.4. Research Questions

At the end of Chapter 2, having identified ISDCtlas field to which my research aims to
contribute, | have focused on e-governance in dgued) countries, and specified my area of
interest in this domain. This relates to the dymamof image formation on the state, as
experienced by developing country citizens newlgriiacing with e-governance in their
lives. A broader research question, identified aptare this problem area, was: how does

technology influence the way in which developingmioy citizens form images of the state?

To operationalize this broader question into naemwesearchable ones, | have used the
theory of technology grounded on social embeddedimekSDC, and explicated by Kuriyan
and Ray with respect to image formation. The theofytechnology, selected for my
conceptual framework, has proven to be suitabléhi® process for two reasons: first, it
focuses exactly on my area of interest, providirsgractured way to read the role of ICTs in
image formation. Second, it suggests a dichotontyd®n image construction, enacted by
the state through e-governance, and citizens’ péose of the outcomes of this process.

This dichotomy, applied to the problem area, haslted in the two following questions:

- Do new technologies provide the state, in develppiations, with a way to recast its

image? If so, how does this happen?

- How do citizens receive new, technology-inducedgesaof the state?

While the theory of technology has informed the tyeestions above, the theory of action
has played another, complementary role in the reBeéndeed, this theory identifies anti-
poverty technologies of rule as the key space dagenformation on the state, in the
developing country context epitomized by contempotadia. Grounding on this view, |

have sought a case study that consisted in onleeofechnologies of rule in point: | have
found it in the PDS, the biggest Indian food sdguysrogramme, identified by Corbridge et
al. (2005: 63) as one of the most deeply involvedightings of the state for poorer citizens.
The e-PDS, the technological object resulting frcomputerization of the PDS in Kerala,
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has allowed me to apply the research questionseabowvhe practical situation of an

empirical case of e-governance.

3.5. Summary and Conclusion

In this chapter, | have illustrated the concepftahework that has informed my study. This
framework consists in the combination of two thesria theory of action, explaining image
formation on the state in developing countriesidentified in Corbridge et al's vision of
citizens “seeing the state” through structured enters with it. A theory of technology,
explaining how ICTs may be implicated in image fatian, is found in Kuriyan and Ray’s
vision of e-governance, as a way for the statetomstruct its image in the eyes of citizens.
On the basis of the theory of technology, a broadeblem area has been converted in two
research questions, mirroring the two domains @fgetonstructionandperception these
questions will be investigated through the casdystf e-PDS in Kerala, approached by the

interpretive perspective that is detailed in thet mhapter.
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4. Methodology

So far, | have detailed my problem area, and therththrough which | have structured my
work. This chapter explains the methodologicalctrte that | have followed to answer my
research questions, focused on how images of tite stre constructed and perceived

through e-governance.

Research methodologies can be articulated in difteways. The principle that | follow, in
illustrating my own, holds that methodology is logly inscribed in a theoretical
perspective, which is, in turn, determined by aistemology of reference — i.e. a theory on
mechanisms of knowledge, and on criteria for vaiidgit. Articulation of research through
the four steps of epistemology, theoretical pemspecmethodology, andd hocresearch
methods is developed in Crotty (1998), and is duiteinforming social research in general:
here | detail the steps in point as they featureynresearch, clarifying the reasoning that
leads from each level to the next. As a resuls, thiapter is structured through the steps of:

Epistemology of reference, i.e. social construdtion

- Theoretical perspective, i.e. interpretivism (reféel by Eric Boulding’'s theory of
cognition),

- Methodology, i.e. an interpretive case study,

- Methods for data collection and analysis, i.e.cdméggue of thematic narrative analysis

constructed to elicit, from respondents’ narratiy@ecesses of image formation on the

state, and the role of technology within these.

Theoretical
Perspective

Epistemology Methodology

Figure 5: Structuring Elements of Social Research
Source: Crotty (1998: 5)
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This scheme, aimed at maximizing the rigor of theearch process (Crotty 1998: 16), can,
in principle, be applied to all fields of socialsearch. Yet, here, Crotty’s reasoning is
accompanied by another methodological instrumehighvaims at guaranteeing quality and
coherence ihis specific research work. This consists of two glinds, conceived as lines
of continuitybetween concepts: these guidelines have dicthgedhoice of methods related

to my questions, and have therefore arisen asuideng principles of my empirical study.

The first guideline assures continuity betweenttis®ry of action, utilized in my conceptual
framework, and the case study selected in ordeanswer my questions. This principle has
led me to choose a case in which new technologespplied to an Indian anti-poverty
programme: this is exactly the type of scheme thatpf Corbridge et al., constitutes the
prism through which poorer citizens “see the stdte’contemporary India. Therefore,
continuity here is assured not only with the redeaguestions, but with the specific

framework devised to study the theme of image foionaat their core.

The second guideline guarantees, instead, contitngtween the research questions, as
formulated in Chapter 3, and my methods for datiection and analysis. Continuity, in this
respect, flows from the notion of image, as therimsent for exploration of reality that the
research impinges upon, to an interviewing techmithat aims at making images, tacitly
inbuilt in the cognition of respondents, emergecascepts articulated in their narratives.
Data collected through this technique are thenpnéged through thematic analysis, in order
to identify, in the narratives of respondents, ¢leernal inputs to image formation, and the
role of technology within them. Constructions ofmatives, and the analysis conducted on

them, are therefore carried out in direct contynuiith the research questions.

Elements of Social Research in the Thesis

Epistemology Social Constructionism

Interpretivism — Boulding’s Theory of

Theoretical Perspective "
P Human Cognition

Methodology Interpretive Case Study Research

Thematic Narrative Analysis centred on

Method .
ethods “Historiography of Images”

Table 4: Gnoseological Structure of the Thesis
Source: adapted from Crotty (1998)
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Crotty’s four-pronged scheme is utilized, hereaagay to elucidate the epistemological and
theoretical perspectives that lie behind my redeanethods. However, the novelty of my
methodology is embedded in the two guidelines rmeeti above, which inform Crotty’s

level 3 (methodology as a vision informing reseat@thniques) and level 4 (the specific
methods utilized for research) respectively. Thameefthis chapter is structured according to
Crotty’'s four steps, in order to detail the logmat has driven my methodological choices:
however, the two guidelines described above feadtnangly here, as they make the link

between research objectives and the methods threhigi | have pursued them.

4.1. Epistemology: Social Constructionism

To inscribe my research in its epistemology of merfiee, | start from my broader research
question, through which | have initially concepimati my problem area: how does

technology influence the way in which developingmiy citizens form images of the state?

As noted in the introduction to the thesis, the ichoof the image, as a device for
conceptualizing how human beings make sense olvtiikel, subsumes a specific theory of
knowledge, identified with the domain of social stoctionism. This epistemology is

detailed here in its tenets and implications.

As suggested above, accepting image formationtlasaaietical devicemplies asserting that
reality, rather than being unique and objectivecasstructed by individuals in their own
conceptualizations. This implies that human beimgther than “discovering” reality as an
objectively observable truth, can only “construittthrough engagement with the world.
The researcher, therefore, does not confront auenistable reality: instead, she interprets
the world through her own cognitive structures, chhare then very relevant to research
output. This position holds especially for recourgtferred by research respondents: in this
case, the researcher is confronted witter people’sonstructions of reality, and is called,
in turn, to reconstruct these in her own termsnéied by Walsham (1995), Clifford Geertz

suggests that researchers operate a double cdimiruc

What we call our data are really our own constanrgiof other people’s constructions of what
they and their compatriots are up to. (Geertz 1978ited in Walsham 1995: 75)

Walsham then continues by reminding how, in thenegnaphic work by Van Maanen

(1979), the constructions of respondents are cditstdorder data, whereas the concepts
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developed upon these by researchers are referrad second-order data. The concept of
image utilized in this thesis, which is based orulBing’s theory of cognition, strongly
mirrors Van Maanen’s idea of first-order data: iedeBoulding’s notion of image is that of
“subjective knowledge”, i.e. the vision of the wibrhs filtered by human cognition.
Therefore, for every subject, there is an autonaiyouonstructed reality, which recalls

Crotty’'s definition of constructionism:

Constructionism is the view that all knowledge, @imerefore all meaningful reality as such, is
being constructed in and out interaction betweandmnbeings and their world, and developed

and transmitted within an essentially social cont@3rotty 1998: 46)

This definition, in the formulation stated herebsumes the two key tenets of social
constructionism. The first one has just been disedisas of the very etymology of the word
“constructionism”, knowledge does not unfold thrbudjscovery of an objective reality, but
through human construction of the reality itseliefefore, even the researcher is a producer
of knowledge: as per Geertz's argument above, stgages in a double construction,
reading her data through other people’s produatioreality. A key point, here, is that the
researcher needs to be aware of this double catisiny and maintain this awareness

throughout the process of interpretation (Avisod EBtyers 2002).

The second tenet of social constructionism arttegléhe way in which people produce their
concepts, and motivates the “social” element of gpistemology. Crotty (1998: 55) asserts
that reality, as per the way in which it is consted, is not developed in a vacuum: it is,
instead, built in the “social context” in which afidividuals are immersed. In the social
constructionist vision, this is exactly what hapgesas of Fish (1990, cited in Crotty 1998:
46), human beings develop their views within adafeinstitutions, which dictate, at a pre-
conditional level, their ways of imaging the wordgound them. A similar point, in this
respect, is made by Hacking (1999), who sustaiaisath human constructions are developed
through amatrix that is a cognitive filter through which reality seen and constructed,

generated by theocial milieuto which individuals belong.

The social matrix, through which all things are stomcted, is the second key component in
a social constructionist epistemology. In my reskatboth tenets highlighted here are
paramount: on the one hand, the view that readityot discovered, but constructed by
human beings, is the argument that legitimizesittege as a primary device for research.

On the other hand, the idea that the constructiaoncepts does not happen from scratch,
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but through socially produced images and objed@s,dpecific implications for the research
process: it means that the researcher needs tadain grasp of theocial miliey in which

the knowledge structures of her respondents werelajged and consolidated. As explained
below, this is one of the motivations behind myisiea of spending a reasonably long time
in the field, living and working in close interamti with the beneficiaries of the programme

that | have studied.

To recap, the question that informs my work, cehtom cognitive processes of image

formation, is inscribed in a social constructiomptstemology, in which:

- Reality is not discovered as objective truth, brutdoced by human beings in their
minds, and appraised by the researcher througledrestruction of concepts, which in

turn have been constructed in the cognition ofoedpnts,

- This production, in which human beings constanthgage, does not happen in a

vacuum, but in the precise social context in whiair lives are inscribed.

This theory of knowledge, as per Crotty’'s schenseat the root of specific theoretical
perspectives, which inform the way in which resbais conceived and structured.
Theoretical perspectives, inspired by the epistegldescribed here, are referred to as
“interpretivist” approaches to science. Below, nwnotake on interpretivism is explored,

through the theory of cognition that has informieel hotion of image utilized here.

4.2. Theoretical Perspective: Interpretivism and Balding’'s Theory of

Cognition

As Crotty’'s scheme illustrates, epistemology istrimmental in devising theoretical
perspectives, through which research work is ektledrand informed. As revealed by my
choice to look at the construction and perceptibrintages, my theoretical perspective
belongs to interpretivism, a domain that buildstib@ epistemology stated above: namely,
the idea that reality is not absolute, but accéssibly through social constructions, enacted
by respondents and by the researcher herself. gksrary implication, this vision requires
that the researcher develops a device, or set uicaele to convert people’s social
constructions into meaningful data (Boland 1978y. ¢hoice of the image as “subjective
knowledge”, developed within Boulding's theory ajgnition, has provided an instrument

for my interpretive project to be imagined and asstdd.
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Among the notions of interpretivism in the litenaul refer to one devised specifically for
the field of information systems, to which my rasbaascribes. Articulated by Orlikowski
and Baroudi (1991), on the basis of the theoretiatdgories designed by Chua (1986), this

vision describes interpretivism in the followingiipis:

- Interpretivism, as a philosophical perspective €le2 in Crotty’s scheme), impinges
upon a social constructionist epistemology (level cteating, by doing so, a rupture
with the positivist approach. In other words, sbaanstructionism constitutes the
epistemological root of interpretivism, and is k&y reading and understanding its

prescriptions for the researcher.

- As Rosen (1991, cited in Orlikowski and Baroudi 1Pp%tates, interpretivism is a
philosophy that believes that “understanding preeegolves getting inside the world of
those generating it”. This means, in practice, thatresearcher has to study the points
of view of people, which determine their social stwactions,in the very contexin
which these are developed. Production of realgyremarked by social constructionism,
is always shaped by a social dimension: this is thieyresearcher, to gain a firm grasp
of her data, should understand, in the fullestiptessvay, the social world to which they
belong. Therefore, Rosen continues, long field issidonstitute an optimal way to do

interpretive research, as they allow researcheigaiinto the world” of those studied.

- Generalization of results, which under positivirbased on sampling and statistics, is
structured, in interpretivism, along theoreticahek. Therefore, the interpretivist
researcher does not generalize her findings thr@ugtatistic sample, but extends her
results to wider, more pervasive theoretical prdmos. In interpretivism,
generalization is achieved through a process thates from empirical case study
findings to theory (Lee and Baskerville 2003; Y03).

These guidelines, which constitute the basis @rpretivist research in information systems,
are combined, in this work, with the tenets of Biind's (1956: 3-15) theory on human
cognition. The choice of the image as a unit ofimig and as a device to read human
constructions of reality, needs a theoretical bemgd to define it, and to explain the
process through which it is generated. Bouldingéoty, which informs my notion of image

throughout the thesis, is articulated in the follogvcontents:

78



The image, as mentioned above, is defined asubgctive knowledgef the world. In
human cognition, there are two different typesmofdges: namely, images of fact (that
reflect real, observable objects or entities) amdges of value (that reflect people’s
points of view on things). Even so, the cognitivegess behind production of images
does not substantially differ between the two: ithex case, people appraise reality
through the subjective knowledge of its elementsictv occurs by interfacing directly

with the world around them.

- The process of image formation is structuPef'ecise Way. as reviewed in Chaptergg oy the image
results froma set ofmessagesi.e. all the external inputs received by the sabjn herinteraction with the world
Every image therefore results from the sum of aksages, which have concurred to

shape it. Second, messages are filtered byahes systemembedded in the subject’s
mindset and culture: these constitute the substrain whose basis each message is

accepted, interiorized, or rejected.

- The dialectics between messages and value sysseragulated through a mechanism
that admits, in itself, a low degree of varietyddéed, as reviewed above, a message can
be received in three primary ways: the image mayaie unaffected, it may be changed
in a regular way (i.e. by the addition of new imf@tion to it), or it may be changed
radically, as a result of transformative eventse Tast option, in fact, happens with
lower frequency, as people are inherently drivethtok in terms of their pre-images:
for disruptive change to happen, the image-changiagsage has to be convincing and
repeated. Hence, when a message hits an imagdikelibood of each of the above
phenomena depends on:

* The content of the message (i.e. the extent tolwihimatches pre-conceptions),

¢ The strength with which it is communicated (i.ewhersuasive it is).

Boulding's theory, stated in the terms above, &slihsis for the interpretivist perspective of
my research. It is through reliance on this theand on the way in which it qualifies the
formation and nature of images, that | have orgahimy empirical work, constructing a
technique for data collection and analysis thatsaah eliciting images, and the process

behind their formation, from people’s narratives.

This technique, and the methods belonging to irilas to the second guideline of my

research, connecting the research questions ton#tkods devised for responding them.

Before looking at this, | will explore the first gieline, which connects my case study with
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the theory of action utilized here. The case sthdg been conceived as a way of
establishing continuity between the dynamics oleskrin the field, and the theoretical

underpinnings behind them.

4.3. Methodology: Interpretive Case Study Research

Below, within the picture provided by my concepttraimework, | review the methodology
utilized here, conceived — as per Crotty's defimt- as the broader vision underlying a set
of specific research methods. This explanatiomésdafter linked to that of my case study,
highlighting its continuity with the theory utilidein this work. This is followed by the

details and features of my research design.

4.3.1. Choice of the Case Study Method

The theme investigated here, and the research iggsthrough which it has been
operationalized, did not automatically lead to ¢heice of a unique research method. A key
reason for my choice to conduct a case study, winieblved a relatively long presence in
the field, has been explained above, in the tertated by Rosen (1991): understanding
process, which is the main purpose of interpretikésearch, involves “getting inside the
world” of those generating it. The use of long-tdieid studies, therefore, is motivated by
the need to enter the world of respondents, anérgtahd the processes that unfold in their
lives. This reveals that the in-depth case studpes se a technique that mirrors the key
tenets of interpretivism, and that fits in the &msological and theoretical visions outlined

so far.

Even so, the above considerations hold for allrpregive research, without differences
determined by specific guiding principles or resbaguestions. Instead, on the basis of the
core enquiry of this thesis, | have a precise nedasanake a case study: that is, my research
guestions aim exactly at what Rosen refers tograsping processes that lie “in the world”
of respondents, as they are deeply rooted in thedsnof people. The choice of image
formation as a theoretical instrument, and, atdathe conception of the research question
as | have proposed it, are focused on cognitivehan@isms that are not self-evident, or
amenable to statistical techniques: instead, theybe grasped only through development of

an empathy with respondents, that leads the rdssrara interact with them on the basis of
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reciprocal trust. Therefore the researcher, in ajept of this kind, ismorally and

scientificallyobliged to maintain close contact with her resgos?

On my way of conducting the case study, two majmints are to be remarked. First, my
research question encounters exactly the featlnats &s of Yin (2003), constitute the
principal requirements for a case study: | am dealvith a “why/how” question (more
specifically, investigating “how” citizens see tktate through new technologies), it is a
study in which the researcher has no control oa ahm dealing with a state-wide food
security scheme, in which decisions are taken byldbal government), and | am observing
a contemporary phenomenon, which has, sadly, ex@miany present-day witnesses (the
below-poverty-line citizens of Kerala, who bendfibom the programme). The choice of
making it a single case study, instead of a matgyl comparative one, is due to the nature
of the research questions, which require me tongdepth of people’s processes of image
formation: this requires in-depth analysis on sfedynamics, which have to be closely

examined, rather than covered in a comparativédash

Second, this is an interpretive case study (Walsha®b), rather than a positivist one,
relying on an objective vision of reality (Benbasatal. 1987}° This implies, in the first

place, that the choice of methods has focused oerpiretive techniques: therefore
interviews have been used as the main source @f, dad integrated with participant
observation for the purpose of triangulation (Le#¥91; Mingers 1991; Markus 1994).
Furthermore, not only data collection, but alsolgsia has followed an interpretive process:
indeed, | have used ad hoctechnique of thematic narrative analysis, in ofteuse the

recounts of respondents as a means to elicit ifmgetion processes.

° This leads to the question, faced by other reseascbefore (e.g. Bailur 2011), on why adopt the
case study method, instead of ethnography. In factspite of similarities, there are important
differences between my work and ethnography: ftrst, time spent on field (8 months in total) may
not be sufficient to configure an ethnographic apph. Second, | have not necessarily “gone native”,
as, working (as | will describe below) with severdilverse social groups, | have had to maintain a
balance between them, and preserve human andcpblitipartiality. As a result, | have chosen case
study research over ethnography, even if my woskbeen characterized by high involvement in the
field dynamics.
19 still, as suggested by Walsham (1995), recomménmsaiand suggestions on case study research,
contained in the work of positivist authors, maydyerationally used by interpretivist researchers
too. Indeed, the dominantly positivist work of Y({®003) could not be used for data collection and
analysis, but has provided the guidelines on whichave structured my process of analytic
generalization, observed in Chapter 8.
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4.3.2. Choice of the e-PDS as a Case Study

My case study constitutes, in many respects, a alarase of the processes at the centre of
my research. The object at the core of fieldworkridndian anti-poverty programme, one of
those studied by Corbridge et al. as a prism thromgich citizens come to “see the state”,
modified by new technologies in its key mechanisshplanning and delivery. This has
allowed me, as detailed above, to apply my thedrgotion to a real, closely observable

situation.

Beyond continuity with the theory of action, thedny of technology, which informed my
research question, comes into play here: on thehand, theory of action is embodied by
the PDS, the programme through which poorer Indiarens should be enabled to “see the
state”. On the other hand, theory of technologymaterialized in the fact that this
programme, in the state of Kerala, has become aRD®" restructured by new
technologies, which allows me to investigate thke rhat these may play in citizens’
processes of image formation. As a result, in #téng of my fieldwork, both theories are

embodied by a case in the real world.

4.3.3. Research Design

Fieldwork has been conducted during two researditsyi of three and four months
respectively, as specified in the table beloWhese were preceded by a one-month
preliminary visit in December 2010, aimed at assgsthe feasibility of the project, and
making sense of the main facts about the e-PDSenal. The first visit, apart from serving
these purposes, was necessary for a bureaucratiodn: under the Indian law, clearance by
the State government is needed for research pso@ctgovernmental schemes, which
applied to my work on the state-level computerireglementation of the PDS. Therefore,
meetings with government representatives at theistnyn responsible for PDS - the
Department of Food and Civil Supplies, GovernmehniKerala — were made during the

preliminary visit, for my research project to bealissed and finally approved.
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Time Districts Municipalities

_ - Neyyattinkara
December 2010 Thiruvananthapuram _ _
- Thiruvananthapuram City

- Kannur City
- Payanoor

Kannur i
- Taliparamba

- Thalassery
November 2011 —

January 2012

- Attingal

_ - Neyyattinkara
Thiruvananthapuram _ _
- Thiruvananthapuram City

- Varkala

Wayanad - Kalpetta

- Paravoor
Kollam - Punalur
- Quilon City

- Malappuram City
June 2012 — - Manjeri
September 2012 Malappuram - Nilambur

- Perinthalmanna

- Tirur

_ - Neyyattinkara
Thiruvananthapuram _ _
- Thiruvananthapuram City

Table 5: Fieldwork — Time and Locations of Visits

Another condition, that | needed to satisfy in orbecomply with the law, was that of being
affiliated to an Indian university or research ituge, to obtain the authorizations needed to
carry out empirical research in the field. To dodaring the preliminary visit, | started and
developed an interaction with the Centre of Develept Studies (CDS) Trivandrum, which,
after a few months, granted me affiliation as aekpr Researcher, for the academic year
2011/2012 (see Appendix 1) Affiliation to the CDS allowed me to operate ore tfield,

interfacing with politicians, policymakers, softwadesigners, implementers and actors in

1 Affiliation to CDS as a Foreign Researcher wagiodlly granted for seven months, frorf 1

November 2011 to 3DJune 2012. At a later stage, a request for extarsi affiliation time, until

30" September 2012, was presented to the CDS Acadrejistrar, and approved on"28une 2012.
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the programme of my choice: also, it provided mévai local supervisor, who constantly

guided me during the research procgss.

These formalities, needed to grant feasibilitytaf tesearch project, proved to be even more
important than | thought, due to the political matwf the object that | have researched.
Observation focused on the Indian Public DistributSystem (PDS), a food security system
aimed at guaranteeing access to primary necessibglsgto below-poverty-line (BPL)
people, by making rationed quantities of these gaodhilable to them at subsidized prices.
In the state of Kerala, delivery and managementhaf programme are being radically
restructured, by progressive computerization okég processes. The technological object
devised for doing so, in the Kerala experienc&nswyn as e-PDS, and, as it will be detailed
in Chapter 5, it aims at full computerization ofstfiood security programme, obtained

through three layers of digitalization pursuediffetent points in time.

The e-PDS, as it is constructed in Kerala, is nonhalithically structured, but adapted to a
decentralized architecture that makes it distributerer time and space. The suite of
software that enables the e-PDS operates, inde#ik anterface between the governmental
agencies — Taluk Supply Offices (TSOs) — that tige imanage its operational functions,
and thetelecentresdisseminated on the state territory, that constittitizens’ point of
access. As the technological object operates througjtiple entry points, | have collected
my data in a distributive fashion: in the time gpem field, rather than having a single “site”
to be visited every day, | have been constantlyingpietween the social groups into play,
interacting with the actors involved and observihg artefact in its diverse settings. The
research design, that | have conceived to stugdypttigramme, is described below in its key

characteristics.

Respondentgarticipants to this study have been classifiedhe first stages of research, on
the basis of their relation with the artefact. Tthble below illustrates the interviews that
have been conducted, grouping respondents intce tisfasses, as per their specific
relationship with the technological object of tlesearch. More specifically, interviews were

planned and conducted with:

12 My supervisor at CDS Trivandrum has been Prof.ilSMani. Selected parts of my research
findings have been presented at CDS in June 201@,pablished as a CDS working paper in
December of the same year (for a full list of paéions, see Appendix 3).
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Actors involved in the PDS i.e. the state-, district-, and village-level ieypenters of

this anti-poverty scheme. These include macro-lagtirs, first and foremost the Kerala
Department of Food and Civil Supplies, but also ¢benplex system of minor actors
revolving around it (i.e. Taluk Supply Officers, BBshop owners, representatives of

ration dealers associations, etc.)

Actors involved in e-PDS i.e. those implicated, through design, elaboratmr

implementation, in the technological fabric of PBifitalization. These are, in the first
place, the software developers of the programmeedat the National Informatics
Centre (NIC Kerala), but also its primary implenesi both at the level of
administration and at that of telecentres, which @ citizens’ entry points. Data

collection has been conducted in 7 TSOs and 16dstees.

Recipients of the PDSi.e. those citizens that access the programme regular basis.
Citizens, as their processes of image formationaarihe centre of the research, have
constituted my main unit of analysis, and have basressed in settings as diverse as
PDS ration shops, telecentres, public offices, prapoor organizations. Interviews
with citizens have taken place primarily in thedtions and instances in which the PDS

is directly accessed by them.
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Interviews No.
Department of Food and Civil Supplies, Governmént ¢ .
Kerala
DS Actors Taluk Supply Officers 12
District Collectors 2
Ration Dealers 15
Rationing Inspectors 3
Staff at National Informatics Centre (NIC Kerala) 9
Staff at Kerala State IT Mission (KSITM) 8
E-PDS Actors Staff at Akshaya Project Office - Trivandrum 6
Staff at Akshaya Project Office - Malappuram 2
Akshaya Telecentre Entrepreneurs 16
Citizens — customers of PDS 36
NGO Volunteers 3
PDS Reciplents Political Party Workers 5
Leaders of Panchayats (Village Councils) 2
Total 126

Table 6: Fieldwork — Interviews by Groups of Regpemts

As of Mingers (1991), every group of respondents Iben approached in a different way,
mirroring its characteristics and features in theenaction with external agents. As per
Riessman (2000b), extra care has been taken tgebtite gap determined between my
identity, as a European female researcher, amekrteption in the field: hence, for example,
members of the political class have been contastedmail, or through the institution of
reference (CDS), which has been paramount in gicateetworking. Differently, PDS users
have been met and interviewed, primarily, in the/\spaces of access to the PDS: the ration
shops at first, but also telecentres, public officand pro-poor organizatiotsin all
situations, except for few times in which suppantid not be arranged, | was accompanied

into the field by at least one person, to propembke the link with respondents: this person

3|n Kerala, access to the PDS is universal, i@ngd, in principle, to all citizens. Still, as aiéed in
Chapter 5, many Above Poverty Line (APL) peopleehapted out the system, due to the small size
of subsidy granted to them. Therefore, | have gkatlied a strategy of selection, for my interviews to
be targeted to actual, and not just potential,suséthe PDS: to do so, | have spent long timethén
fair-price shops, where citizens buy PDS goods, amtked in close contact with pro-poor
organizations, that cater directly to PDS users.
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was usually a translator, but other facilitatorelohging to my research network, have

joined my field visits in several occasions.

Access to the fieldhe possibility of undertaking this study coulot tbe taken for granted,
especially due to the deeply political nature @& tibject researched, and to my condition as
a non-Indian woman based in the United Kingdomgéneral, access to the field has been
enabled by my partner university: letters from Cb&cked by my status as a PhD candidate
at LSE, have made it easy to get appointments madht of the targeted respondents, even
those located in upper political strata. Reluctanicthe Food Corporation of India, one of
the main actors of the PDS, to take part in my\stedn be interpreted through a political
lens (as detailed in Chapter 6, diversion of foadws, known as “rice mafia”, has resulted in
several allegations against this agency), but Ehaw evidence to back up the hypothesis
that reluctance was due to political consideratioather than, for example, convenience or
time constraints. Other than that, access to #ld as easy and continuous, even if often
mediated by translators of the local language (&ém), in which my communication

skills are very basic.

Style of involvementas Walsham (2006) suggests, it is paramount ti&atresearcher
decides on her style of involvement, in readingftalel and interfacing with its key actors.
As a consequence of my take on interpretivism, Vehdecided for a high level of
involvement: indeed, if understanding process meagetting into the world” of those
studied, my collaboration and vicinity to them neetb be, necessarily, very high.
Involvement, here, is not intended only as vicinity the respondents, but also, as per
Walsham'’s consideration, as involvemanthe dynamicst the core of research: hence, the
question is not “how empathic” should one be wibpondents, but “how much should one
intervene” in these dynamics. In fact, | have founykelf in a situation that mirrors quite
closely that of Walsham and Sahay (1999), in whocll policymakers, understanding (and
potentially overestimating) my expertise, have mfég@proached me for help on how the e-

PDS should be tailored and conducted.

Even in this sense, as portrayed by Walsham andySdhhave decided for a style of
involvement that is, consciously and purposefullgry high, for a reason that mirrors the
one that the two authors detail in their piece ¢8 i@ India. On the one hand, Walsham and
Sahay argue that their decision to adopt a “vewplired” style of research was informed

also by moral reasons, as the local community waxy \much in need of ICT-led
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improvements of GIS: if the researcher is enabteda so, there is a “moral imperative” to

help out in making technology work for development.

On the other hand, the programme | am studyingt(aas emerged after few days on the
field, in the first interactions with PDS users)oise of those that, in India as a whole, pay
the highest consequences of corruption. As it belldescribed in Chapter 5, huge amounts
of foodgrains leak out the PDS, to be sold on theage market at higher prices: this

systematically hinders the capability of the pooravail food at lower costs, as per the
programme’s targets. As | have started fieldwotktobk few days to understand that

carrying out this project meant looking directly the “rice mafia” phenomenon, in its

deepest political implications: therefore, | haeeepted to be involved as much as | could,
for an ethical imperative to counteract a phenomehat threatens the food security of the
Keralite poor. As suggested above, with Flyvbje2§02), the aim of my research has been

that of “making social science matter”, and | didtzat was in my power to make it happen.

4.3.4. Research Questions Adapted to the Case Study

Having outlined the object at the centre of my cstsely, and the socio-political context in
which it has been developed, | can now detail hosvresearch questions, stated at the end
of Chapter 3, have been informed on the basis iefdaise study. The questions, through

which my area of interest has been operationalizsd] as follows:

- Do new technologies provide the state, in develppiations, with a way to recast its

image? If so, how does this happen?

- How do citizens receive new, technology-inducedgesaof the state?

These questions, while substantiating my broadequiey into more specific domains of
analysis, are still composed by quite abstract dngl blocks, which lack explicit
connections to the empirics of the study. As dethih this chapter, | have chosen to rely on
case study research, as a means to see the cert obthe theory utilized here — a top-
down technology of rule for food security — at warkthe real world, in a postcolonial
developing nation. This has allowed me to idengibstract elements in my questions with
real-world technologies and agents: the GovernmEKerala, the e-PDS, its users, and the
actors gravitating around the programme. As a tesuy two questions have been
reformulated as follows:
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- Is there a way through which the Government of Keuses e-PDS to recast its image?

If so, how is it articulated?

- How are images, reformulated through e-PDS, peedeby the citizens of Kerala?

These are the questions that | have investigatediebth, through data collection and

analysis. My technique for doing so, based on tlienamalysis of respondents’ narratives,
will be detailed in the next paragraph. What netdd&e remarked, at this stage, is the
continuity between the theory selected, and thes cdady examined here: the e-PDS,
embodying the type of technology of rule that Cultpe et al. place at the centre of their
vision, has allowed me to see computerization wiasive food security programme, as it is
reflected onto the way in which citizens see thatest This case study has provided,

therefore, an optimal way to observe the dynantitiseacentre of my questions.

4.4. Methods: Eliciting Data on Image Formation

In the light of Crotty’s scheme, | conclude by ewing the methods utilized to answer my
research question, in terms of data collection analysis. The second guideline of my
methodology flows from image formation as a deuwexplore the field, to the practical
methods through which | have structured my studivefs the nature of my research
question, | have chosen a technique aimed atietigirocesses of image formation, as they
are experienced by users of the e-PDS: this meanser the two questions above, looking
both at if (and if so, how) the state redesignalfithrough new technologies, and (if so) at
how new images, so produced, are perceived andrel&ll by poorer citizens. To do this, |
have relied on a specific form of narrative anaysihich takes the contents of respondents’

narratives as its principal source of data.

4.4.1. Narrative Analysis and Social Research

Narrative analysis constitutes a wide methodoldgicenain, which has been studied and

mapped through different taxonomies (e.g. Corta28il, Mishler 1995, Riessman 2003). In

Riessman’s definition (2008: 11), narrative anayséfers to “a family of methods for

interpreting texts that have in common a storieginfo both elements, i.e. the idea of a

“family” of methods and the “storied form” that daheed to present, are paramount in

qualifying this technique. On the former, it sholld noted that narrative methods differ
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substantially in their dynamics, and observe aspetharrative that may vary from sheer
content, to actual performance of speech: and, gtiky are unified by a common

denominator, which lies in the “storied form” pretsd by the data. Even if Riessman
(1997) cautions against a “tyranny of narrative§ulting in an ubiquitous usage of the term,
it is a fact that narrative can acquire, in pritejipmany diverse shapes, from long
biographical accounts (e.g. Labov 1982) to shadsies of human experience (e.g. Williams
1984).

As a social research method, narrative analysisbhaisght about significant innovation,
both in the construction of text data and in theysvatilized to read them. In his seminal
work on the narrative method, Mishler (1986) resizaghe very notion of what constitutes
an interview which, in the dominant literature, was viewed asstructured form of
interaction, involving an interviewer asking ques8 and a respondent answering them.
This pre-codified structure, according to Mishlpresents two problems when applied to
reality: the first one, moral in nature, is thaisttechnique shifts all communicative power
away from the interviewee, an issue that has b&engy remarked by feminist critique
(e.g. Oakley 1981). The second one is that, byglem the interviewer limits her capability
of collecting data: the interviewee, forced inteanstrained scheme of responses, needs to
limit her answers to what has been asked, andnisg prevent her from articulating

concepts that may be of relevance to the research.

These considerations have resulted in a new mathsttucturing interviews: in his work,
Mishler defines the interview as @o-constructedsituation, in which respondent and
interviewer share equal power in the constructiomeaning. In this technique, the two pre-
codified roles of respondent and interviewer lesn@m for a broader, partially unstructured
schedule of action: the interviewer, following ansestructured topic guide, asks questions
that may trigger narrative recounts, which the oesient is free to structure as she prefers.
As a result, the narrative is configured as whagrges from the account of the interviewee,
and is developed according to her choices, in tefitise order and relevance of the narrated
events. It is thanks to this method that the inésvy from a structured interaction featuring
pre-codified roles, can be turned into a “narragwent”, in which narrator and researcher

proactively collaborate in the production of corten

More innovation, in the literature on qualitativeetimods, is brought about by narrative
techniques for analysing data, elicited in intemgeand other forms of text. The method

known as coding, i.e. fragmenting data in the servf interpretation (Glaser and Strauss
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1967; Strauss 1987; Corbin and Strauss 2008), peltm the well-established domain of
grounded theory: in this method, textual data aveled into categories of subject, which
are then interpreted in the form of codes. The lerathere, as noted by Mishler (1986: 78),
is that coding, while viable as a means to theanjding, is grounded on systematic,
purposeful fragmentation of data: this limits train of applicability of this method, and
makes it, in fact, particularly challenging withspect to research questions that have
processef some kind at their core. Processes are, inddgthmics of a holistic nature,
whose parts tend to depend highly on each othereftre, if disaggregated into bits and
pieces, the meaning of what is being analysed neagfifficult to retrieve. The alternative,
provided by the narrative method, is a form of wgsial that, while articulating and
contemplating sub-units of text, reads them in fiamcof the narrative as a whole, whose

meaning is the main ordering force behind the data.

These elements of narrative analysis, which condiguas a method for social research,
closely reflect the purpose of my work, and coagitmy main motivation for choosing this
specific method over others. The reason for this ise sought, once again, in my choice to
conduct a study on image formation, a highly subjecdynamic that is structured in the
individual's cognitive sphere. Mishler's approaah the interview, which leaves a high
degree of freedom for respondents to articulatér tteries, has been ideal to elicit the
narratives | have sought: this approach has enahkdo carry out what | have termed a
“historiography of images”, investigating procesbesind formation of images of the state
in e-PDS users. Equally, my choice of a thematiaheis based (not on codes, but) on
narratives flows directly from my research questitmemes identified in interviews, as
related to image formation, are not consideredrats wf meaningper se but as parts of

wider processes, which | have aimed to map in Hétai

As suggested by Riessman (2008), my research métasodeen substantiated into three,
logically interlinked phases of action. First, Meaconstructed my interviews with a specific
purpose in mind, creating a semi-structured topiclg for the production of narratives on
image formation. Second, | have used the notiothistoriography of images” to analyse

my data, through a thematic method based on myargsejuestion: that is, mapping the

* This method has been chosen as opposed to therodiing, which, in the literature on qualitative
interviewing (e.g. Boyatzis 1998; Corbin and Stea@608; Silverman 2013), seemed to be the most
plausible alternative for this research. Indeedh@early stages of decision on methods, | consitie
thematic coding, due to its high degree of scientifyor: however, there was a trade-off between
that, and amenability of this method to my reseayabstion. It is, indeed, due to the nature of the
question, that | have opted for the narrative meithwehen looking at processes of image formation,
fragmentation of data loses its value, as narratare to be studied in their full sense.
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processes of image formation in interviews, andephbisg, within them, the themes related
to technology (primarily in the form of the e-PD§)nally, | have used the themes retrieved
in the analysis to answer my two research questibins has been instrumental in viewing
(1) the mechanisms through which the state reshiggmdtthrough the e-PDS, and (2) the
ways in which citizens see the state through thegiamme. Techniques for data collection

and analysis are detailed below.

4.4.2. Data Collection: A Technique for Narrative hterviewing

In a research project of this kind, where | invgstie cognitive processes experienced by
individuals in their own lives, the main sourcedafta is constituted by interviews. This is
because the interview, for how it is constructdthws the researcher to look directly at
verbal representations of these processes, bygs&spondents to develop concepts and
narratives around them. Following Mishler’s visiafithe interview as co-constructed by the
researcher and respondents, | have organized ragietvs in a semi-structured way, in
order for respondents to develop their own recoohtbe e-PDS, and of the images of the
state resulting from it. This has resulted inaghhocinterviewing technique, based on the

iteration of three phases:

- Broad, descriptive questions,used as a starting point of the interview. | sidnvith
questions related to the general description obtjects of interest — namely, the PDS,
and the e-PDS as a computerized food security anogye. These descriptions, obtained
by respondents, did not have the aim of gettingrmétion on the programme itself:
they had, instead, the purpose of breaking theimstiling confidence in respondents,
and allowing the researcher to visualize the mlments concurring to the description
provided. Describing objects was, therefore, a comrground on whose basis all

interviews were developed.

- Flagging of imagesi.e. the moment in which, during narration, araga is identified
by the researcher, in the words through which d@$on is crafted. At this point, the
researcher shifts from a passive role — leavingaiedents to their narration — to a more
directive one, in which she asks interviewees ®stnmore on the concept in point:
what, exactly, is there behind that image? Whatitarepecific details? Which factors,

historically, have concurred to shape it?
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- lteration on images Questions of this kind are posed by the researaimdil she
realizes that the narrative on an image has beenasad. These questions are asked on
the basis of the guidelines provided by Bouldintjisory of cognition: these refer to
external inputs (messages), related to the formaifahe image, and also try to grasp
the views and preconceptions (pre-images) thatr énéeprocess. Once saturation has
been achieved, i.e. the researcher feels that ahelbtained all the relevant data on a
specific image, the interview continues, eitherhwibore descriptive questions or re-

starting from where the description had been iofed.

A paradigmatic example of this technique is proslidé Appendix 2.1. As per the above,
interviews have constituted my primary source ofaddecause tacit processes of image
formation, to become discernible by the researaneed to be articulated in a verbal form.
Even so, complementary sources of data have plagdchportant role in research design:
documents, participant observation, and field nbtge been instrumental in integrating the
data collected through interviews. Integration ofurges, between interview and non-
interview data, has happened primarily in two wdiyst, documents have acted as sources
of information on the object of my research, whdgeamics are quite complex, from both a
technological and a socio-political point of vie8econd, my choice of a quasi-ethnographic
method is integrated here, as it aims at grasgiegacial milieuthat, as per Boulding's
theory, shapes the value systems in which imagedtion is inscribed. Making sense of the
social, political, and cultural context of imagerfmtion is functional to understanding the
object of research, and my permanence on the fididing in close contact with poorer

citizens, largely users of the PDS — was aimedtixscthis purpose.

4.4.3. Data Analysis: On the Historiography of Imags

Upon completion of fieldwork, my data, beyond doemts and field notes from

observation, consisted of 126 interview transcr{ptsdetailed notes, in the cases in which
conversations were not tape-recorded). At thistpony task was that of eliciting, in these
texts, the themes related to my two questions: hgameeidence on whether/how e-PDS
plays a role in the state’s own image reconstracémd, if so, on how images resulting from
this are perceived by citizens. Riessman (2008)ligigts, again, that narrative analysis is
not a single technique, but a family of methodseéwamining text data: in her taxonomy —

divided between thematic, structural, interactipaald performative analysis — all methods,
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except for thematic analysis, go beyond the shesteat of the respondents’ narratfdn.
This is because, as she reminds, narration doesmiptconsist of its contents: people,
instead, develop it with specific verbal structuresnstruct its meaning in specific ways,

and tailor their stories depending on listenerggRinan 2008: 32).

My choice of thematic analysis, among the variowsrative methods available, is
motivated, once again, by the object of the re$eamswers to my questions, indeed, can be
extracted from the sheer content of narrativedyaut taking into explicit account additional
aspects (structure, dialogue, performance) of #eation. This is because, as | look at
image formation in human cognition, | consider gh@socesses as they are articulated by
respondents, in the form that they provide by tin@irative choices and content selection.
As | am interested in “writing the history” of tewblogy-based images of the state,
articulated in people’s narratives, focus of analys onwhat respondents say, rather than
how narration is performed: therefore, | have looked d type of analysis that prioritizes
content, and looks at it as a direct means to anmgearch questions through text data. This
is what thematic analysis does, as, in its processtent is the exclusive focus” of research
(Riessman 2008: 53).

Thematic analysis acquires diverse shapes in tkeafiire, according to its context of
application. As compared to thematic coding, whosethods are rigorously codified
(Boyatzis 1998; Corbin and Strauss 2008; Silvernz@i3), techniques for thematic
narrative analysis are less prescriptive, but Ess constraining: choices on how to choose
themes, organize them, and use them to answeeskanch question, are by and large at the
discretion of the researcher. Therefore, my thesratalysis has followed aad hoclogic,
which I have termed, in this work, a “historiogrgptf images”: the interviewing technique
described above, as well as the methods utilizeadtad data, have been tailored to elicit
people’s images of the state, and the processesdheurred to their formation. My method

has been articulated through the following passages

- First, | have mapped the processes of image foomatithin interviews. This process is
termed a “construction of narratives for enquirRigssman 2008: 21): at this stage,
interviews are transcribed and re-elaborated agupte the researcher’s objectives, in

order to elicit the data of interest. In this calsam interested in processes of image

!> These investigate, respectively, the way in witishtent is organized (structural), the way in which
content is tailored to a specific listener (intéi@tal), and the physical, performative aspectshef
narration (performative).
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formation, with regard to the role of technologythim them: therefore, my way of
reconstructing narratives was that of turning witws intomapsof image formation
processes, as per the example illustrated at App@rel These processes, depending on
respondents, have emerged in different ways: samsetispontaneously, through what
Riessman (2000a) calls “enclaves” of narrative it interview, sometimes through
external inputs, as brought in by my questionsth&tend of this phase, | had 126 maps
of interviews, each of which represents, in its awght, a different historiography of

images.

- Secondly, | have carried out thematic analysishemarratives so constructed, choosing
specifically the themes that were relevant to ansgemy research question. Hence, |
have focused on themes that presented two chasdicr first, they needed to be
connected to images of the state, as representedpondents’ narratives, and second,
they needed to be related to technology, as emthdoyee-PDS. As per Mishler’s
argument reviewed above, these themes have notreaenas fragmented units, but

have been interpreted, case by case, in the lighednterviews’ meaning as a whole.

- Third, I have moved to a global perspective oriraéirviews, looking at the themes that
were recurrent and reiterated across them. In appaded terms, which will be
explored in greater detail in the analysis, | caates that interviews with actors
belonging to the PDS and e-PDS have respondedubstign on state’s technology-
induced reconstruction, whereas interviews witlizeits have helped responding the
question on perception of images. At a final stafjanalysis, | have ordered narrative
data in two clusters, one for each question, asrnexd to theconstructionof images
(analysed at Chapter 6) and thearceptiornthrough e-PDS (analysed at Chapter 7).

This is the process that | have followed to collaod analyse my data. The narrative
method, utilized here as an analytical device, dugsconstituteper sea methodological

innovation: what this research contributes, togtuely of images in information systems, is
the notion of a “historiography of images”, aimddgaving, through the method described
here, an historical perspective on the processemdeeople’s sightings of the state. The
last part of the process, that led me from datdyaissto expansion of existing theory, can be
illuminated only in the light of my case study fings, so | will explore it in the final part of

the thesis.
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4.5. Summary and Conclusion

In this chapter, | have detailed the methodologlyzatl in the thesis. Having detailed the
social constructionist epistemology, implicit in Bding’s definition of the concept of
image, the chapter has highlighted two guidelinesnethodology: the first one connects
theory by Corbridge et al. to my case study ofratidn anti-poverty programme, viewed as
an image-forming technology of rule. The second din&s the research questions,
elaborated in Chapter 3, to the method utilizecaiswer them: this method, centred on
thematic narrative analysis, aims at using respaisdenarratives to elicit processes of
construction and perception of the state. This pekils centered on what | have termed a
“historiography of images”: based on narrativeshdve identified themessages(in
Boulding’s sense as external inputs) containechem and observed the ways in which
these are combined in the processes through winielyds are constructed and perceived.
This is the structure through which, in responsmyoresearch questions, | have studied the

case of the e-PDS in Kerala, which is detailed a@er 5.
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5. Case Study

So far, | have illustrated the domain of the thes#is theoretical framework, and the
methodology utilized to conduct my research. Irs tbihapter, | focus on my case study,
which is centred on the state-level computerizatiban Indian food security programme.
Given the high dependence of the artefact on #ofical and political context, this chapter

is organized as follows:

- First, | deal with the food security programme, #hablic Distribution System (PDS),
which is being computerized by the software obstthere. This is a programme based

on subsidies on first-necessity goods to pooreplgeo

- Second, | observe the implementation of this pnogna in Kerala, the state where my
research has been conducted. Kerala’'s PDS, wi@elggnized as one of the best in
India under the previous (universal) policy, hagrb@ut under severe strain by the

targeted system adopted by the central governmetfi97.

- Finally, on the basis of this historical backgrophdescribe the technological object of
my research. This, known as e-PDS, enables the wengation of four main functions
of the PDS: management of ration cards (entitleméatuments), intra-district
allocation of goods, inspection and monitoring bé tsupply chain, and web-based
interaction with final users. This programme is gemtly being integrated with the
Unique Identification project (UID/Aadhar), whicling to identify each Indian citizen

through a unique twelve-digit number and biometitails.

A full understanding of the e-PDS is predicatedeoffirm grasp of the PDS and of its
implementation in Kerala, especially as a consecgieof targetization. Therefore, in
recounting my case study, | follow the three stapsve, and highlight how the PDS, and its
computerized version, embody Corbridge et al.’somodf anti-poverty technologies of rule,
through which citizens should be enabled to “seestiate”. By its very nature, the e-PDS
operates a synthesis of the two theories in my ejoioal framework: indeed, it combines a
view of anti-poverty programmes as tools of actedke state, with a view of technology as

a means to political action by the government.
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5.1. The Indian Public Distribution System

The Public Distribution System (PDS) is the maidiém food security programme, and is
based on the distribution of primary necessity goatdsubsidized prices. Triggered by the
severe food shortages experienced in pre-indepeadkrdia (in particular, the Bengali
famine in 1943), the PDS is a nation-wide schemeuated in two parts: firstly, essential
commodities (primarily rice, wheat, sugar, and ker®)’ are procured by the central
government from private producers at below markétep, and secondly, these are re-
distributed through Fair Price Shops (FPS), alsowkn as Authorized Retail Dealers
(ARDs) or ration shops, throughout the nation. @izgtion of the PDS is divided between
the central government, which makes decisions aomal food policy and allocates
rationed goods to the states, and state admindistsat which design and implement
distribution schemes at the local level. Articuthia this way, the PDS has one primary
purpose: to provide, in a nation where hunger aathutrition are still extremely severe, a

solid food security net, based on guaranteeingasdfue food prices to the poor.

The PDS needs to be inscribed in its political aradorical context. In India, the issue of
food security is still high on the central govermtie agenda: as revealed by the National
Family Health Survey (NFHS-3) indicators below, thegion is still struggling to achieve
basic levels of nutrition. In this respect, the A9@re seen by some as a “lost decade”, since
higher growth, at the level of national produciryihas not been matched by proportional
outcomes in poverty reduction (Sen and Himanshu420ghd 2004b; Himanshu 2007).
Yet, the problem of dependence on food importsmfrehich pre-independence India
suffered severely, was largely solved in the yeélaas followed the Green Revolution: the
PDS presently works, therefore, as a mechanismnfernal redistribution, that procures

commodities from food-surplus regions and transteesn to food-deficit ones.

'8 |n this thesis, | refer to the PDS as a food sgcprogramme, because, despite the fact that non-
food items (e.g. kerosene) are subsidized undepithgramme too, the scheme has been conceived
for the primary purpose of guaranteeing adequatetion to all Indian citizens (Corbridge and
Harriss 2000: 41). Foodgrains — primarily rice aviteat — are the staple commodity dealt with by the
programme, and are sometimes used, in this chaggex,metonymy to refer to PDS commodities at
large.
" Instead, others (Deaton and Dréze 2002; DeatoB;2Bndaram and Tendulkar 2003) sustain, on
the basis of a different interpretation of datanfrthe 6% round of the National Sample Survey
(NSS), that poverty decline, in the 1990s, hasgeded in line with earlier trends.
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Key Indicators for India from National Family Healt h Survey (NHFS-3)
Children age 6-35 months who are anaemic (%) 78.9
Ever-married women age 15-49 who are anaemic (%) .2 56
Pregnant women age 15-49 who are anaemic (%) 57.9
Women whose Body Mass Index is below normal (%) 033.
Men whose Body Mass Index is below normal (%) 28.1
Children under 3 years who are underweight (%) 4 40.

Table 7: Selected Indicators from the National Faidealth Survey (NFHS-3)
Sourcehttp://www.rchiips.org/nfhs/pdf/india.pdaccessed 21January 2014

The PDS is articulated in three phases, which debter the course followed by its

commodities:

First, the central government makes estimates wényw incidence in every state, and
determines, on this basis, the statewise allocaitioh PDS goods. This system,
implemented by the targeting policy reviewed beldsv,grounded on income-based
poverty lines (Tritah 2003: 11-12),

Second, procurement of PDS commodities is carrigddby the central government,
through a state-owned corporation (the Food Cotjmoraof India — FCI) which buys
goods from private producers at the issue pricd,sdores them in godowns across all

states,

Third, PDS goods are lifted by the states, andidiged through a network of Fair-Price
Shops (FPS) managed by authorized ration dealecesPof goods at the FPS, again as
a result of targeting, differ on the basis of tleverty status of buyers: targeting has
virtually eliminated the subsidy for the above-paydine (APL), whereas the below-

poverty-line (BPL) are now specifically addressgdte programme.

Furthermore, in the PDS, subsidy is combined wétioning: households are entitled to

monthly quotas of subsidized goods, which can begbhb at the PDS price. The

configuration of PDS has changed significantly tiglo the years: the passage from a

universal system, to one targeted specifically dorpr households and states, is reviewed

below in a historical perspective.
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5.1.1. PDS: From Pre-Independence Rationing to Unérsal Distribution

The historical development of the PDS is articudadby Mooij (1998) in three phasethe
first one (1939-1965) covers the emergence of thgramme, whereas the second (1965-
1990) comprises its consolidation under the preyjiawniversal form. In the third phase,
starting with the Structural Adjustment Programrdeexed to by India since 1991, the PDS
has moved from universality to targetization: intgalar, with the policy shift operated in
June 1997, the programme has become targeted BPtheand the subsidy to the APL has

been, depending on states, minimized or elimintted.

Before 1939, when rationing was firstly introdudgadBombay as an emergency measure,
colonial India lacked a regional food policy. Stithe situation in terms of food production
was dire: dependence on foreign imports of foodgravas high, and entitlement failures,
combined with food deficits, caused between 1.5 &@nnillion casualties in the 1943
Bengali famine alone (Sen 1981). In this situatitil] under the colonial power, the Food
Department was endowed with two redistributive sashese consisted in making purchases
of foodgrains from private producers in surplusvimoes, and allocating such foodgrains to
deficit ones, where they would be sold at belowk®gprices. This structure, conceived as
an emergency measure during the pre-independeras, yeasde factomaintained in the

years of the Nehruvian power, even though reliamcéod imports remained high.

In 1965, the food security system formally took #imape of the PDS, with the creation of
the Food Corporation of India (FCI) as a lead agefor its management. As of the
Foodgrain Prices Committee, which recommendedoitmdation the year before, the FCI
had the purpose of “enabling the government to takie trading operations, through which
it will influence market prices” (Government of iad1968, cited in Mooij 1998: 84). In
fact, the creation of the FCI marked the onsehefRDS, in the form that it maintained until
the early 1990s: that is, a universal form, in varadl beneficiaries were entitled to the same,
equal subsidy. The system’s mode of operation vaaed on the same two tasks performed
by the Food Department in the 1940s: the FCI wduly commodities from private
producers, store them in godowns across the nadimh,redistribute them on the basis of
theoretical requirement, through a network of Autted Wholesale Dealers (AWDS)

catering to the ration shops.

'8 The exception to this policy is Tamil Nadu, théyoimdian state which maintained a universal PDS
even after the central governments’ move to a tacgene.
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With the establishment of the FCI, the universaSHRiggan to operate. From 1965 to 1990,
the amount of foodgrains dealt with by the agenuyrdased from 10 to more than 18
million tonnes, and the number of ration shopspssthe entire nation, grew to over 350000
(Mooij 1998: 86). The size of subsidy, which repmed 0.04% of GDP in 1970-1971,
increased to 0.5% in 1990-1991 (Ahluwalia 1993js tieveals the high relevance of food
security on the central governments’ agenda, whadhthe PDS to be, as Corbridge et al.
(2005: 63) describe it, a key mechanism for poafgzens to “see the state”. The real
strength of the PDS lies, in effect, in its cap@btio constitute a ramified network of ration

shops, which should make the state manifest inggqueople’s daily lives.

Throughout this phase, while remaining unaltereddrbasic features, the programme was
interpreted in diverse ways by state governmemtdiah states, while subjected to the
central government’s general guidelines on foodcpplare in fact highly autonomous in
terms of implementation: this includes decisiongl@amount of food subsidies, and on the
benefits granted to specific groups of users. Aesalt, despite the universality of PDS at
the central level, some states started targetiaghteds of vulnerable users: to do so, they
elaborated pro-poor schemes, and planned beneditsatered specifically to the BPL. For
example, under the Green Card Scheme in Karnad@ka,of the population was entitled to
a green card, which gave them higher subsidiesd® goods (Mooij 1998: 87-88): still,
these instances did not change the system'’s régiowaich remained universal and based

on homogeneous prices.

5.1.2. PDS: Targetization and Its Consequences

In the 1990s, the structure of the PDS was sulgette profound modifications. The
universality of the systenper se had exposed it to two major critiques: first, ‘amban
bias” was found in public distribution, which exded many rural communities from the
system (Howes and Jha 1992; Dantwala 26b&econd, the systemic leakage to non-poor
recipients caused severe concerns at the levallgicpexpenditure: the argument was that
providing a subsidy to all citizens, as it was syly advocated by many scholars, meant
sustaining a very high cost, which India, in a seviéscal crisis, was unable to cope with
(Ahluwalia 1993; Radhakrishna and Subbarao 199%abDand Ramaswami 2001; Umali-
Deininger and Deininger 2001; Ramaswami and Badakian 2002; Radhakrishna 2006).

9 The existence of the urban bias is, though, qouesti by several studies (e.g. Dev and
Suryanarayana 1991; Suryanarayana 1995), on thendgothat different measurements lead to
different distributional outcomes.
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In 1991, India initiated a Structural Adjustmenb§iamme, aimed at ending the fiscal crisis
and relaunching the economy through neoliberalrnefo Economic feedback on the PDS

reported severe inefficiencies in the programmdystantiated in the argument that the
system, as it was designed, enabled “meagre traasixorbitant cost” (Radhakrishna and

Subbarao 1997). International institutions, contedn with the Indian case, reported

enormous fiscal expenditures, which also had distwary effects on the private market

(Ramaswami and Balakrishnan 2002): in this contediructuring the PDS was seen as a
priority by the central government. Structural atipent was, therefore, at the root of the
targeted PDS, a programme that converted univprsalsion into reservation of subsidy to

the BPL.

The targeted PDS, introduced in June 1997, chatigedationale that formed the basis of

the system, determining primarily two structurahcbes:

- From universal provision of fair price commodititise programme moved to restriction
of subsidy to the sole BPL category, with some keedor states to preserve an optional
minimum subsidy for the APL. An even higher subsigys introduced for the poorest
of the poor, grouped under the Antiyodaya Anna fajéAAY) scheme. Membership to
the BPL and AAY categories was established, byctdrdral government, on the basis of

income-based poverty lines.

- In the universal PDS, commodities were allocatedtédes, by the central government,
on the basis of the theoretical requirement. Thgetad system, instead, allocates goods
on the basis of relative poverty: the central goment estimates poverty incidence in

all states, and on this basis it allocates propoali supplies of subsidized goods.

Hence, June 1997 marked a watershed in the PD&remult of policy changes, subsidy on
first-necessity goods was reserved to poorer peaplerder to eliminate the leakage to the
non-poor from which the universal system suffergd.a result of the targeted PDS, the
fiscal subsidy expenditure of the central governmeas, in both relative and absolute
terms, effectively reduced (Umali-Deininger and rdeger 2001: 328). Another
consequence of this move was that APL citizeng, Wéth little or no subsidy on PDS

commodities, largely opted out the system of rasibops, and resorted to the free market.
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As per the broader debate on neoliberal reformadia, targetization is examined through
two different streams of thought. On the one hamewliberal scholars point to the necessity
of targeting for reducing fiscal expenditure, whilethe same time maintaining ability of the
nation to cope with the needs of the poor. On therchand, literature on the drawbacks of
targetization (e.g. Kochar 2005; Swaminathan 2@08h2008b; Dréze and Khera 2010; Jha
and Ramaswami 2010; Khera 2011b; Sen and Himan8hi) Doints, in the first place, to
the exclusion errors that targeted PDS has entaitbith led, in turn, to severe disruptions
in the national food security system. The case efala, whose PDS suffered severely from
the shift to targetization, is paradigmatic of ttyise of problems.

5.2. Kerala: PDS and the Impact of Targetization

Before 1997, Kerala was widely recognized as opayahe best state-level PDS in India
(Suryanarayana 2001; Swaminathan 2002; Khera 20kil&ct, under the initial universal

system, PDS distribution catered to 97% of theestqiopulation (George 1979: 23), and the
impact on beneficiaries’ nutritional status washhand significant (Kumar 1979). This was
extremely relevant in Kerala, a state whose foditdeituation, per se would put people’s

nutritional security in peril. The Keralite systerand the operational efficiency that
characterized it, were based exactly on the uriligyof PDS, and on its capability to serve

the population in its quasi-entirety.

Figure 6: Ration Shops, Taliparamba Municipalitgrur District

Reflection is needed on the potential reasons why erala specifically, such an optimal
functioning of PDS could be reached. The historyKefala issui generisin the Indian

context: the Communist Party of India Marxist (QW)-achieved considerable power since
Kerala gained independence as a state, and openatdek two pillars of public action and
redistributive development. In a country where trensition to capitalism has taken, in
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Gramscian terms, the shape of a “passive revolytiacking the direct mobilization of

popular masses (Chatterjee 1986, cited in Corbragg Harriss 2000: 38), Kerala has
witnessed a socioeconomic transition from belowvas, indeed, the class agency of rural
peasants, that played the key role in subvertindderelations of production (Heller 1995).
These historical precedents were instrumental imegding the current, atypical

development outcomes: on the one hand, sustairdat @ation led to high levels of human
empowerment, but at the same time, the imperativeedistribution may have been an

obstacle to economic growth.

Whether the Kerala development model is a positine, to be taken as a paradigm of
achievement in social development (e.g. Parayil0200r a problematic one, impeding
industrial and financial development (e.g. Tharagadeim 1998), one point remains: in
Kerala, public action and economic redistributicavdn acted as the primary principles of
politics, and informed its outcomes in very specifiays. In effect, in the very first years of
independence, Kerala politics were already stromgignted towards redistribution, which

provided fertile ground for governments to take Pi®y seriously (Mooij 1998: 88-91).

Besides, the power of public action quickly transfd to the monitoring of FPS-level

activities: starting from 1965, ration shops weupesvised by People’'s Food Committees,
which would closely control the accountability afchl retailers. The combination of
governmental care, with people’s participation e tmonitoring of ration shops, was

therefore deeply instrumental in the success oblth@niversal system.

And yet, the policy shift to targeting in 1997 owgned the situation, causing a major
rupture in the continuity of a smooth and well-fiocing PDS. Indeed, it was with
targetization that the state-level system startdi@isng from severe disruptions, to the point
that, as of Suchitra (2004), the Kerala PDS becdheeworst hit” by targeting policies in

the entire nation. More specifically, as a restithe newly-designed PDS:

- Allocation of foodgrains to the state was reducedesss than 10% of the previous
supply (Swaminathan 2002: 51). This was a diredtaue of centralized poverty
assessments, which estimated poverty incidenckeeirstate at just 25%, and therefore
significantly decreased allocation of goods tohbeneficiaries. The local government

responded promptly to the problem by re-estimagiagerty, increasing it from 25% to
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42%: even so, the sudden drop in available suppiesubsidized commodities

constituted a major problem for the PEJS.

In the few years after 1997, citizens classifiedA®b opted out the system in massive
numbers, as a result of the drastic reduction & gbbsidy reserved to them. This
situation is matched by data on the overall offtakeereals: as per the estimates by
Khera (2011b: 107), statewide purchases from th€ R&ve dropped from 4.64 tonnes
in 1997, to 1.71 in 2001. It should be noted hbet Kerala is one of the states where a
subsidy to the APL, while minimum, still exists:tlgiven its very small size (see table

below), many former beneficiaries wede factg excluded from the system.

As a result of the drop in the overall customerebda®PS are by and large becoming
unviable and closing down (Krishnakumar 2000; N&©0). Initially, under the system
that governed the Kerala PDS until the 1990s, &avghnized network of ration shops
fulfilled the needs of the quasi-entirety of thepplation. Yet, the drastic reduction in
foodgrain supplies, and the factual exclusion @& tPL from FPS purchases, has
determined a situation in which ration shops ar¢ wuder the serious threat of

unviability, and have been, in many cases, foroeddse down.

Category Entitlement Quantities and Subsidies

APL 35 Kag. 2 Kg. Wheat at Rs. 6.40/- per kg.

8 Kg. Rice at Rs. 8.90/- per kg.

2 Kg. Atta at Rs. 12/- per kg.

18.75 Kg. Rice at Rs. 1/- per kg.

BPL 35 Kg. 16.25 Kg. Wheat at Rs. 2/- per kg.
2 Kg. Atta at Rs. 12/- per kg.
AAY 35 Kg. Rice 35 Kg. Rice at Rs. 1/- per kg.

Table 8: Foodgrain Entitlement under PDS in Kerala

Source: adapted from Justice Wadhwa Committee Repd?DS in Kerala (2007

% This supports the argument that the use of incbased poverty lines, which do not take into

account the real nutritional needs of people, hab particularly dire consequences for food-deficit

states (Tritah 2003: 15, Swaminatahan 2010).

L State-level data from the Justice Wadhwa Commtieee been adjusted as a result of the policy
changes operated in 2011, as a result of whichidiebgo the BPL and AAY have been increased.




These consequences, related to the new desigatthatural adjustment has imposed on the
system, are in turn connected to a serious accoilittgproblem, which, over the last few
years, has brought the PDS back to the centreeofaital political debate. Ration shops,
faced with a drastically reduced customer baseg rareasingly engaged in illegal sales of
PDS goods on the open market: standard priceshéosame goods availed in the PDS, are
by design considerably higher, which constitutesnaplicit incentive to indulge in profit-
making diversion. Leakage of PDS goods on the fiwsarket, a phenomenon termed “rice
mafia” by the Justice Wadhwa Committee on PDS (20@70ne that severely hinders the
state-level PDS: its diffusion, mapped across Irmiacentral government data in table 9,

undermines the very same food security that theesyss aimed to guarantee.

As revealed by the data below, the problem of “neia” in the PDS extends well beyond
Kerala: in fact, compared to the rest of India,edsion in this state is among the lowest.
With its tradition of public vigil, Kerala has takestrong measures for accountability
enforcement over time, but it remains, in spitetltif, a state where targetization has
drastically reduced the customer base of ratiopshahich are left in dire need of sources
for sustainment. The conclusion of Khera (2011&68)0that “corruption has become a
requirement of economic survival for the PDS dedi|leseems very real in Kerala, and has

found confirmation in my interviews with ration deis (see Chapter 6).

The issues recounted above are the undesired oescomstructural adjustment, as they
came alive through implementation of targeting gie in Kerala: a well-functioning PDS
has beende factg dismantled by the new measures of targetizationline with its
redistributional tradition, the Government of Kerdlas taken action on several fronts to
revamp the programme: first, it has extended itssigly to an additional number (17%) of
BPL households, which the central government wowidrecognize as such. Second, it has
provided ration dealers with a set of concessioaaging from credit options to the
allowance of selling non-PDS goods (Nair 2000) r@hit has created a second tier of public
distribution, based on direct procurement by thed~and Civil Supplies Department: this
tier is managed by a state corporation (Supplyaay provides, through the state-level

version of FPS (Maveli stores), a set of additiammahmodities to citizens.
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Name of State

Estimated Diversion of PDS Goods (%

Wheat Rice Sugar
NORTHERN REGION
1. Delhi 53 53 25
2. Haryana 53 44 28
3. Himachal Pradesh 47 18 8
4. Jammu and Kashmir 28 29 28
5. Punjab 69 40 6
6. Uttar Pradesh 46 49 36
WESTERN REGION
1. Goa 23 28 6
2. Gujarat 23 21 18
3. Maharashtra 26 30 22
4. Madhya Pradesh 20 24 32
5. Rajasthan 31 36 17
SOUTHERN REGION
1. Andhra Pradesh 15 19 16
2. Karnataka 30 18 19
3. Kerala 28 23 25
4. Tamil Nadu 24 33 28
EASTERN REGION
1. Bihar 44 64 47
2. Orissa 39 54 28
3. Sikkim 52 21 41
4. West Bengal 40 34 24
NORTH EASTERN REGION
1. Arunachal Pradesh 47 56 23
2. Assam 61 64 52
3. Manipur 48 19 37
4. Meghalaya 62 54 39
5. Mizoram 63 54 41
6. Nagaland 100 46 24
7. Tripura 27 33 13
UNION TERRITORIES
1. Chandigarh 24 12 35
2. Dadra & Nagar Haveli 18 7 26
3. Damané& Diu 40 38 13
4. Pondicherry 40 20 39
NATIONAL LEVEL 36 31 23

Table 9: State and National Level Estimated Divarsf PDS Foodgrains
Source: Government of India (2010: 239)
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5.3. E-PDS: Computerizing Food Security in Kerala

Computerization of the PDS in Kerala, in light bétabove, has been configured as one of
the key measures to fix the problems induced bgetaration. The digitalization of PDS
operations, conceived by the state governmentdnate 1990s, has been delegated to the
National Informatics Centre (NIC), the main natibeaabler of e-government services: in
this task, NIC Kerala has been supervised by thelKeState Information Technology

Mission (KSITM), the agency responsible for theyismn of e-governance services.

The state-level organization of the PDS supply rchaisupervised by the Department of
Food and Civil Supplies at the Government of Kerdlae Director of Civil Supplies,

reporting to the Commissioner in charge, takesataral decisions at the state level, which
are enforced by Taluk Supply Offices (TSOs, refétieeas City Rationing Offices — CROs
in the Trivandrum municipality): in parallel, thei®a structure of regularity control, led by
a Controller of Rationing at the state level. Ragty control, as far as district-, block-, and
panchayat-level operations are concerned, is peddr by a network of Rationing

Inspectors, who work in cooperation with TSOs tdfyehe legality of public distribution.

Commissioner
of Civil
Supplies

Director of
Civil Supplies

District Controller of

Collectors

Deputy
Controllers of
Rationing (4)

Chief Accounts
Officer

Statistical Vigilance
Rationing Officer Officer

District Supply
Officers (14)

Taluk Supply
Officers

Rationing
Inspectors

Figure 7: Organizational Chart of PDS State ManaggnGovernment of Kerala Webstte

22 hitp://www.kerala.gov.in/index.php?option=com_caon&d=154:food-a-civil-supplies-
department-food-a-civil&ltemid=225@&ccessed foanuary 2014.
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As per the above, the actual enforcement of guidsli and field performance of PDS
operations, is accomplished by the TSOs, whichtlagemain administrative units of the
Kerala PDS. Given the centrality of TSOs in PDSrafiens, computerization has focused
primarily on their activities: more specificallheg main tasks of these offices — ration card
management, allocation of commodities, and inspeationitoring — have been automatized
by anad hocsoftware. An additional function, pertaining tonmmunication between users
and providers, has been enabled by a dedicatedphe¢torm, known as WebPDS and

accessible by all citizens on the Internet.

The computerization of the state-level PDS has l@@8oulated in three phases. The first
one consisted in the creation of a database, inhwthie details of all Kerala PDS users were
registered. The second one coincided with the impteation of TETRAPDS, a software
package aimed at automatizing the key functionBD@§ in all TSOs. The third phase, still
in course of implementation, consists in the iriéign of the ration card management
system with UID/Aadhar, the project aimed at assigra unique identification number to
all Indian citizens. The Kerala e-PDS results fithhe sum of these phases: hence, the object

of my research is a composite one, constructetiteg tdifferent layers of digitalization.

As a consequence of the social embeddedness pivepachich | have adopted in this
research, the artefact is viewed in constant oelawith its context of use. The e-PDS
belongs, indeed, to a broader e-governance prajeitte state level, which has resulted in
the transition to digital delivery for a plethor& gervices. These are supplied through a
network of public-private telecentres, which, l@zhieven in the most remote areas of the
state, translate the idea of combating rural igmtainto real infrastructures for doing so:
citizen-centric political values, embedded in thstdrical tradition of Kerala, seem to be
highly reflected in this type of e-governance amtture. Thegrand desigrof e-governance

in the state is seen, therefore, as the technabgitd political background in which the e-
PDS is inscribed.

5.3.1. On Geopolitical Context and E-Governance

The development experience of Kerala is referredst@ “development paradox” (Chopra
1982; Subrahmanian 1990; Gopakumar 2007), as ibwes high social development with
low levels of per capita GDP (Government of Ind202b: 60). On the one hand, the old
Kerala model, preoccupied to a great extent witlistebutive policies and reluctant to

engage with the private sector, has been weakdincing economic growth (Véron 2001).

109



At the same time, though, Kerala' levels of eduratihealthcare standards, and gender
equality have been outstanding over the last decdmteth in comparison with the rest of
India and in absolute terms (Sen 2001). Withsiis generisdevelopment experience, the
state has shown an alternative to the neoliberdkrdased on economic growth as the one

determinant of development (Isaac and Tharakan,X9&% in Madon 2005: 407).

This development model, highly oriented to the piiref social dimensions, has been
deeply reflected by the state’s approach to e-gmrere. The focus on social development
and equality, which permeates the historical traniof Kerala, has been matched by a
particular e-governance infrastructure, rootedhe tlemocratization of access and of its
consequent benefits. The citizen-centric naturthisfinfrastructure emerged from the very
first experience of e-services in the state: FRIEN@N acronym for Fast, Reliable, Instant
Effective Network for Disbursement of Services) wasystem of payment counter facilities,
which allowed citizens to pay all their governmenges in a single transaction (Madon and
Gopakumar 2002; Bhatnagar 2004). The objectivéisfdervice, embedded in the systems’
architecture, was to facilitate the operations af payments, which previously involved

long waiting times in public offices, by structuginhem in the form of a one-stop-shop
system: this was a precursor to the telecentre hufde-governance, adopted in the entire

state a few years later.

The Akshaya Telecentre Project, consisting of miwaen 14400 telecentres distributed
throughout the territory of Kerala, presently c@ngts the main infrastructure for citizens’
access to e-governance in the state. The Akshggxierce started in 2002, with a proposal
by the Malappuram district panchayat, to dedicaset pf the council’s budget to
maximizing e-literacy among the district's houselso(Madon 2005: 407). The way in
which KSITM converted this idea into reality coneis in the creation of a physical
infrastructure for e-literacy: this consisted imetwork of telecentres, managed by local
entrepreneurs and coordinated by a project offic¢keadistrict level. The project, configured
as a public-private partnership between the stade@lecentre entrepreneurs, was originally
aimed at imparting the contents of an e-literacurse, to which one member per each
household was invited: with this perspective, thejget was launched in Malappuram
district in November 2002.

Literature on the initial phases of the Akshayajgmbfocuses, in the first place, on its

achievements, as the project reached 100% houseHiétacy in Malappuram district, and

made Malappuram the first fully e-literate distriictall India (Madon 2005: 408; Pal 2009:
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108). Still, what is remarkable in the system oEA&ya telecentres is that the infrastructure,
created for the purpose of e-literacy, remained jpaice after completion of the programme:
Akshaya became, after e-literacy, the main formaaufess to the first e-governance services
in the state, consisting primarily in the e-paymehtbills and in online application for
government schemes. An e-governance infrastruchased on telecentres implied a
paradigm shift, which put citizens at the core loé e-governance architecture: through
Akshaya, government services could be accessedlgifeom villages, allowing citizens to
avoid travelling to busy administrative officestire district (Antin 2005; Gurumurthy et al.
2005). An even more profound shift was relatedhe type of state-citizen interactions
which Akshaya enabled: these occur through teleeenitrepreneurs, chosen among those
who were well-known and trusted in the local comityu@adon 2005; Pal et al. 2006;
Gopakumar 2007).

The Malappuram district pilot led to the state-wid8out of the Akshaya telecentre project,
which occurred in two phases between 2007 and ZD€lecentres were then established in
the entire state, through either creatinnovoor conversion of existing Internet kiosks: the
same model piloted in Malappuram, based on pailtipeisetween the state and private
entrepreneurs, was maintained throughout all distin the rollout phase. Over the last few
years, the range of facilities offered at Akshagates has expanded considerably, and
currently includes a system of 25 government sesfitall these are supplied through the
mediation of telecentre entrepreneurs, who “maleelithik” between the local community
and the novelty of ICTs (Masiero 2010: 29). Theogagnance infrastructure of Kerala, at
the present stage, is therefore constituted by &kshelecentres: these e-kiosks, based on
the objective of pursuing ease of access and usedfiness, constitute the main means of

access to the government experienced by citizetieindaily lives.

The context in which e-PDS has been developed ndeslefore, to be read through the lens
of a line of continuity, which flows from the Keeadevelopment model to the state’s e-
governance infrastructure. The inclusive orientatio social development, on which the
Kerala model is rooted, is physically embodiedhe &-governance architecture based on
Akshaya telecentres: this constitutes, in Corbrigigal.’s terms, a way to “see the state” in a
different form, characterized by the vicinity ofkmsks and the community reputation of

telecentre entrepreneurs (Kuriyan et al. 2009; btasP013). The Akshaya project, with its

% The full list of services provided at Akshaya taletres is available at
http://www.akshaya.kerala.gov.in/index.php/platfeion-services accessed J0January 2014
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citizen-centric nature, constitutes the infrastugk context in which the e-PDS has been
developed.

5.3.2. Database Creation: Computerizing Cardholdebetails

A ration card is the document that enables citizenaccess the PDS. Targetization, by
differentiating entittements according to povertstss, has determined an evolution in the
role of ration cards: not only are these needeoutoPDS commodities, but differences in
poverty status, which the cards report, now deteentihe quantity and price of the quotas
provided. As noted above, subsidy to the APL stilsts in Kerala, but it is much lower than
that granted to poorer citizens: indeed, ratiordsd&ave different colours depending on
poverty status (blue for APL, pink for BPL, yelldar AAY). In Kerala, a ration card is not
related to the individual, but to ti®useholdo which each one belongs: each card contains,
on its reverse side, the name of all household reesnlwho can collect PDS goods from the

shop with which the card is registered.

Figure 8: Barcoded Ration Card, Trivandrum District

Computerization of the PDS was started in 2001h wlite creation of a database of all
cardholders. This was the outcome of a state-wid& dligitization project, in which

delegated ward members went door to door to cati@atholder information: data entry was
performed, at the district level, by members of Wintbashree, a women’s organization
depending on the State Poverty Eradication Mis6B#EM). Details so collected were then
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transferred into a central database of ration cédtds is stored in the State Data Centre
(SDC), and made accessible to TSO staff throughKtiala State Wide Area Network
(KSWAN).** As a result, details of all cardholders in theestzan now be availed, verified,
and modified upon request by staff at TSOs.

In addition, a suite of software has been implem@rin TSOs, to issue ration cards in
bilingual format: data in the local language fofijre 9) are converted in Unicode and
translated into English. Ration card data managétmas now become an institutionalized
practice at the TSO level, and it is integral mdirthe system that constitutes the first module
of the TETRAPDS software (see below).

Ration Card Detsile A Famity Dotails
No. Name Age| Sex| Relstion Profession Income| NR¥| Vaters Id
2 |[odl el sosssymnd 601 M | oend e Y
3 |afl el ouiemead 47 | M |oecd ol acvas Y
4 |aNl el cenad 45 | M |owecd allaacon Y
5 |afl il cadiesegaos 40 | F |mecd LDLAO MOETIO N
5 [afl @il (aiafladegood 35| M |oead @ @A o Wnd N
7 ol el upomyoan) 37| F |ome® wou, sl o 5000] N |KL/20/134/030
8 |adl el @ead 32 | F [omt DY BOETI0 N
__jl Pre——— ) FT-3 BV P s A KA Ennnl & Trws m'u'm:’,:)
< | »
Detais of family membes:
I No. r— Name "' 2| Age[70  Reiation]| =] Box l' 'I
Profassion | sl 7] income | nRI[ =] voters 1d Fu-‘“ﬂ“ﬂ‘“?” category | ~]
Ref Cord | Remarks |
Lo i Card No Usend and Date
Aduilts E Minors |2 Totsl Mambers 5 UmuF" i Entered By | I
_thstoy | I ST MR e

Figure 9: Entry in the Ration Card Database
Source: TETRAPDS brochure — NIC Kefdla

In 2007/2008, the government has started issuirrgodad cards, with the purpose of
ensuring uniqueness and authenticity of each doourii@e initial idea was that of moving
to a system based on smart cards, but, as the rfobinector of Civil Supplies (Sri.

Sivasankar) declared at the onset of computerizatio

For better or worse, diversions in the system Iswpped over a period of time basically

because the open market prices and the rationspheree tended to converge. There is no

24 hitp://informatics.nic.in/uploads/pdfs/b121d952_6Z0enabler%20in%20Kerala.pa@iccessed
19" January 2014.
%5 http://kerala.nic.in/Brochures/tetra_brochure, mifcessed d0January 2014.
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incentive for the dealer to divert stocks anymare) (it is extremely clear that | don't

want to blow up Rs 40 crore of State Governmenteyam this [smart card] projett.

As a result, in the place of smart cards, barcadeds have entered the system: the barcode,
connected to the cardholders’ database, ascettandentity of users, and the exact amount
of goods to which they are entitled. The barcodesaias well, at preventing the creation of
bogus cards, i.e. the fake entittement documentsugih which PDS commodities are
bought beyond quotas, and sold on the market dtehigrices. Bogus cards, rather than
being an instrument for PD&ersto make illicit profits, are found to be used paitily by
ration dealersto enact diversion: a common practice, found by fustice Wadhwa
Committee on PDS (2007), is that of registeringusogards with the ration shops, in order

to simulate sales to existing beneficiaries.

At present, with 7 million cards and 30 million r&gred individuals, Kerala’s ration card
database is one of the biggest among Indian stBitésis the infrastructure that enables the
emission of barcoded cards, and a specific soft@ppdication, known as the Ration Card

Management System (RCMS), has been devised s@dlgifior managing this process.

5.3.3. TETRAPDS: Automatizing the Operations of TS@

The creation of the cardholders’ database has ibatest the first phase in the
computerization of Kerala PDS. On the basis of, tNi€ Kerala has created a new suite of
software, to automatize the main tasks performedinely by the TSOs. This software
package, known under the name of Targeted, Efficidmansparent Rationing and
Allocation Public Distribution System (TETRAPDS)asbeen launched in TSOs in 2005,
and updated through the years with additional featuand applications. TETRAPDS
consists of four modules, three of which cover iein functions of TSOs: a fourth one,
known as WebPDS, is a platform for web-based iotema with citizens, who can access

portal services dittp://civilsupplieskerala.gov.in

5.3.3.1. Module 1: Ration Card Management SystedME)

Module 1 — known as the Ration Card ManagementeBy$RCMS) — is a workflow-based

application for requesting ration cards, and fordifyogng existing ones as per citizens’

26 http://www.thehindubusinessline.in/2002/07/31/ssf2002073101140200.htaccessed 3D
January 2014.
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requests. Before RCMS, new ration cards, and nuadiins on existing ones, were
requested at TSOs, in a lengthy process that iedobomplex bureaucratic management. At
present, the ration card application procedurebeaperformed online, through the WebPDS

system accessible &ttp://civilsupplieskerala.gov.irto ensure compliance with the state’s

requirements, many citizens perform it from Akshay@sks, the public-private telecentres

disseminated throughout the state.

The ration card application, enabled both for rastjng new cards and for modifying
existing ones, has been one of those most redectlyded in the Akshaya system. Its mode
of operation is illustrated in the figure below:cerreceived through the registration counter,
applications are verified by rationing inspectosich then submit them to the TSO for
approval. This process terminates either with ated ration card, or, if irregularity is
detected, with a reason for rejection. Ration casdse printed, are prepared for delivery at
TSOs: at present, citizens still need to physicatilect their documents from there, in a
time indicated on a receipt that the system geeserait the moment of application. The next
step, as planned by KSITM, will be the doorstepvaey of ration cards.

Application

B abnie SicEs ' Registration

Counter

Z P e

Mr———r
Issue of

Cards/Certificates

-

-
=

Field -
Verification

=3\
\& Wi

Rationing

/ inspector

Approval =,

Taluk Supply
Officer -

Figure 10: Workflow of Ration Card Management Sys{&CMS)
Source: TETRAPDS brochure — NIC Kefdla

The implementation of RCMS has deeply changed th@agement of ration cards in

Kerala. Before the digital system, a massive amafnapplications were stuck in the

2" http://kerala.nic.in/Brochures/tetra_brochure, mifcessed d0January 2014.
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pipeline?® which prevented thousands of households from atugsubsidized goods under
the PDS. The computerization of the RCMS applicafiwocedure has been achieved in
September 2010, and is now one of the most utilserdices at Akshaya centres: as per the
description above, a ration card is a document thradergoes several modifications
throughout its life. This is because, as it is dage households rather than on individuals,

changes may be needed in the form of:

- Change in poverty status, if an APL household t@R&. At the moment of generation,
all ration cards are APL, and it is up to the hdwde to obtain conversion by

demonstrating BPL status,

- Addition or deletion of members, when the compositf a household changes,

- Transfer to a new ration shop, if a household maees different location. This
procedure is accompanied by the issuance of arglergeduction certificate, through

which the household leaves its ration shop andastguo be registered with a new one.

Furthermore, as ration cards are household-basselyaard has to be generated every time
a new household is formed, which makes the progkessgquest/modification a frequent one
in citizens’ lives. By computerizing this procedul®CMS has simplified an important
process, whose prompt fulfilment enables citizemsdgularly access subsidized goods
under the PDS.

5.3.3.2. Module 2: Allocation of Commodities

TETRAPDS Module 2 is based on the allocation of mmdities, among the wholesale and
retail dealers located across the 14 districts efala. This function is performed through
Allocation 2.0, an application through which mensbef TSO staff are enabled to ascertain
the theoretical requirement of each ration dealed allocate PDS goods consequently.
Allocation 2.0 works by connecting with the cardlerls’ database, which reveals the
number of cardholders registered with each ratealaet, and the quotas of commodities to

which each of them is entitled (determined on theid of poverty status). The algorithm

% In July 2010, before the online system went liweoas Kerala, a back log of about 600,000
application forms was to be cleared up. $¢ip://archives.keralaithews.com/e-governance/1310-e
governance-/1220-ration-cards-onlirecessed J0January 201.
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used as the basis of Allocation 2.0 receives cddéing data as an input, and provides in

output the amount of commodities to be assignezhtd shop.

Figure 11: Allocation of PDS Commodities by Povestatus — Prasanth Nagar, Trivandrum

This application is used in order to redistribute resources that the central government
allocates to the state as a whole. The importafidki® function, in the present historical
phase, is high especially as a result of the didpDS commodities allocated to Kerala, as a
result of the new targeted system.

Computerization covers, so far, only the intrasitistallocation phase. The ideal point of
arrival, in this respect, is the complete computdion of the PDS supply chain, from the
lifting of foodgrains at FCI godowns to the poirftdelivery to ration cardholders. As noted
by Anoop Jacob, the present Minister of Food andl Gupplies, digitalization should be
extended to the system as a wHdlthe ultimate purpose of thigand desigris, again, that
of preventing the diversion of foodgrains, ofterbtsacted along the supply chain to be

illegally sold on the market.

“http://epaper.timesofindia.com/Default/ScriptingidleWin.asp?From=Archive&Source=Page&Sk
in=TOINEW&BaseHref=TOIKRKO/2013/01/25&PageLabel=5&#tyld=Ar00502&ViewMode=H
TML, accessed J0January 2014.
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5.3.3.3. Module 3: Inspection Monitoring System

TETRAPDS Module 3 consists in an inspection momigisystem, and has the purpose of
registering the inspections conducted, periodi¢adly rationing inspectors, in the ration
shops under their control. The task of rationingpictors, as of the above, is that of
performing regularity controls on the main openasicof the PDS: this is applied to the
ration card management process, as well as toales snd registrations carried out by
ration dealers. Due to widespread irregularitieemred to within the phenomenon of “rice

mafia”, these operations need to be closely andtaatly supervised.

The inspection monitoring system is a database régisters, for the areas controlled by
each TSO, the inspections conducted, the irreggardetected, and the action taken in
cases of illicit conduct. Rationing inspectors,thsy conduct regulatory verifications in

shops, collect their results in the system: thaltieg) database, as well as the ration
cardholders’ one, is stored in the SDC, and madesaible to all TSOs through KSWAN.

The application comes with a system that, in cdsugpension of a ration dealer’s licence
due to irregularities committed, allows to registee customers of that shop to another

ration dealer, determined on the basis of geogcappioximity.

5.3.3.4. Module 4: WebPDS

The three modules described so far have computketize three key functions of TSOs:
ration card management, allocation of commoditi®] organization of inspections in the
FPS. The fourth module consists, instead, in WehRO®atform for web-based interaction
with PDS beneficiaries, which allows citizens to cegs portal services at

http://civilsupplieskerala.gov.in
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Figure 12: WebPDS — Portal of Department of Foadl Givil Supplies

Sourcehttp://civilsupplieskerala.gov.in

Through this portal, people can obtain informatiand perform tasks related to several
aspects of the PDS: they can receive updates on fD8es by the local and national
government, download forms to apply for differeenbfit schemes, register for SMS alerts
on PDS commodities, lodge complaints in case afugitons in the service, and receive
details on PDS commodities lifted at the state llelFa@rthermore, as mentioned above,
citizens can now (from September 2010) use the \D&b&ystem to apply for ration cards,
which they often do through staff at Akshaya e-k&sThe importance of the website,
overall, lies in the interaction that it enablesween citizens and the Food and Civil
Supplies Department: furthermore, PDS regulatioassabjected to administrative changes,
and the website is regularly revised to provide thest updated information on the

programme.

5.3.2.5. TETRAPDS — Synopsis

As summarized in the table below, three of the fions automatized by TETRAPDS are
the main ones performed at TSOs: ration card mamege allocation of commodities to
FPS, and management of inspections conducted atattm shops. The fourth module,
known as WebPDS, is a platform for web-based intema, substantiated in a website that
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allows citizens to get information on the PDS, artdract with the agencies in charge of it.

As my data analysis will reveal, the different meduof TETRAPDS display asymmetric

levels of utilization in the TSOs: as detailed hapter 7, deficits in the utilization of parts of

the software have been found to matter directlyenvanswering my question on the state’s

capability to reconstruct its image through e-PDS.

TETRAPDS Modules

No. Name Function Nature
- Workflow-based application to manage | Back-end
the ration card process (TSOs) and
Ration Card Management - Enables online.a.\ppllications fqr rlew ratipfront-end
1 System (RCMS) cards and modifications to e?qstmg_ones, (Akshaya)
- Operated by TSOs — but online ration
card application accessible at Akshaya
centres
- Allocates commodities at the level of Back-end
. ration shops on the basis of theoretical | (TSOSs)
Allocation of .
2 Commodities requirement
- Operated to redistribute the PDS goods|
received at the state level
- Monitors activity of Rationing Inspectors Back-end
. o in all districts (TSOs)
Inspection Monitoring . .
3 System - Incase of licence suspension due to
irregularities, allows registration of
households with new ration shops
- Web portal providing information on PD{SFront-end
entitlements (Akshaya)
4 WebPDS - Allows online interaction with PDS
providers: registration for SMS alerts,
lodging complains, online application far
services (e.g. ration card)

Table 10: Synopsis of Modules in TETRAPDS Software

5.3.4. Integration with UID/Aadhar: from Ration Car ds to Biometric Identification

To sum up, the computerization of PDS in Keralaultesfrom (1) a database of ration

cardholders’ details, and (2) a suite of softwheg iutomatizes the key functions of TSOs —
and, through WebPDS, the main interactions of beiageies with the PDS. Still, thgrand

design of the programme involves further expansion ofseémxg technologies: the plan,

devised and pursued by the Department of Food anbiSTipplies, is to integrate the ration

card management system with UID/Aadhar, the sysiemnique biometric identification
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currently under construction by the Indian governtiié As a result, in October 2012,
KSITM has marked the start of the third phase ahpgoterization, based on smart cards

embedding the biometric details of users.

UID/Aadhar, as elaborated at the central governiexa, is the upcoming national project
aimed at identifying each Indian citizen throughumique 12-digit number, and the
registration of biometric details. Since SeptemB@efil, the Government of Kerala has
started an intensive campaign for registering eit&zinto Aadhar, using Akshaya telecentres
as a main agency for enrolméhtitizens, willing to register through Akshaya, pisnneed

to fill in a form and register their biometric datar their Aadhar number to be submitted
within a two weeks’ time. For this purpose, mostshA&tya kiosks have been equipped with
machineries for biometric registration: also, staffAkshaya centres has been trained in
order to register citizens, and several e-kioske Hared specialized personnel for Aadhar
registrations. While Aadhar is free to citizens, SAsya entrepreneurs have a strong
incentive to invest in it, as, for every registenitizen, a fee of Rs. 35 is paid to them by the

state government.

Integration between the ration cardholders’ datalzasl UID/Aadhar is going to be piloted
in Trivandrum district, through the means of biorieesmart cards. This project has been

designed to occur in two phases:

- Aadhar registration of a sample of citizens, whgieenetric data have been inserted in a

database, subsequently merged with that contathiigration card data,

- Introduction, in a sample of ration shops, of pafisale machines, with embedded
systems for fingerprint capture and iris scannitftanks to this, smart cards get
recognized by the machine, and, on the basis @igreton, citizens are sold the PDS
commodities to which they are entitled, at the erilevised for them and within their

quota limit.

30 http://mww.thehindu.com/news/national/kerala/biorietation-cards-in-state-
soon/article4546652.ecaccessed FJanuary 2014.

31 http://www.akshaya.kerala.gov.in/index.php/platfefion-services/483-unique-identification-
number-uidaiaadhagaccessed 31January 2014.
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NE‘W RATION CARDS EMBEDIIED WITH BIOMETRIC INFORMATION

__D Help bene!n‘:larles_ I_oﬁge_ r_equests ___-________________ -
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© Photograph of cardhoider
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5 Better manage supply chain © Details of bank accounts
@ Eliminate corruption o Linkecl to Aadhaar

'_{} Check p|lferaqe 3

Figure 13: Integration between RCMS and Aadhar
Source: The Hindu, 200ctober 201%

Point-of-sale machines allow secure identificatadnration card holders: this technology
pursues, in an even safer way, the same objeabivghs by barcodes in ration cards. The
introduction of point-of-sale machines in all shopis Kerala, as per the figure above,
constitutes the intended completion of e-PDS, wicimeant to be scaled up within a two

years’ time.

The integration of the ration card database witlil?a, once rolled out to the state as a
whole, is meant to change delivery of PDS in twitedent ways. First, ration cards will be
linked to the household’'s bank accounts, for sybsmbney to be transferred directly on
these: in this way, the identity of buyers can beegtained, and leakage of subsidy outside
the system (e.g. to bogus card owners) should éeepted. Second, “portability” of the
system — intended as access to the PDS from adhrahops in the state — will be enabled:
with Aadhar, registered citizens will be able tdlect their quota from all PDS shops, not
just from the one with which they are registerelisTentails, beyond an easier access to the
system, an additional means of bargaining poweittrens, because it will enable them to

opt out of ration shops that are suspected oitiltienduct.

32 http://www.thehindu.com/news/national/kerala/biorizetation-cards-in-state-
soon/article4546652.ecaccessed 21th January 2014.
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5.3.5. Summary and Conclusion

In this chapter, | have studied the technologidgéct at the centre of my research, starting
from a historical perspective on the programme ithedmputerizes. | have focused on the
PDS, as a food security system based on the poovisi subsidized commodities, and
observed how targeting policies, introduced in finegramme in 1997, have adversely
influenced PDS provision in Kerala. E-PDS, the fadedeveloped to restore the system’s
effective operation, consists of three layers: @lg#se of ration cardholders’ details, a suite
of software that computerizes the main function$®0s, and the prospective integration of
ration card management with biometric identificationder UID/Aadhar. My study of e-
PDS, based on fieldwork grounded primarily on resiemts’ narratives around it, has been
conducted to observe image formation in practidepugh the prism provided by
computerization of a national anti-poverty prograanrvly two research questions have
been responded to on the basis of data analys&pt@h6 illustrates my exploration of

image construction, whereas the question on imageeption is dealt with in Chapter 7.
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6. Analysis — Part 1:
Technology and the Self-Reconstruction of thet&e

So far | have illustrated the theoretical backgbtm my work, my research questions, and
the case study through which | have structured espaonse to them. A broader problem
area, on how e-governance may influence image fiwmaon the state, has been
operationalized in two research questions, baseth@rconceptual framework that | have
adopted. In particular, the theory of technologiiaetd here suggests, with Kuriyan and Ray
(2009), that new technologies are directly impkchin the reconstruction of images of the
state: image formation occurs, as per the theomgctibn by Corbridge et al. (2005), in the
form of anti-poverty technologies of rule. The tgoestions asked here focus, respectively,
on image construction at the state level, and erp#rception of these images in the eyes of

citizens.

My questions, grounded on theory, have been appbethe case study constituted by
computerization of the PDS in Kerala. As a restiie rather abstract terms of these
questions have been converted into practical caress reformulated with specific reference
to the dynamics at the core of analysis. The twestans investigated in the field,

illustrated in Chapter 4, are:

- Is there a way through which the Government of Keuses e-PDS to recast its image?

If so, how is it articulated?
- How are images, reformulated through e-PDS, peedeby the citizens of Kerala?

The purpose of the two analysis chapters is tstiliie how, on the basis of narrative data, |
have framed my answers to these questions. Hemagt€r 6 focuses on the ways in which
the state is found, in the practice of e-governatweise e-PDS in order to reconstruct its
image. Chapter 7 observes, instead, how this réemtisn is perceived by the users of the
PDS in Kerala.

6.1. Image Formation at Work: The State Reconstruang Itself through ICTs

The first question, to which this work aims to resg, asks whether there is a way through

which the Government of Kerala reshapes its imageugh e-PDS — and, if so, how this is
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structured in practice. An answer to this questi@s been elicited from respondents’
narratives, read with respect to the image formapoocesses represented in them. The
answer, which emerges from these data, consisteoispecific mechanisms, through which
the state is found to use e-PDS to reconstructritgye in the eyes of citizens. In this
chapter, | will illustrate both mechanisms, and thiays through which respondents’

narratives have made them emerge during research.

6.1.1. Akshaya: Reconstructing the Locus of Interdmn with Citizens

The first mechanism observed here lies in the pm@tion of WebPDS, along with the
online ration card application, in the system alvees provided at Akshaya Telecentres.
With this move, the reinvention of state-citizetenactions, operated through Akshaya and
its decentralized architecture, is extended tounhel front-end services under the food
security system. Narrative data, collected witterehce to this, seem to reveal a specific
pattern of action by the government: through thelusion of e-PDS in Akshaya, the
reinvention of interaction between the state anidesis, operated through telecentres, is
extended to the PDS and its front-end services. ditisen-centric infrastructure, which
Akshaya translates into reality, is applied, byndo$o, to the state-level structure of public

distribution.

Narratives on Akshaya, and on the inclusion of &RDit, have been collected in diverse
contexts, coinciding primarily with the Akshaya fa Offices in Trivandrum and
Malappuram districts, and in 16 telecentres adiosstate. Respondents to this study, as far
as the Akshaya network is concerned, belong tagtbaps of project staff, entrepreneurs,
users, and civil society organizations gravitatamgund the project. The recounts collected
cover diverse aspects of the Akshaya project, &g onplications for the people: contents
of narratives, overall, cluster around two mainntkes, which are paramount in framing

people’s vision of the programme.

The first theme, emerging from narratives on Akshay that of the human empowerment
implied by the telecentre project as it is confeglir This is a direct consequence of the
mission that the project has pursued, from its vieeginning in Malappuram district:

namely, that of bridging the digital divide, andngiing e-literacy and Internet access to the
state as a whole. There is a strong political nai®, connecting Akshaya’s infrastructure
and the vision of empowerment behind it: with artlugh e-literacy phase, combined with
the physical infrastructure offered by telecentfdsshaya aims to concretize people’s gains
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from connectivity, providing new development oppaities to previously isolated villages
and households. Connectivity, enabled through thieracy campaign and then translated

into e-governance services, aims to act as a dimegte of empowerment to the people.

This is perhaps the reason why a common featumsistent across narratives from the
Akshaya staff, is the use of the semantic fielémipowerment, which seems to be, in fact,
the main theme emerging from their views of theggmo The predominance of this theme
seems to match an old argument in ISDC literammehe view that information, as a source
of power and capital, is key to economic and humhevelopment (e.g. World Bank 1999;
UNDP 2001; Kanungo 2004). This narrative finds eadagm in the words of a member of

the Akshaya Project Office in Trivandrum:

The purpose of Akshaya is that of bridging thetdigiivide, and helping the poor by doing so.
The rich have computers at home, but before Akshidngae was no access to connection by
poorer people (...) now, Akshaya centres are everggyleyen in the most remote villages, so

it is easy for the poor to connect.

The theme of empowerment, strongly grounded in nlaeratives about Akshaya, is

unpacked into different components, related to rdweaspects of the project itself. One of
the main components, in discussing this topiceiated to the geography of telecentres: e-
kiosks, in accordance with how the project is desiy are located everywhere in the state,
and planned in order to be within easy reach frewppe’'s houses. As noted by the Director

of the Entegramam project at Akshaya,

Telecentres have been located so that no houseres ttan 3 km from the closest one. This is

because, if telecentres are close, the poor cdinege, without losing a day’s income to travel.

Hence, the geographic architecture of telecensesot accidental: on the contrary, it is
planned exactly in order for universal access,thrdefore universal user empowerment, to
be achieved. Similarly, the undertakings of Akshaydrepreneurs are functional to user
involvement, with specific reference to the pomtrata of the population: as noted above,
the e-literacy phase was free to all citizens, dadised in order for a member of each
household to participate in it. Now that this phhas been completed, the full potential of
the component of social help, implicit in the prijecan be explicated: indeed, for
empowerment through connectivity to be univergaécgl provisions are to be reserved to
vulnerable users of the programme, who may nouby dble to pay for services. As noted

by an entrepreneur in Malappuram district,
126



Sometimes poorer people come along, and ask falopbpies [of documents]. It may be, in

many cases, that they cannot pay for them, butd tiem the photocopies anyway. Because
tomorrow, the same people will still be there (.hg tmost important thing for a telecentre is
being part of the community: Akshaya needs to imedhe poor, otherwise it has no reason to

be there.

This narrative points very clearly towards univérsser empowerment, and away from the
financial concerns that come with social sustailitgl{Kuriyan et al. 2006). Empowerment,
as devised through Akshaya centres, passes thraugimbination of diverse routes: the
most evident one is, perhaps, a full provision-gbgernance services, which allows people
to avoid queues and harassment at bureaucratiesffirfhe opening hours of telecentres,
often lasting until 8pm or later, also enable dailgge labourers to access services: this
differs from access to public offices, which in Kler close no later than 5pm. Locally
relevant information is also provided, as it emerfyem the words of Vinod, a customer in
Kannur district:

Beforehand, it was very hard to find informationoab government schemes [for poorer
people]. Everybody knows that there are schemeshtoh people can apply, but government
made everything very difficult. Instead, things adifferent now, because Akshaya
entrepreneurs know about the schemes, and helplep@agking applications and getting
information (...) thanks to Akshaya centres, no rafeévnformation [on government schemes]

can be concealed.

Vinod’'s narrative, centred on the linkage betweeriormation and the economic

empowerment of people (in this case, the capabilftpccessing anti-poverty schemes),
strongly reflects literature on the relation betweeaformation and development, with

particular reference to Kanungo’s (2004) argumbat information leads to changes in local
power distribution. Indeed, Vinod refers to infotioa being “concealed” at the state level,
something that, with the democratization of infotima through telecentres, cannot anymore
happen easily in the local setting. As a resultpfe@an, with the help of entrepreneurs,

become aware of anti-poverty programmes and solsitio

To complete the discourse on this narrative, iinjgortant to note that empowerment, in the
Akshaya project, is not confined to the customdrtelecentres. A parallel empowerment
process, is, indeed, the one that concerns entreymr® who need to assure the financial

viability of their e-kiosks. This was noted by Mad¢{005), during the pilot phase of the
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project: as KSITM had clarified at that time, gawaent funding would be limited to the e-
literacy phase. After that, entrepreneurs wouldehtavuse their skills to keep the e-centres
sustainable, and attract a customer base in codemdure the maintenance of their financial
viability. This responsibility may result in a neway of conceiving their activity, as

revealed by Aarthi, a female entrepreneur in Veagar

To start the telecentre, | needed to work hard ftbhenvery beginning: going door to door

advertising the centre, seeing what the commurggds, making sure that my customers were
satisfied with it. This is what Akshaya is, a goweent face with a corporate heart (...) so |
now make my own profit through the centre, and akso apply for loans and grants to the
bank.

Aarthi's words underline, beyond the public-privaigture of the project (“a government
face with a corporate heart” is one of Akshaya'snpotional slogans), the economic and
social effects related to being an Akshaya entregare The economic effect, mirrored by
“making her own profit” through the telecentre, & component of newly-created
empowerment, but it is not the only one: indeedstes clarified later in the interview, the
possibility of applying for loans, and being acegbby local institutions, also accompanied
the establishment of her telecentre business. Aaatiorts that before establishment of her
business, her applications to banks and governoféots had systematically been rejected:
there is, in her view, a direct correlation betwéss launch of her telecentre, and the new
social status she has acquired. This seems torbdigmatic of the dynamics observed by
Srinivasan (2010): entrepreneurs, while providiogess to e-governance for citizens, may
themselves be granted a “new sighting of the state”which they are regarded as

respectable and given the possibility to be listeioe

The narrative on empowerment, epitomized by thenéseand instances highlighted above,
seems to be the dominant one on the Akshaya propgmtesenting it as a key measure to
combat isolation and bridge the digital divide. Asidl, this is matched by another stream of
discourse, which seems to be equally relevant terdening people’s perception of the
project. This narrative revolves around the theraentification, as constructed between
Akshaya centres and the government: through telexerAkshaya physically interprets the
role of state, providing e-governance servicesutjinoentrepreneurs. This narrative is, at the
very same time, one of substitution, in which Akshaentres actually replace government
offices: Akshaya seems, therefore, to provide dermdtive to the time-consuming, and

often difficult, experience lived by citizens inggnment agencies.
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This narrative, in which identification with andbstitution to the state are simultaneous, is
mirrored by previous literature on the Akshaya ectj and on telecentre networks in
general. Akshaya is, in effect, depicted as higbkfyresentative of the state, which can have
either positive or negative returns: it can, indaedximize people’s trust due to institutional
membership (Gopakumar 2007), but it can also géememution in richer people, who may
interpret it as a sheer anti-poverty programme ifféumr et al. 2006). In any case, by moving
e-governance services to e-kiosks, Akshaya reshape®cus of encounter between state
and citizens, moving it from government officeshe trusted, friendly space of telecentres.
Accepting Corbridge et al.’s theory, according tbich people “see the state” through
encounters with it, we can say, with Kuriyan and/ Ra009), that Akshaya reconstructs

exactly the way through which people form imagethefstate in their minds.

This view finds many confirmations in respondematratives. According to the Director of
the Akshaya Project Office in Trivandrum, the ciaatbf a friendly space to meet the state
is an integral part of Akshaya's mission, and canubpacked through several features of
telecentres. In his view, the combination betwedepniification with the state and

substitution to it starts from the very way in whigkshaya entrepreneurs are selected:

We select entrepreneurs through a rigorous prodessed on whether they are educated,
known and trusted. We choose people that the cortynkimows, so that people are happy of
going to the centre. And we train them on all teeviges [provided by Akshaya at the state

level], so people can use the centres insteadinfdo government offices.

Selection, operated according to the above crjtésianot accidental, but inscribed in the
specific objective of providing a helpful, approable interface for government services. In
his speech, the Director explains that this probedsngs to a wider, complex operation, i.e.
that of replacing government officials with elenemthose presence is well-rooted in the
community, and who can “transform the face of gowegnt” by modifying local encounters

with it. As a result, he continues,

My entrepreneurs are the most socially connecteglpen Kerala. People don't just go there
because of proximity: people go to telecentres W®sea since years, they know the
entrepreneur working there, and are aware that tiay put their practices in his hands.
Entrepreneurs, for the type of activity they donsttute a point of reference for local
community: this is why, when people need a sentloey turn directly to them, and only go to

village offices as a less desired alternative.
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This idea, of reaching simultaneous identificatéoml substitution between Akshaya and the
state, is evident in the narratives of entrepremeline interface position, occupied by them
between government and private business, is rezegriy them, as epitomized by the

words of an entrepreneur in Neyyattinkara:

Akshaya is made of private telecentres, but weaipehe activities of government. Our work
depends on how good we are, in retaining custormedsgiving them what they need. But
coming to Akshaya is like going to the governmemty that they come here, and know us in
person. So, they do not have to go to central egfiand wait for very long times, maybe not to
be served (...) when [customers] come here, they ki@t we will be with them in a few

minutes, and help them with whatever they may need.

The twofold nature of entrepreneurs, mirrored big tharrative, strongly embodies the
dynamic coexistence between identification and tswitien: indeed, entrepreneurs are
identified with government, because they providdliguservices through the Akshaya
infrastructure. But at the same time, they do sthénnew space constituted by telecentres,
which substitute public offices and purposefullyeate a different, more user-friendly
environment for citizens. This narrative, featursigpngly in the parlance of those involved,
represents Akshaya as the maker of a profound estion of governance models: by
reconstructing the physical space of state-citizgaraction, and substituting the person
through which the state is sighted in citizens'lyddives, Akshaya operates a direct

reconstruction of the locus of encounter betweersthte and citizens.

The narratives presented so far, and their imptinatfor the collective representation of the
Akshaya project, seem to confirm, as illustratedvab the assertions of existing literature
on e-governance in Kerala. The novelty of my figdiies, instead, in observing how, with
the inclusion of e-PDS in the range of Akshaya ises; the reconstruction of state-citizen
interactions is transferred to the PDS itself: thisans that a centralized technology of rule
is moved, for its front-end part, to the spaceebédentres, characterized by the features of
participation and interactivity. Offering e-PDSdhigh Akshaya has, therefore, implications
that transcend increases in service efficiency:sipgce of image formation, which affects
everyday sightings of the state in citizens, israldl with respect to a key technology of rule,
responsible for food security throughout the whaé&on.
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As noted above, e-PDS is incorporated in the Akahpsoject through two channels,
coinciding respectively with the online ration caagplication — one of the 25 services
currently offered by telecentres — and WebPDS, wieb portal that enables interaction
between citizens and the Department of Food and Supplies. In terms of the online
ration card application, narrative is primarily aed to sheer improvement of service
quality: before, ration card applications used ¢oplerformed at Taluk Supply Offices, in a
process that involved a complicated bureaucracy feeglient dissatisfaction of citizens.
Computerization increases, in the first place,diitg and easiness of the procedure: in this
process, as in all Akshaya services, citizens avagpively helped by entrepreneurs, who
scan the documents required and fill in the onlioems for them. Simplification is

epitomized by the words of a customer in a teleeantKollam:

Before this, people had to queue long hours fatiam card, and maybe not at all be served.
This, without counting all the bribery related ke tration card application, due to which many
people, to have their document processed in redsoiismes, had to pay extra fees to the
officers. As | got married, | needed a new cardl applied through the centre (...) everything

has been very fast, without any problems or waitimgs.

Themes contained in this narrative mirror the athges of e-administration, reviewed in
Chapter 2: the idea of telecentres as means tedser efficiency and accountability of
services, while reducing logistic and political plems implicit in their provision, features
strongly in literature on e-governance, with patae reference to India (e.g. Haque 2002;
Bhatnagar 2004; Bhatia et al. 2009). In this ptaryice improvement is the key rationale —
and one of the key consequences — of the compaitierzof PDS, and its effects, now that
the ration card application has been made availafiliee, can potentially be appreciated in
the state as a whole. This is, in effect, one efdpplications that, in the ice-breaking phase

of interviews with entrepreneurs, came up mostuegdly as a highly utilized service.

My point here is that, as per the above, includirggration card application among Akshaya
services yields implications that are much mordqunod, as compared to sheer amelioration
in the quality of service provision. These implioat pertain, in fact, to inclusion of a PDS
application in the e-governance setting of Akshastzgracterized by the interconnected
narratives of empowerment and identification/suwbstin with the state. This means that the
PDS, rooted in the collective imagery as a higldptealized anti-poverty programme, can
now be accessed by a new, interactive infrastractiire-governance: this novel form of

access reshapes, at its very basis, the relatisrebe programme beneficiaries and the state.
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This implies a profound restructuring in relatiomghin the PDS, as revealed by Sreeja, a

telecentre user in Edakkara:

Before, many people did not even apply for neworatiards, as they knew that taluk offices
were not able to get them one. Now, we do it athls, so the staff can help us (...) using
the PDS here [at the telecentre] allows me to acegsrmation that, before, | could not have.

Sureish [the entrepreneur] is there to explain wihatve to do for my applications.

Sreeja’s narrative, departing from the topic of thgon card application, quickly turns out
to transcend it, and moves on to discuss (1) teéuless of information provided through
WebPDS, and (2) the role of the Akshaya entrepieineoer learning processes on the PDS.
Both themes seem to envisage, using again Kanuifgd®}) lexicon, a scenario in which
information on the programme used todeefactomonopolized by the state government, as
citizens would not have an institutionalized chdrioeaccess it and use it for their own
needs. Now, as a result of computerization, theesafiormation is made available online:
as a result, citizens can access it at all timed, avail it for the purposes of programme
usage. The entrepreneur, following customers aha&¥a centres, emerges as a paramount
figure in user experience: on the one hand, thidshfor the ration card application, whose
technicalities may need an experienced individadbé performed. But on the other hand,
this holds also for interpretation on information the PDS, sometimes supplied through
legal or articulated terms: this puts entrepreneomse again, in the position of proactive

helpers, who make the link between customers anddliernance provision of the state.

The information which Sreeja refers to as newlyilabée is published online through
WebPDS, the web infrastructure that makes PDS nmdtion, and key application forms
related to the programme, available online on tintap of the Department of Food and Civil
Supplies. The website, as per how it is constryatedtains significant information on the
PDS: legal provisions, key rationing orders, andvises available in each taluk.
Furthermore, the website features a personalizahédees login, based on each households’
ration card number: with it, citizens can log ithe system, and view all the applications
activated in their name. Applications, as notedvabdo not coincide solely with the request
of a new ration card: they may refer to modificatimf existing details, addition or deletion
of household members, or changes in poverty statbigh are also correlated to different
entittements under the PDS. Kumar, a user at amajks centre in Trivandrum, remarks the

importance of Akshaya entrepreneurs as mediatosvigiling WebPDS e-services:
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PDS has never been available on the Internet. €esadt, people go to the ration shops, or to
the Taluk Supply Office where they collect theircdments. But now, we can go on the
website, and see what documents are needed, fompdxato make our card a BPL one instead
of APL. If we need to know more, we can ask theepreneurs (...) so now people know

much more on the PDS than before.

This narrative, coming back to the theme of entrepur involvement touched upon by
Sreeja, reveals a key component of the Akshayéisstafe: entrepreneurs, in managing e-
centres, go beyond simply offering e-services ®@rtleustomers. By proactively helping

people into these services, and enabling them tkensanse of the state’s e-governance
provision, entrepreneurs become key agents initizers’ experience of governance: in this
way, they become an integral part of the reconstni®f state-citizen encounters, as it is

envisaged under the Akshaya project.

Geography of
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Figure 14: Reconstruction of Image of the Staténsiusion of e-PDS in Akshaya
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The map above summarizes the process of image-ma&sulting from the narratives on
Akshaya. By including the ration card applicatiamd the provision of information under
WebPDS, in the system of e-kiosks, the reconstrndiiitiated by the telecentre project is
transferred to the PDS too: Akshaya becomes, thieredne of the key spaces of interaction

with service providers, in which images of the state shaped.

6.1.2. Integration of UID/Aadhar in e-PDS: The Prollem-Solution Nexus

So far, | have reviewed the first mechanism of ienegconstruction emerging from the data.
This consists of the inclusion of e-PDS in the eof services at Akshaya, the telecentre
network that constitutes the main route for Keraitizens to access the government.
Akshaya has reconfigured, at its very basis, thanfezus of interaction between the state
and citizens: e-PDS, through its inclusion in thesiaya system of services, has extended

that reconstruction to the food security system.

A second mechanism, through which the same obgiipursued, lies in the inscription of
a clear problem-solution nexus in e-PDS, whichdittke main problem, experienced by the
PDS programme, with a technology-based solutionittoNarratives collected from
governmental agencies, in particular at the Nationfarmatics Centre (NIC Kerala) where
TETRAPDS was developed, are strongly oriented @mtification of a specific problem:
namely, the diversion of goods to the private miarecurring at the level of ration shops.
The solution devised for this is constituted by RENTETRAPDS Module 1), and by its
combination with UID/Aadhar: a problem-solution mexin the narratives collected at the

state level, strongly depicts the e-PDS technolsgthe optimal one in this respect.

In particular, there are two streams of narrathag tonfigure the perception of this nexus in
practice. These are focused, respectively, on itersion problem affecting the PDS, and

on how, in turn, a solution to this can be devetbpe

Since my preliminary research visit to the fieldgduld discern, in my interactions with
respondents, a strong stream of narrative on the prablem that affects the functioning of
the PDS. This problem, perceived across the diftegeoups of actors around the system,
lies in the leakage of goods outside the PDS progra subsidized commodities, meant to

be supplied to poorer households, are insteadisdlige quantities on the private market,
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to generate illegal profits from diversion. Thisuerent narrative is articulated in diverse

ways:

[At the ration shop] the ration dealer always claitinat the rice is not there, that he ran out of
it. New stocks always come very late (...) everybddpws that, in fact, the rice ends up

somewhere else. (Naima, Edakkara village)

Kerosene costs 53 Rs. on the private market, andnlthe PDS. Hence, ration dealers sell
kerosene on the private market, so they gain fiwerptice difference. This happens all around
the state, all around India (...) nobody does mucjutli, because people have got used to it.

(Kiran, Muthankara village)

It is well-known that ration dealers are corruptBdt they do this for a reason: selling goods
on illegal trade is the only way in which rationogls can survive. (Rajesh, Neyyattinkara

town)

The corruption implicit in the PDS, from which sidiged commaodities are systematically
diverted to the private market, is strongly peredias the main issue of the programme, and
makes it difficult for users to access subsidizedd$ on a regular basis. Leakage from the
PDS is, therefore, strongly attributed to diversiom the form of the “rice mafia” that

profoundly affects the programme.

In principle, leakage from the PDS could be asdrib® a plethora of factors, related to
issues of inadequate storage and transport managemstead, corruption is strongly
depicted as the main cause of it, and is ascribatie narratives above, to one specific level
of the supply chain: namely, the final one, congtidl by ration dealers and their shops. The
theme that appears most frequently, when discudsaigage in the programme, is exactly
that of ration dealers’ misbehaviour, resultingates on the black market and in shortage of
supplies to the poor: this problem, reported acatis€erala, is in fact a nation-wide one, as
shown by the Planning Commission data on diverfiom the PDS (Table 9). A further
specification, made explicit by Rajesh above, opatdtes a nexus between ration dealers’
corruption and one of its key factors: namely,ibeessity of guaranteeing survival of ration
shops, in spite of the difficult conditions indudeyl the transition to a targeted system (see
Chapter 5).

In my first visits to governmental agencies, withrticular reference to the Department of

Food and Civil Supplies, | expected to find it iffit to elicit narratives on this problem,
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especially in consideration of my identity as aefgn academic researcher. What | found
instead was, to my surprise, very clear and detalcounts of the problem of diversion,
which was sometimes brought into discussion byrimggvees spontaneously, without

request. As the former Collector of Rationing repdy

Kerala is known to have one of the best PDS inanHdut it is still very corrupted (...) prices
are higher on the market, so there is an incentiveell [PDS goods] there. This problem has
been there for a very long time (...) community moniitg organizations are very committed

to stop this happening.

Beyond open admission of the existence of corruptgiate officers engage in detailed
descriptions of diversion mechanisms, and are jg&dlst unanimous in attributing the cause
of this phenomenon to ration dealers’ misbehavi@ivnil supplies officers are very clear on

how corruption unfolds: diversion mechanisms cdngigmarily, in creating the means to

simulate sales to PDS beneficiaries, which coval transactions on the black market. As
observed in Chapter 5, the main tool for doing sthat of bogus ration cards, which are
registered with ration shops in order to simuladémgactions within the system. As reported

by a PDS government officer,

In Kerala there are a lot of bogus cards, whicth@afscopy existing ones or invent households
that do not exist (...) it is the ration dealers tfadricate bogus cards, not the customers. So,

they can pretend having sold goods to the BPL, vihstead they have sold them elsewhere.

This topic, recurrent in the narratives of PDS adfs, is confirmed by the documentation
produced, outside the state, at the level of ckgaernment. The Unique Identification
Authority of India finds the same problem at théiaaal level (UIDAI 2009: 2-3), asserting,
on the basis of Planning Commission data (200%¥, ‘tbf four rupees spent on the PDS,
only one reaches the poor’” and “57% of PDS foodgrado not reach intended
beneficiaries”. The document also postulates ar ¢leglation between these outcomes, and
market diversion enacted by ration dealers: asatréndia remains far from able to benefit

from a well-functioning food security system.

Narrative on the problem of diversion, with itsostg attribution of corrupted behaviour to
ration dealers, is systemically accompanied byleratheme: this revolves, in turn, around
the solution to the problem, which is constructedeambedded in the e-PDS technology.

This solution, which goes beyond the TETRAPDS saftwin its current form, is
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substantiated in the prospective integration witb/Madhar, aimed at completing the ration

card management system with biometric identificatbusers?®

As it emerges, primarily, from narratives collecteidthe Department of Food and Civil
Supplies, computerization is being focused prirgasit the integration between RCMS and
Aadhar: this is because integration, as it has lmmstructed, aims exactly at devising
means to combat diversion from ration dealers. Hstrument at the basis of this, as
detailed in Chapter 5, is that of point-of-sale maes, which recognize customers through
biometric details and reveal, in output, the expattas of goods to which they are entitled.
Point-of-sale machines constitute a means of ifieatiion that outperforms the present one,
based on barcodes: indeed, for unique that they Imeayparcodes can potentially still be
falsified, whereas biometric data leave little roéon errors. The inclusion of Aadhar in
PDS, strongly advocated by the Indian central gavent, is proposed, in Kerala, as the
solution to the problem of diversion, through thmechanisms that come as a consequence

of the transition to biometrics.

The first mechanism, which makes a problem-solutiexus come alive, lies in secure
identification of PDS users through Aadhar. Thisaiglirect response to the problem of
bogus ration cards: on the one hand, as noted atimae cards constitute a key instrument
of diversion, because they are used by ration detdesimulate sales to PDS beneficiaries.
On the other hand, Aadhar guarantees identificatibreach citizen through biometric
details: therefore, if added to the ration cardiesys the “invention” of customers from
scratch becomede factoimpossible, because each sale needs to correspoactitizen
registered in the Aadhar database. As reportedhéybDirector of e-governance at KSITM,

identification through Aadhar is key to secure tiferation:

The system, as it is right now, is based on barcotleese have been an important innovation,
but now they are not good anymore (...) there weraynmastances of barcodes that were
copied, and ration dealers claiming false sales @sult. With Aadhar, there is no risk of this,

because ration cards need to be registered iratine 1of real citizens.

The second mechanism, through which e-PDS proposgealve the problem of leakage, is

that of monitoring the offtake of goods, at evealnsaction conducted at the ration shops.

% Indeed, particularly in the first interviews comtied at KSITM and NIC, | frequently experienced a
slight misinterpretation of my questions: when fereed to e-PDS, several respondents started
discussing the combination between RCMS and UlDiaadrather than the existing TETRAPDS
software. Many officers refer, indeed, to “e-PDS’hem they discuss the third layer of
computerization, rather than the system as a whole.

137



Beyond checking the identity of buyers, point-ofiesmachines register exactly the amount
of goods sold at every transaction: thereforegatlhanges are registered in the database,
and this leaves no room for ration dealers to ihgates that never occurred. In addition, the
system allows to verify that sold quantities maticbse received by shops after monthly
allocation: in this way, ration dealers cannot @neltto be “running out” of PDS goods to
mask diversion. For the very same reason, potemsiat misbehaviour is prevented: point-
of-sale machines, indeed, register exactly theagsold to each household, and do not allow
customers to exceed the amount of goods to whieh dine entitled. As noted by the person

responsible for Aadhar implementation at KSITM,

The most important thing (...) is that the system wiake sure of how many goods are sold,
and to whom. Now, ration dealers always have thatige, they claim that stocks are finished
and sell them on the market. But now, the systelinbeiable to track exactly who buys what

(...) if implemented properly, this will eliminate aption.

The third mechanism pertains to one of the prospedtatures of integration. This lies in

the delinking of ration shops from registered hbiodds: in the present situation, dictated by
the Kerala Rationing Order of 1966, every housel®lihked to a single ration shop, and
can buy PDS goods only from it. As a result, iftonsers realize that the ration dealer is
misbehaving (most likely, and most frequently, lbgtpnding to be out of stock), there is no
way for them to react: instead, Aadhar implies tability” of the system, as point-of-sale

machines can recognize citizens in the state akadewThis implies that citizens, under e-
PDS, will be able to opt out of ration dealers whisbehave: as reported by an officer at
NIC Kerala,

Ration dealers will be unable to count on theiralswstomers, because people will be able to
buy [PDS] food from everywhere. Hence, they will/édo start competing (...) they won'’t be

able to compete if they continue their cheating.

These three mechanisms are those on which thegmnedlution nexus, proposing Aadhar
as the main way to eliminate corruption in the eystis predicated. On the one hand, secure
biometric identification of citizens, and the mamihg of offtake at every transaction, are
direct consequences of the operations conductepobyt-of sale machines. On the other
hand, the delinking of ration shops by their remisd clients is predicated on future
completion of the Aadhar database at the staté. [Eaken together, narratives around these
mechanisms point towards the same argument: thattégration of Aadhar into the PDS is

optimal in order to eliminate corruption, as it ploally prevents ration dealers from
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misbehaving (mechanisms 1 and 2) and simultaneoesipves, through competition, their
incentives to do so (mechanism 3).

Corruption networks
around PDS supply
chain (“rice mafia”)

Problem: diversion of Ration dealers as Tii?j;g]sg
PDS goods to the mdinagent of unviability of
ankiat corruption . Y
ration shops

Prevents good
functioning of food
security system

Nexus e-PDS as problem-
solving technology

Secure identification
(detects bogus cards)
Prevent
. R diversion
Solution: Aadhar Monitoring of offtake
integrated in e-PDS from ration shops
Portability (access Removes
from all shops — incentive to
competition) diversion

Figure 15: Reconstruction of Image of the Stat®kmyblem-Solution Nexus Inscribed in e-PDS

The two narratives analysed here, respectivelyhennhain problem of PDS and on its
technology-based solution, constitute, as illustfasbove, a clear problem-solution nexus,
strongly embedded in the narratives collected frepresentatives of government. On the
one hand, the problem is represented in a welhddfway: it lies in the system’s leakage
induced by corruption, enacted by the ration deakeno divert subsidized goods on the
market. On the other hand, the technological smufiroposed, substantiated in a new e-

PDS constituted by the combination of RCMS and Aadhims at combating exactly that
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phenomenon, making it impossible and ultimatelyasichble for ration dealers to engage in
corruption. As a result, the image of the statdeisply reshaped by this composite narrative:
by representing itself as the developer of thehtriggchnology” to solve the problem, the
state appears as an efficient and accountablecsepriovider, able to find the optimal

solution to issues that affect the food securistem.

6.2. Discussion: On Legitimization of the Mechaniss

So far | have investigated, through narrative asialythe ways in which the government of
Kerala utilizes e-PDS to reconstruct its image sThias been found to happen by the means
of two mechanisms: first, the state includes e-RDe service provision of the Akshaya
project, which moves the locus of state-citizemfiattion from state offices to telecentres.
Second, by including Aadhar in the fabric of e-PE& state inscribes a clear problem-
solution nexus in the system: since the probleideastified with diversion of goods to the
market, enacted by ration dealers, the prospestiion lies in a biometrically enabled e-
PDS, to detect diversion and simultaneously rentbgeincentive to engage in the practice.
These mechanisms, viewed in combination with edlobrplead to a positive answer to my
first research question, as they reveal two diffeferms of image reconstruction enacted by

the government.

e-PDS included in
Akshaya telecentre
services

e-PDS as means of
image reconstruction
for the state

e-PDS constructed as
problem-solving
technology

Figure 16: Synopsis of Mechanisms of Image Recoastm Induced by e-PDS

In terms of the extent to which these mechanisradagyitimized, by the existing literature
on PDS and e-governance in Kerala, | have beerrariefl with two different situations.
On the one hand, the first mechanism is hardly udiéussion: as noted above, literature
converges on the argument that Akshaya centreapeghe image of the state, and through
my data | have simply shown how this reconstructi@s been extended to the PDS.
Akshaya is, once again, a system that epitomizeghiory of technology utilized here: it is,
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indeed, a structure of e-governance that transtagepolitics of Kerala into reality, in terms

of bridging the digital divide and enabling demdization of access to ICTs. On the other
hand, the second mechanism, which depicts divera®rithe key problem of PDS and
integration with Aadhar as the solution, finds sadisussion around its arguments: in the
light of this problem-solution nexus, it remaingbi® seen whether the literature confirms (1)
the existence and relevance of the problem of giear and (2) the adequacy of the solution

elaborated to solve it.

In terms of recognizing the existence of a probleihnmarket diversion, the literature is
unanimous. Over the last decade, several studies foaused on estimating PDS leakage,
as related to illegal sales of commodities on tlagket (Government of India 2005a; Jha and
Ramaswami 2010; Khera 2011b ; Sen and Himanshu)ﬁf)ﬂ.éakage, as demonstrated by
these studies, reaches extremely high levels athessation: for example, as indicated by
Planning Commission data (see table 9), in statesonditions of severe hardship, the
estimated diversion amounts to more than 60% ofdatad availability of PDS goods. On the
basis of consistency of this point, it can be adgukat the problem of leakage is
substantiated by the data, and is likely to repreaa obstacle on the route to proper food

security.

The question regarding the incentive to engageiruption, as perceived by ration dealers,
needs to be examined in greater detail: on thispiiews with ration dealers themselves —in
their shops, as well as at the All Kerala Retailalees Association — have been highly
detailed and exhaustive. As well as state repratees are coherent, in depicting them as
engaged in systematic misbehaviour, ration dealessconsistent in explaining the root
cause of corruption: the argument recurring inrtharratives is that, on the basis of the sole
monthly income from a ration shop, standard expees@not be sustained, as the business
is highly unprofitable and difficult to maintain.sAeported by the leader of the All Kerala

Retail Dealers Association, extra sources of incaneevital to preserve ration shops:

Ration shops (...) are not viable on their own. Mahys have had a licence [for the shop] for

a very long time, and have no chance to learn aprefession. Now [after 1997] things have

3 As of Khera (2011b), the choice of the attributimfieakage to diversion is due to the fact that
other sources of leakage (e.g. losses in trangmmrtar storage) can hardly be observed or
quantified.
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changed: many customers have left the shops (...yrhawe had to close down because of

debt, so now there are many villages without anashop.

This stream of discourse, focused on targeting@srain cause of the problem of diversion,
is matched by one related to its consequences,hafhwthe words of a ration dealer in

Chenkalchoola, a slum area of Trivandrum, are pgnaatic:

We get a commission on the goods we sell, butishegry low, and not enough to sustain us.
If we were allowed to sell other goods, other th#st PDS, that would help us a lot, but the
government has not yet authorized us to do so. iBhigshy many people close down their
shops, and people do not trust us anymore (...) lsecthey say there is corruption, but we

cannot live just with our profits.

In effect, since 1997, the problem of PDS shortagdserala has been particularly severe.
With the reduction (see Chapter 5) of PDS suppbdsss than 10% of the original amount,
the average monthly purchase of foodgrains hasnisimed, as of Khera (2011b: 107), from
4.1 kg in 1996-1997 to 1.7 kg in 2002-2003. Theegahproblem of ration dealers — induced
by the targetization that has affected the nat®a ahole — has been, therefore, maximized
in Kerala: as noted by Suchitra (2004), the probileathed a situation of the utmost gravity
in the first years of the targeted system, wheiomadealer suicides, induced by debt, have
become a frequent matter. It can be argued, thesethat Kerala has witnessed the
exacerbation of a problem of unviability that ree€ldramatic proportions, to the extent that,
as of Khera (2011a), corruption has now becomentayial part of ration dealers’ coping

strategies.

Explanation of the phenomenon of diversion, whildtipg it in context, does not mitigate
the impact of this problem on the proper functigniof the PDS. On the one hand,
community monitoring and a tradition of politicaédistribution protect Kerala from
reaching massive rates of diversion, as those tegpdny the Planning Commission data for
states in eastern India (table 9). Still, at threeséime, PDS corruption continues to represent
a serious problem at the state level: the foodedtedituation of Kerala, which relies on food
imports for the majority of its consumption, cohtries to worsening the consequences of an

ill-functioning food security system.

Having assessed the existence of the problem efslon, its relevance, as the main issue
affecting the PDS in Kerala, should be examineceréhs, in effect, a wide food policy

literature, that focuses exactly on the dynamicthefindian food security system: as noted
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above, this is a literature that explains the imgtiffeness of PDS with the outcomes of
targetization, and contemplates, in particular,akelusion errors involved by the measures
taken in 1997. The main argument, sustained in thépect, is that the main problem
implicit in the system does not pertain to ratiaaldrs’ misbehaviour, but to the structural
level of the PDS: this is related to the way in eththe APL-BPL dichotomy is constructed

in the current system.

As far as the functioning of the APL-BPL dichotoiisyconcerned, literature seems to agree
on the point that this division has provele, factg unable to generate improvements in the
food security system (Swaminathan 2003; Dreze ahdr& 2010; Jha and Ramaswami
2011; Ramakumar 2010; Sen and Himanshu 2011). fidi@gon lies in the fact that, in each
state, only a capped share of households can &sifdd as BPL, according to the estimates
of poverty incidence made by the Planning Commissibindia (Dréze and Khera 2010).
The presence of capping leaves, by design, mansethmlds out of food security provisions:
on the one hand, several states, as it has beerasieefor Kerala, have contributed to the
system with subsidies from their own budget. Stitlis does not correct the structural
problem implied by capping, which may result in teclusion of households from the

system as a result of limited quotas, rather tHaeal situations of needfulness.

Swaminathan’s (2008a) data, illustrated below, gt idetail of the consequences of
targetization, constructed on the basis of an APIL-Blichotomy structured in this way. As

she illustrates, targetization has induced massates of exclusion from the system:
households classified as BPL or AAY, in India astele, are just 29.5% of the total, which
means that — in a nation suffering highly from hem@nd malnutrition — 70.5% of

households are excluded from food subsidies. Alsig, problem seems to be widespread
among particularly vulnerable groups: categoridecééd by high exclusion rates include
agricultural labor households (52.1%), schedulexdlecé60.7%), and lower-income groups at
the all-India level (Swaminathan 2008a: 16-19).sTreveals, in powerful terms, that the
APL-BPL dichotomy, as it is currently constructeahy constitute a serious impediment to
the system’s good functioning, which underlies iggue of corruption induced by ration

dealers’ behaviout

% In fact, literature on the negative impact of &dization is matched by literature on its benefis.
noted in Chapter 5, authors advocating targetimat{@dhluwalia 1993; Radhakrishna 1996;
Ramaswami and Balakrishnan 1997; Radakrishna angbg8ao 1997; Umali-Deininger and
Deininger 2001) did so on the basis of the needuarantee viability of the food security system,
particularly during the financial crisis of the 189 Difference between the two visions depends on
the priorities that they establish: one considexdusion errors as most serious, one focuses more o
the excessive expenses implied by inclusion of poor recipients.
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Extent of inclusion and exclusion in the PDS

State BPL/AAY APL or no card
Andhra Pradesh 56.5 435
Arunachal Pradesh 16.8 83.2
Assam 12.4 87.7
Bihar 17.4 82.6
Chhattisgarh 39.3 60.7
Goa 18.5 81.6
Guijarat 36.9 63.1
Haryana 18.6 61.4
Himachal Pradesh 16.8 83.2
Jammu and Kashmir 23.2 76.8
Jharkhand 25.8 74.2
Karnataka 51.7 41.3
Kerala 29.5 70.5
Madhya Pradesh 34.1 65.9
Maharashtra 34.9 65.2
Manipur 22.3 77.7
Meghalaya 26.2 63.7
Mizoram 38.1 61.9
Nagaland 6.7 93.3
Orissa 44.4 55.6
Punjab 12.1 87.9
Rajasthan 18.5 81.5
Sikkim 40.5 59.5
Tripura 40.4 59.6
Uttar Pradesh 16.3 83.7
Uttaranchal 25.7 74.3
West Bengal 30.5 69.5
All India 29.5 70.5

Table 11: Extent of Exclusion and Inclusion in BHeS

Source: Swaminathan (2008a: 16), computed from wwent of India (2007)

This vision of the PDS entails a critique to thesifon of the Government of Kerala, which
represents ration dealers’ misbehaviour as the praiblem: the real issue of the PDS lies,
in this view, at the structural level, and cannetrbodified by measures that simply target
the domain of ration shops. This implies that tbkitson developed by the Government of
Kerala, based on integrating Aadhar into the PB$arngeting an effect, rather than a cause
of the problem: on the one hand, this does notecbrrrors of exclusion, identified as the

main problem in the PDS. On the other hand, thibrtelogy acts, paradoxically, exactly in
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the opposite direction: as powerfully synthesizgd Rmmakumar (2010a), by providing
secure identification of systems’ participants, BAad reinforces the policy of targeting,
inscribing it in the technology that will rule tisgstem. Therefore, the solution developed by
the government of Kerala prioritizes detection obes of inclusion, but does not, in fact,

take action to solve the problem that leaves soymaerdful households outside the system.

The image reconstruction mechanism, retrieved inmagrative data, lies in designing a
clear problem-solution nexus, between the problé®S corruption and the technology
devised to solve it: from the narratives collectedfield, integration of Aadhar in e-PDS
emerges as the “right” route to follow, and theesia represented, as a consequence, as an
efficient problem-solver through new technologi@glominant stream of literature, though,
disputes this view, proving that PDS corruptionmere a symptom than a cause of the
problem: the real issue lies, instead, in the estaluerrors determined by targetization. This
implies that the second mechanism emerging heds ficompared to the first one, a lower
degree of legitimization: the problem-solution ngxwn which image construction is

predicated, is not universally recognized as dgaliith the main issue of the Kerala PDS.

6.3. Summary and Conclusion

So far, through the analysis of narratives, | harswered my question on image
construction: | have asked whether, and how, thee@mnent of Kerala would use e-PDS to
reshape its own image. The answer to this queigernin two mechanisms, which emerge
directly from respondents’ narratives: first, thats includes e-PDS in the infrastructure of
Akshaya, which moves the key locus of state-citineteraction from state offices to
telecentres. Second, by including Aadhar into e-RB&state has inscribed a clear problem-
solution nexus in it: if the problem, emerging frovarrative at the government level, lies in
diversion carried out by ration dealers, the sohtbased on Aadhar, consists of removing
incentives and opportunities for this practice. Whhe second one, as reviewed above, is
guestioned by the literature, the combination @sthmechanisms leads to an affirmative
answer to my question: the state is found, in tifterént forms, to be using e-PDS to
reconstruct its image in the eyes of citizens. Teat chapter, focused on my second
research question, explores the dynamics of paorepthrough which citizens read the

images constructed by the state through e-PDS.
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7. Analysis — Part 2:

Image Formation through ICTs - A Citizens’ Perpective

In Chapter 6 | examined, in response to my firgstion, the process through which the
Government of Kerala uses e-PDS to reconstrucimtgye in the eyes of citizens. This
process, as it emerged from respondents’ narratiigsarticulated in two different
mechanisms: first, the state provides e-PDS thrdgihaya e-kiosks, so that people’s main
space of interaction with the government is movedhe user-friendly environment of
telecentres. Second, by including Aadhar into e-PID& state inscribes a clear problem-
solution nexus in the technology: the Aadhar numagrembedded into the PDS, is depicted
as the ideal way to eradicate ration dealers’ @iion. On the basis of these mechanisms,
my first question has been answered positivelyeént] the state seems to be using
technology exactly in order to reconstruct its imagtilizing e-PDS to depict itself as a

user-friendly, accountable solution provider.

In this chapter, | focus on my second questionchvigionstitutes a direct consequence of the
first one: | look at how images, reconstructed gy $tate through e-PDS, are perceived by
the citizens to whom they are directed. This topas not had, so far, a theoretical
formalization in ISDC: Kuriyan and Ray, as noteddhapter 3, elaborate a structured view
of the domain of image construction, whereas tHapearception is observed primarily
through the lens of empirical statements. In aniswethis question, a conjecture could be
based on Chatterjee’s argument illustrated aboweording to which the logic of
governmentality, exerted by state powers in conteany India, induces subjects to
willingly submit to governing powers. As a conseggee, citizens inscribed in this logic may
absorb images of the state in a rather passiveéofasgovernmentality, as per Chatterjee’s
work, does not leave room for proactive participatibut leads people to willingly accept

the image that governing powers provide of theneselv

In this chapter, | interrogate citizens’ narratives perception of state’s images, as per the
way in which they are reshaped through the teclyyolid e-PDS. On the one hand, in the
logic of governmentality observed above, image fitiom is intended as a top-down
process, largely dictated and determined by thagtie agency of governing powers. On
the other hand, citizens’ narratives collected hayem to reveal that image formation, in
users of the PDS, works in a different way: in ¢arding their views of the state, they

make proactive use of inputs from their daily livéisrough which they reconstruct the
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images systematically received from the governmEated with images devised by the
state, citizens re-elaborate, rediscuss, and eatntebuild them: this all happens thanks to
inputs found in their civic existence, as they emder both the PDS and its new

computerized version.

Hence, in response to my second question, | haalyzed the “maps” of image formation
processes produced from interviews, as they fedtuareitizens’ narratives around PDS and
e-PDS. As per Boulding’s theory of knowledge uétizhere, externahessagesinputs of
image formation processes) have been used as thaumfor the analysis of narratives: as
a result, | have focused on the sources of peopigtgings of the state, as they are produced
in citizens’ relation with it. As it emerged fronmalysis, inputs that contribute to forming
these images acquire intrinsically diverse forrosorder them, | have used a system based
on theirloci of origin, i.e. the social and physical spacewlnch inputs are encountered by
subjects. By doing so, | have reached the conclusi@at answers my question: PDS
recipients, instead of simply absorbing sightinfishe state in a passive fashion, tend to
read them proactively, on the basis of the messtmgaghey encounter in their daily lives.
This, as it will be sustained in the discussionptbg has important consequences on the

state’s capability to reshape existing imagessaffitthrough new technologies.

7.1. Perception of Images: Thre¢oci of Image Formation

To contextualize the analysis conducted here, Boglsl theory on the structure of image
formation processes needs to be recalled. Asrditest before, Boulding theorizes the way
in which images are constructed in the minds opjpeedn a process characterized by several
elements: first, mental images of things and cotscagsult fronf st oMmessages.e. all external inputs
received b bjects in their interaction with the world arouhdm. Messages are, in fact, all the
forms of input that are relevant to an image: evergge results, therefore, from the sum of
all messages, which contribute to conceiving it ahdping its features. Second, messages
are filtered by thevalue systemembedded in the subject’s mindset and culturesetivalue
systems are generators of concepts in human cogniind contribute to creating the pre-

images on the basis of which each message is ack;épteriorized, or rejected.

This means that, to study processes of image fosmahe researcher needs to focus, in the
first place, on the messages that contribute tio doastruction. Value systems, and the pre-
images that result from them, are comparativelgléato elicit from narratives, due to their
intrinsically tacit nature: however, work structdrepon an ethnographic basis may be able
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to give precious suggestions about these, as skareher’'s immersion in the field can foster
understanding of local systems of thought. To teliwocesses of image formation, the
researcher needs, therefore, to focus on narrataed “map” them according to the

messages that emerge as relevant in structuringledecsightings. These messages have
been the key focus of my analysis, and are usexltbaespond my question about citizens’

perception of images of the state.

The inputs found on field, in this respect, are atons, and belong to diverse natures and
sources. In response to my previous question, | [htified two clear, precise
mechanisms: these were substantiated, respectiuelthe incorporation of front-end
services in Akshaya, and in the inscription of @aclproblem-solution nexus in e-PDS. For
the second question, though, this has not beecas$ez through the narratives of PDS users,
many different inputs were found to be relevandétermining people’s sightings of the
state. These inputs, belonging to different domaieeded a specific ordering mechanism to

be conceptualized.

This is why, in looking at citizens’ narratives BDS and e-PDS, | have read them through
the spaces in which image-forming inputs have lgegrerated. In doing so, | have identified
threeloci, i.e. social and physical spaces of image formatibese coincide with (1) the
direct experience of PDS and e-PDS, (2) the reptaens of the programme in the social
sphere, and (3) its productions in the sphere edeby political circuits. This chapter is
substantiated in illustrating how each locus, peting the lives of PDS recipients, has been
able to generate inputs that lie at the basis eif thiews of the state: as observed in the
discussion, thedeci are hardly reachable by the control of governmehtch the top-down
logic of governmentality implicates. This influescas it will be argued, the state’s ability

to use technology to govern citizens’ processasiafie formation.

7.1.1. Locus 1: Direct Experience

The first relevant locus of image formation, explbrhere, is found in users’ direct

experience of the local food security system. Téfers to experience of both the PDS, as a
national food security programme implemented atdtse level, and the e-PDS, as the
system that digitalizes the main functions of fiiegramme. Indeed, the fact that images are
formed through direct experience is almost selflent, especially as far as the PDS, a
system that matters profoundly to poorer peopl@edf security, is concerned: it is

reasonable, therefore, to think that citizens, daséth images of the state represented by the
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e-PDS, filter them through the sightings of thegreonme that they encounter on a regular
basis. To observe this, | start by reviewing the/svim which the PDS, as devised by the

local government, is experienced by users in tteily lives.

Common parlance on the PDS in Kerala, as observelei previous chapters, depicts the
programme’s public management as significantly doethan the Indian average, due to
Kerala's remarkable scores in government transpgrend public vigilance. On the one
hand, literature agrees on the argument that tmetitning of the PDS, before the
limitations induced by targeting in 1997, was digaintly better in quality: still, in
comparison with the rest of India, Kerala is repdrto have maintained sensibly lower
levels of corruption. This may lead to expect usaratives informed by a generally positive
attitude, even if potentially mitigated by the difflties that narrow targeting has brought. It
was therefore slightly puzzling for me, in the gastages of fieldwork, to find the general
trend of narratives to be leaning towards negatithe two main themes, retrieved across
interviews with users, are centred on (1) probleritis PDS goods’ delivery, and (2) the low

quality of commodities provided through the system.

Focusing, first, on delivery of PDS goods, the peobis experienced, throughout the state,
as an extremely severe one, caused by corruptiagmerimediaries along the supply chain.
This is reflected, in citizens’ access to the PBS,chronic inability to avail subsidized food
at the ration shops: indeed, not only ration deaiend to “run out of stock” very frequently,
but shops are, in several instances, kept closeseferal days in a row, and reopened only
at the discretion of the owner. The presence oérgeproblems in procurement, already

reviewed in the previous chapter, constitutes aidant theme in users’ narrativ&s:

The ration shop is there, but it is almost alwalgsed. It is opened only out of convenience
[for the ration dealer], and strangely, we almastar get as much rice and sugar as we need.
Sometimes, when the food is not available at tiemahops, we just go to the market, even if
it is more expensive (...) because that is the ottigmopossibility for us to buy food. (Dinesh,

Parassinikadavu village)

Ration dealers always pretend to be out of stoakjtlis not really so. They make money by
selling rice to hotels and companies (...) we arevigiting for rice for many days, and even if

we go there very often, we are rarely able to buryquotas (Pratap, Payanoor town)

% Corruption is reported to be higher in northerrrd{@ where economic prosperity is lower and
institutional transparency seems to encounter mpooblems with respect to the south. It should be
noted, though, that narratives of corruption artignation towards PDS providers, in the responses
of my interviewees, have been found as very sinnildhe northern and southern areas of the state.
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Dinesh, the farmer from Kannur district cited ahdvas a quite sarcastic tone when he notes
that “strangely”, ration dealers tend to run outgobds very easily, and this forces even
poorer people to give up their subsidy and buy foodthe market. The narratives just
reviewed mirror those reported in Chapter 6: ay tleweal, the PDS does not seem to be
working properly, because ration dealers are sysieaily unable to provide goods to their
customers. Also, as noted in the previous chagit&zens are clear on the cause behind this:
that is, ration dealers divert goods to the privagrket in order to make a profit. This is
why, in many villages, experience of the PDS i stgative, and affected by serious

drawbacks in goods’ delivery.

The second problem pertains to the quality of feanhg, and food items in general,
supplied through the PDS. Quality of supplies, lawde through ration shops across the
state, is often reported to be worryingly low: dnsf people point especially to food
deterioration, resulting from exposure to atmosighewnditions or excessively long periods
of storage. Several customers point out that, gxasta result of low food quality, a high

number of people has opted out of the programme:

Those with an APL card do not use the PDS, becfafter targeting], it is not anymore
convenient for them. The rice that we buy at th@nashop is very bad sometimes, you can
smell that it has been there for a long time, déast, that is one rupee per kg. (...) the APL
have to pay eight rupees [for it], and so they gdhe market to get better food. (Ayesha,
Edakkara village)

PDS rice is not good, sometimes people even refasbuy it (...) because rice is left
unattended for months, exposed to rain in the godoand trucks, and the FCI does nothing
about it. This is why less and less people buy foooh the PDS. (Shatha, Muthankara village)

The FCI should take care of the PDS, but | nevallysee this happening. Rice is left rotting
for long times, and then distributed just whersinbt anymore fit for consumption. Nobody
really knows what happens, before the rice reafthesration shops] (...) because it is, at the
end of the day, more convenient to buy it on theketa It is more expensive, but it is eatable.

(Nadeem, Malappuram town)

These narratives, coming respectively from two BRers and a CPI(M) activist who has
opted out of the PDS, are particularly importardchese they state both the problem, i.e. low

quality of food supplied through the PDS, and #sses, which are identified as inadequate
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measures of transportation and storage. It shoselchdited that, over the decades, the
Government of Kerala has conducted several invat#ibigs around this theme: these involve
primarily the FCI, which is responsible for PDS plypchain management across the nation.
Repeated attempts to gain access to FCI repreisestads part of my fieldwork, were
unsuccessful: this situation has therefore preemte from examining the points of view of
FCI members about the problem, and the argumesis lould use in response to these
accusations. Nonetheless, the problems of traretmortand storage, which also feature in
the media’ are factors that determine low quality of the goatipplied throughout the

State.

The problem of the low quality of foodgrains sedmée, in citizens’ perception, a serious
one, which adds to the one of goods’ diversiondgtednining people’s low satisfaction with

the PDS. Narratives collected in this respect revbayond resentment towards the
standards of PDS provision, a more profound feebiigmistrust, directed to the state

administration that is responsible for the programiurthermore, as noted in Chapter 6,
narratives are permeated by a strong causal compociéizens, beyond denouncing the
problems that they experience, are generally cenfith identifying the cause that underlies
them, with the corruption of ration dealers and thismanagement of the FCI. Hence, in
spite of the parlance that identifies Kerala’s P& one of the best in India, citizens’

sightings of the programme seem to be predominambative, as a result of issues that

prevent normal access to items of good quality.

This image, with its negative reputational outconie¢he one that e-PDS, through its digital
improvement of programme’s capabilities, aims talifyoat its very basis. It is to intervene
on this issue that the TETRAPDS software, as desdrin Chapter 5, has been devised: the
software’s composite architecture, made out of foadules, is aimed at digitalizing each of
the main functions of the PDS, and improving, bindco, its functioning and outcomes. In
the process of responding to my second questitinens’ experience of e-PDS is therefore
paramount: as shown in Chapter 6, citizens usepitugramme to apply for ration cards
from Akshaya telecentres, and avail informatiorMéebPDS to maximize understanding of
their entittements. Back-end modules, on allocatibgoods and monitoring of ration shop
activities, should complete the picture by optimgithe supply chain: therefore, e-PDS
should be instrumental in solving existing problearsd in leading citizens to improve their

image of the state-level food security system.

37 See, for examplehttp://www.thehindu.com/todays-paper/tp-nationakgvala/tonnes-of-
foodgrains-rotting-at-fci-godown-in-thrissur/aré@571807.eceaccessed 21January 2014.
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On the one hand, as far as front-end modules areecoed, the mechanism stated above
seems to be working reasonably well. As revealedth®y narratives on Akshaya and
WebPDS, reviewed in Chapter 6, computerization grafoundly transformed users’ view
of these modules, by embedding them into the ti)steer-friendly space of Akshaya: these
are narratives that reveal confidence in the pitkot digitalization, as opposed to the long,
problematic procedures that citizens had to undetgdSOs previously. Therefore, as far as
TETRAPDS modules based on direct interaction arcemed, it seems that the state is
fulfilling its objective: it is, indeed, succesdfulreconstructing its image in the eyes of

citizens, as that of an efficient and user-frierligvider®

This mechanism applies, as reviewed, to moduleslMaof TETRAPDS, which is mediated
through the trusted space of telecentres and iedlushder the Akshaya infrastructure. Yet,
when focus is moved to users’ recounts on dhend designof e-PDS, a major shift is
witnessed in the tone of narratives: indeed, petsms on the programme as a whole seem
different from perspectives on its interface witbers, experienced through the space of
Akshaya e-centres. The main theme, emerging fraourgs on e-PDS as a whole, can be
synthesized as follows: experience of the prograntmegond its simple and user-friendly
interface, is dominated by the absence of someareatwhich are perceived as required in a
digital PDS. What is missing, as it emerged frotenviews, is the systems’ capability of

monitoring the supply chain:

Problems in the PDS are, first and foremost, pmblef leakage, which should be the main
focus of e-government. Yet, this is not happening the government is spending a lot of
money on the Aadhar project, but it is not lookatghe problem of corruption: of the rice that
comes from the FCI, maybe 10% reaches the poorttendest ends up in the market. Rather
than looking so much at Aadhar enrolment, the gawent should make sure that the poor get

their rice. (Anand, Trivandrum town)

The PDS is not really digital, many things arel gtdper-based (...) except for the biometric
identification that they are doing now. But Aadialt not stop people from selling rice on the

black market. If transportation [of PDS goods] & monitored, the problem remains, because

% In fact, in my working paper published with CDSd8flero 2012), | have discussed the presence of
a drawback in the system, due to incomplete comizatén of verification procedures by rationing
inspectors. However, the ration card applicatidlh retnks third by number of users among services
available at Akshaya, and narratives by users poumards a general confirmation of satisfactiorhwit
the service.
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that is the moment when rice gets stolen, evenrbeafeaching the ration dealers. (Prasad,
Malappuram town)

Why would | need a digital ration card, when theteyn does not work? The government is
now making digital ration cards, but it is not intening about the rest. This is not what people
need (...) we need a technology that liberates us feorruption. (Sreeja, Perinthalmanna

town)

These narratives reveal, in the first place, oriet@dbout the fabric of PDS computerization:
few citizens, using the PDS in Kerala, have anyvkedge of the very existence of
TETRAPDS modules 2 and 3, in terms of the allocatid goods and, in particular, the
monitoring of ration shop inspections. Citizenstrasives, revolving around this theme, are
quite monothematic: the state, concentrating sléfforts on the digitalization of ration card
management, has neglected to undertake computesigestvision of the PDS supply chain,
leaving unattended exactly the most critical deteamt of leakage in the programme. This
creates a dichotomy between people’s perceptionaafules 1 and 4, and their vision of the
programme as a whole: while the former are seeeffasent and accountable, tlggand
designof the system is viewed as problematic, becautalst to give attention to the key
features of allocation and monitoring of the supghain. In fact, back-end modules are not
really made known to the programme’s users, and tésults in most of them being

completely unaware of their presence.

It needs to be noted here that my visits to TS@sughout the state, often matched
people’s perspectives on this point. It is true,tiom one hand, that TSOs engage with the
computerized management of ration cards: indeed, ganeral basis, TETRAPDS module 1
seems to be known to the staff, and operating phppeits main functions. But, as soon as
the conversation moved to modules 2 and 3, that®@iu seemed to be much different: in
fact, as revealed by the interviews, most TSOsataeally use these modules, and two of
those that | visited had, in fact, never implemdriteem. Lacking attention to modules 2 and
3, as it is perceived by users, seems to be laggehciding with the reality: also, most staff
members displayed reluctance to discuss this topmg tended to avoid it in their
interactions with me. It was, therefore, particiylaifficult to get information about these
modules at the TSOs.

Neglect of modules 2 and 3, by the offices thatuthonanage them, seems to constitute a
severe problem for TETRAPDS: indeed, on the onedh#ive state insists on identifying

elimination of corruption as its main objective rgued through the combination of e-PDS
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with Aadhar. But, as citizens’ narratives reved,tthe problem-solution nexus observed
above has invested everything on identificatiord aery little on other key aspects of the
programme: modules 2 and 3 ale factoinexistent in public representations of e-PDS, and
emerge, in the domain of conversations, only if teeearcher explicitly mentions them.
Citizens’ narratives, complaining about incompletsn of the e-PDS programme, seem
therefore to be based on solid grounds: the recceref this theme, among the interviews
conducted, seems to weaken the credibility of thée's image, as an optimal provider of

technological solution¥.

This first observation, related to citizens’ peroep of the grand designof e-PDS, is
matched by another one, pertaining to the integnati Aadhar in the programme. As noted
in Chapter 6, the government of Kerala is relyiravily on the inclusion of the Aadhar
system within PDS: this is the basis on which theol campaign, on fighting the
programme’s corruption through users’ biometricnitfecation, has been developed and
grounded. It needs to be noted, in this respeat,ttie massive governmental campaign for
enrolment of citizens into Aadhar, promoted pridyattirough the involvement of Akshaya
e-kiosks as registration centres, is resulting irdny positive outcomes: overall enrolment,
at the moment of writing, is above 90% in Keralag ahe upward trend is continuiflt
appears that a large number of citizens, througttmutstate, has appreciated the potential

benefits of Aadhar, and these benefits have meativtitem to enrol.

Nevertheless, when looking at people’s narrativeshis issue, the picture on perception of
Aadhar seems to be more complex than what enrolfigumes may indicate. One of the
main problems, in this respect, lies in the faet tAadhar registration is supposed to be
voluntary, rather than compulsory: yet, when asiedut this, several citizens have pointed
towards ade factomandatory character of enrolment. It is indeeddhse that many state
schemes, ranging from scholarship applicationsetgistration of household documents,
started listing the acquisition of an Aadhar numlasr a mandatory requirement, a
phenomenon that has occurred in several instahcasghout the natiot. The point is that
making Aadhar compulsory may result, in effect, an exclusionary practice, openly
forbidden by the Supreme Court of India in Septan#3: indeed, this practice would

% In effect, experiences of computerized PDS in othdian states seem to confirm this vision: the
digital PDS of Chhattisgarh, where focus is prifyaon the use of digital technologies for monitarin
the supply chain, is widely known as the best oré nation (UIDAI 2010: 10).

“0 http://uid.kerala.gov.infaadhaarKerala.heucessed 21January 2014.

1 See, for example, R. Khera's commentary on Decchferald, available at
http://www.deccanherald.com/content/359968/focushdsansfer-not-target.htinl  accessed 241

January 2014.
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result in excluding all non-registered citizensnfrgchemes to which they are entitled. On

this issue, the narratives collected at a pro-p®0© in Trivandrum are illuminating:

The government is breaking the law, by using varisays to make Aadhar compulsory for all
citizens. It is simple to do so, making registrati@quired for schemes of subsidies. In this
way, the poor have two choices: either they registe Aadhar, or they do not get the money

and the subsidies to which they are entitled. (\eenmmunity volunteer)

Many poor people do not know of Aadhar, and ontg fout about it when their documents are
not valid anymore. This needs to change, becausglepare now being obliged to registration,

and have serious problems if they do not get ife§h, community volunteer)

The outcome of this process, since voluntary Aadbgistration is being madge facto

compulsory, seems to be negative in terms of thet tthat citizens place in the state
authority. The narratives above, particularly coned with the conditions of the poor and
vulnerable, reveal exactly this tone of delusioradhar, while portrayed by the state
government as a means to include all citizens apiimal service provision, may end up,
paradoxically, sorting out the opposite outcome, excluding exactly those citizens that are
most in need of public assistance. This idea, ggesied by the voice of the people, is

adversely impacting the image of accountabilityt the state has constructed for itself.

Furthermore, when Aadhar is considered from thepgemtive of being integrated into the
composite fabric of e-PDS, the discourse on callecperception of it becomes more
complicated. Indeed, as a result of an extensieenptional campaign, Aadhar has been
advertised to most of the Kerala population: thidudes slum and village communities of
poorer people, whose vulnerability creates a seomged for food security under the PDS.
Narratives collected in these communities, as tbeys on the implications of registration,
tend to crystallize around one specific aspectt ihathe likelihood of the programme to
determine a shift, from subsidy to cash transfersWiD-enabled bank accounts. This
measure, in spite of its potential economic bes&fitreates profound concerns for poorer

citizens, as synthesized by a NGO volunteer inidadom, the main slum of Trivandrum;

Just now, | pay one rupee for [1 kg of] PDS ricecduse the state subsidizes it. But after
Aadhar, | will have to pay 40, and the remainingv@® go on a bank account, which | have,

2 In fact, the point on economic adequacy of focahmts is also debated in the literature: see
Swaminathan (2004) for a strong criticism to thisdis.
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but many poorer people don't have. | am worrieduahbis (...) if the system, for any reason,

does not work, we will be just unable to get olrsidies. (Anita, community volunteer)

As Anita reveals, people living in vulnerable conmitiés tend to be scared about the
forthcoming shift from implicit subsidy to cash nisders, for two reasons: first, this means
that access to the system will be made condititmalwnership of a bank account, and this
is not the case for many people at the margin @itérala society. Second, the dynamics of
access to subsidy will be made, as described almos complicated than they presently
are: as Anita remarks, paying 40 rupees instedd ahd waiting for the remaining 39 to be

credited on a bank account, is a process with wimokt poorer people are not familiar, and
which generates a fear of inability to access thasislies. In fact, cash transfers may have
undesired consequences for access to the systpaopke know it, as explained by a daily-

wage head loader in Karimadom:

For banks to give you an account, even a zero-balane, you need to have guarantees that |
don't have (...) if Aadhar becomes mandatory for PI@8,will remain outside [the system].

(Prakash, Karimadom slum, Trivandrum town)

Another problem, perceived with particular sengigioy people in poorer communities, is
that of infrastructural readiness, which will bequged in order to implement the UID-
enabled PDS® On this, the concern is that many villages, stidwadays, suffer from
systematic shortages in power supplies, and tlagikihg system is not ready to handle large

volumes of small transactions. This argument isegiby a villager in northern Kannur:

How will this work? Electricity here keeps comingdagoing. Every now and then, there is a
blackout that leaves us without light for many reo(r.) people have a right to the PDS, and
we cannot lose it because of power shortages. ,(Reiliyar village)

To conclude, the problem of perceived exclusioeywed above with respect to Aadhar in
general, becomes particularly severe when refetongpplication of biometrics to e-PDS.
Again, the Supreme Court of India has openly preagrstates from making Aadhar a
compulsory requirement for subsidy programmes, lamidng the PDS to Aadhar would

sort, in the view of some, a perverse effect ohesteonger targeting:

“3 Preoccupations about the shift to a new systemh,jtarimplications in terms of access, seem to be
reasonable in this respect: the pilot project caotelliin the East Godavari district, in Andhra Pedge
has had worrying outcomes in terms of exclusiorfabt, several cases have been reported of users
made unable to access the system, due to probieeisdtricity supply and machines that would not
recognize their biometric details (Forbes, Decen2lddr?).
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The system will give access only to those who haadhar. All the others will be excluded

(...) but many people do not even know of Aadhar, afitjust need to register if they want

to get their subsidies. This is no democratic psecéureish, Payanoor town)

Direct experience
of PDS

Direct experience
of e-PDS

Discontinuous availability of PDS

commodities at ration shops

Low quality of items supplied at

ration shops

Perceived as incomplete:

Low awareness of
TETRAPDS modules 2 and 3
Focus on Aadhar vs. neglect
of supply chain monitoring

Image
reconstruction

Figure 17: Map of Inputs to Image Formation — LotuBirect Experience

Perceived as exclusionary:

Aadhar excludes the non-
registered (mostly poor and
needful)

Aadhar leads to bank
transfers - excludes the
unbanked

Low feasibility in rural
settings (e-readiness not yet
achieved)

>

General good functioning of
Akshaya services

Image
confirmation

The map above, a synopsis of the themes revieweel Bgnthesizes the main inputs,

messagesn Boulding’'s sense of the term, in users’ navei about direct experience of

PDS and e-PDS. On the one hand, the state aimsansntit, through Akshaya and a

technology depicted as problem-solving, the imaigaroefficient and accountable service

provider, which properly uses technology to optieiits food security system. On the other
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hand, this image is altered by several of the mplat users take from direct experience:
first, in spite of new technologies, the PDS keigsirring into deficits of goods’ delivery

and quality. Second, experience of its computerizadion, notwithstanding the success of
Akshaya, is viewed as partial (as it is unableddrass both allocation and inspection) and
exclusionary (as it is based on a system thatimgllde only those registered into Aadhar).
As a result, the image, which the state present#seff, does not reach its intended
recipients as planned: it is reconstructed, instéadinputs taken from people’s direct

sightings of the programme.

7.1.2. Locus 2: Social Public Sphere

So far, | have elaborated on the role of directegigmce, of both the PDS and its
computerized version, in citizens’ processes of@etion of images of the state. To do so, |
have examined the process through which inputgntdkom users’ direct experience,
contribute to reshaping the images that the govemintby the means of e-PDS, constructs
of itself: and still, direct experience does nonstitute the only source, through which
sightings of the state are discussed and recoralegsd. In fact, users’ view of the PDS
does not only derive from direct involvement withand with the technologies surrounding
its transformation: at the same time, the prograrismepresented, in different ways, in the
sphere of social interaction among citizens, in olwhithe system is visualized and
constructed. The same holds for e-PDS, whose rehpatential impacts on food security

are discussed in the domain of the social publesp

The concept referred to as a “social public sphevéedwed as an influencer of image
formation processes, needs closer examinationigncitntext. The main idea behind this
notion, devised primarily in Kooiman (2003: 37-4%, that messages, which concur to
people’s construction of images, do not only commenf direct involvement with reality:

direct experience is completed, instead, with aalorof interpersonal interaction, in which

“societal images of governing issues are formedcudised and tested” (2003: 38). This
domain is the sphere in which people, interactinigh veach other in their networks,

concretely shape the images that they have tdoitiyed: by doing so, through interaction
with their peers, they also receive additional ispuhrough which existing images are
enriched or modified. Given the twofold role of thacial public sphere, as a space in which
images are both voiced and developed, this locggies major importance as a mediator in

processes of image formation.
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As far as the vision of PDS and e-PDS, in the qoptwary Keralite society, is concerned,
Kooiman'’s concept of a social public sphere needsetfurther specified. On the one hand,
this term is intentionally constructed as a broad,@ncompassing all interactions occurring
in people’s social networks: inputs generated is $iphere belong, therefore, to spaces that
range very widely, from informal (e.g. village cwagations, social networkst similig) to
more formal contexts (e.g. NGOs, community basedamrations, and all publicly
recognized social congregations). On the other héadiman’s work refers, in fact, to what
he calls a “social and political” public sphere:istthe case, though, that in a field like
Kerala, in which the role of political agency isepdy embedded in civic life, inputs
generated in the political domain may deserve @ipeseparate analysis. Therefore, the
sphere observed here looks specifically at inpatsyd in people’ssocial interactions: a
different locus, reviewed later, is that of policircuits, through which a large part of civic

life in Kerala is structured and regulated.

The main theme, recurring among narratives withndocial sphere, is one that highlights a
specific feature of the Indian food security systdhis consists in a strong, widespread
construction of the PDS as a highly corrupted s&ehhe depiction of PDS as inherently
flawed, by systematic diversion of subsidized gotdthe market, seems to be dominating
the public sphere, and the semantic domain of ptiow is, by far, the one that recurs most
frequently in citizens’ narratives. As per one bk tkey mechanisms individuated by
Kooiman (2003: 39), the construction of the PDShimitlocal mass media seems to be
playing a major role in shaping people’s viewsfant, the depiction of the programme as
portrayed in the news, which often report storiedigersion of subsidized commodities to
the market, resonates very strongly in citizensilgpece. The narratives below are

paradigmatic of this construction:

There is a lot of mafia in the PDS (...) of what learom the central [FCI] godowns, only a
very little part really makes it to the ration sBppwvhereas the rest disappears due to
corruption. The government can do many things terave the programme, but if they do not
take criminality seriously, the system will remaiorrupted as it is. (Dinesh, Parassinikadavu
village)

There is public vigilance on the ration shops, pedmnow if the dealer cheats, but the only
other option, apart from it [going to the rationophk], is the market, which is much more
expensive. This is why public vigilance does notrkwé...) corruption happens in front of

everybody, ration dealers can pretend that ricefinashed, and sell it to hotels or where they

prefer. (Pranab, Vengara village)
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Corruption works always along the same channels. flde [imported through PDS] comes
from Tamil Nadu, but a large share of it is retdirffieom some groups at the border. These
groups are in a network with private firms in Kerathat sell it at high prices on the market

(...) the system has been like this for a long tiMaifna, Edakkara village)

These narratives show that the Kerala PDS, in gjfithe culture of redistribution that is
embedded in local politics, is publicly construceesda highly corrupted programme. This is
a message that mirrors, in fact, the narrativeslicect experience reviewed above: on the
one hand, those recounts were centred on how ¢mmup experienced in the microcosm of
people’s lives, by severe shortages of supplighatration shops. On the other hand, the
macro-networks of market diversion cannot be “sdhtin a direct way: still, they can be
appraised by the public construction detailed apof/¢éhe PDS as ridden with deep intrinsic
corruption. This theme, profoundly affecting theblei vision of the programme, seems to
constitute a significant obstacle for the stateemvbmbarking into transformation of its own

image through e-PDS.

This introduces another important element, whiclerg®s from users’ narratives on PDS
digitalization: in fact, the public image of the B[as corrupt is matched by a symmetric
one, of the e-PDS technology as a means to adthmesproblem of corruption into the
scheme. Most users, in effect, have not been fuilgfed about PDS computerization: the
software structure of TETRAPDS, as described is thork, is predominantly conceived
like a back-end technicality, and is not, in itself the forefront of e-governance propaganda
(differently from the highly publicized Aadhar teetiogy). The e-PDS, in public imagery,
is there to address (not the general issues dfigifiy and accountability, but) the very

specific problem of the corruption of intermediarie

Mafia in the PDS is a problem in the entire natibut [in Kerala] we now have the digital
system, which is there to fight it. In other statdere is much more corruption, because there
is no monitoring and therefore the ration dealews feee to sell goods (...) with the new

system, this will not be possible anymore. (Prab#lappuram town)

There is a reason if the state is investing momethis, instead of other programmes that
would need their attention as well. And the reagar) is that this programme is very
corrupted, and technology can contribute to makenate simple and transparent. (Naima,

Edakkara village)
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These arguments, symmetrical to those that consthec PDS as corrupted, are highly
recurrent in citizens’ narratives, and constituteeaond theme demanding attention in this
context. Indeed, the extent of people’s knowledfd BTRAPDS technicalities does not
seem to matter here: the recurring theme, amongithags by PDS users, is a strong belief
in causality between corruption and e-PDS, conuetciehe vision of the digital programme
as a specific response to corruption-based leakagethe one hand, this constitutes a
positive input for the state’s image: in fact, netjass of outcomes, the programme is
recognized as aimed at fighting corruption, whieiplies, in any case, some recognition of
the state’s efforts towards this objective. Ondtieer hand, political contestation around the
PDS impinges strongly upon the extent to whichaHeDS, in its current form, is actually
capable to fight existing corruption: this is a¢ ttentre of the third locus (political circuits)

examined later.

Further messages, which seem to play a key roteaanstructing images of the state, are
based on the notion, elaborated again in Kooim@&03238-39), of the social sphere as a
public forum, in which existing perceptions of gavieg objects are voiced and discussed
among individuals. With specific regards to the PO public sphere seems to act as a
space in which problems, encountered in the ugkeofood security system, are brought to

the mutual attention of other users:

It is very difficult to be recognized as BPL, eviéone is actually so. [In this village] a lot of

families are very poor, but if you see their cattisy are all blue [APL]. In the meantime, a lot
of government officers, and people that they knbawe got pink [BPL] cards, so they can get
subsidies and also apply for grants, scholarshimg] other reserved benefits (...) the
government has invited all these people, that ateeally BPL, to resign their cards (Sheena,

Perinthalmanna town)

Akshaya entrepreneurs can do many things, butdhapot give you a BPL card if you need

one [in order to change your status]. So, nobodheése for those that need a BPL card, and
cannot get one, because both Akshaya and the T&@oarerless (...) so they cannot go to the
ration shop, and just claim that they need to pag.I This is why so many people are spending

more money on the PDS than they should. (VineadhiaRoor Town)

In these narratives, citizens refer primarily tpesences learned from interaction with other
PDS users, and these arise, along with direct e, as significant inputs in image
formation. The public sphere, as it emerges from plicture, has exactly the character of

public forum that Kooiman suggests: it is, indegdpace of discussion and contestation, in
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which existing images are enriched, and potentiadinforced, from recounts by other
citizens. In the case in point, accounts of PDSsuseem to further highlight the problems
of goods’ quality and delivery: as these imagethearathan remaining tacit, are voiced in the
public sphere, this contributes to consolidatingnth and to casting further doubt on the

technology-based construction of the state as imalpservice provider.

Recounts of issues encountered by PDS users, @aymat in the social public sphere, act as
a completion to narratives derived from direct eigee. Alongside these, narrative
research has registered another stream of recountse public construction of the PDS,
which elaborate on the very nature of the corrupiimplicit in the programme. These
narratives argue that leakage goes far beyond tbleetmaviour of ration dealers, affecting

the PDS supply chain as a whole:

Someone blames all the corruption on the ratiodedgabut it is not really so. This is a very
partial picture, because then, what about all tivegs that happen before the shops? (...) The
goods that really get to the shop, and are not Smidewhere else, are just a small share. It is
easy to say, the ration dealers are causing thersysot to work, but we should talk more

about goods being stolen during transportationeéla, Edakkara village)

It is not all the fault of PDS if there is corrumti | mean, would there be any corruption, if
private sector was not involved? There are manypeonies that buy PDS goods, repackage
them, and then sell them on the market. Otherwiiee mafia could not exist (...) it doesn’t

make any sense to look so much at PDS corrupt®if the private sector was not responsible.

(Rajesh, Trivandrum town)

These narratives, collected from recipients ofRBS, cast doubt on the very basis on which
the technology of e-PDS was constructed. Indeedjedailed in Chapter 6, the design
underlying the programme — based on the integratibrAadhar in e-PDS, to detect
corruption at the level of ration shops — is basedhe idea that ration dealers constitute the
main agent involved in diversion of PDS goods te tharket. Nevertheless, as of the
narratives above, there is a publicly shared ithed is closer to what part of the literature
(e.g. Ramakumar 2010) suggested: diversion, raltzer being entirely to blame on ration
dealers, is endemically spread across all levelsthef PDS, which means that all
intermediaries involved can engage in it. Furtheenas explicitly observed by Rajesh
above, the black market networks around the PDSdmoot exist if private agents, which

illegally buy and repackage PDS items, were noblved and complicit in this process.
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This narrative denies, therefore, the validity b tproblem-solution nexus, which the
government has inscribed in the design of the e-RibBnology. Taking this line of thought
to its extreme consequences, it may then be arthegde-PDS has been constructed on
flawed premises: it has focused entirely on detgctiorruptionwithin the ration shops,
when a large share of diversion really happensatstages of transportation and storage.

This view contributes to blurring the image of omiity constructed through e-PDS.

Discontinuous delivery and low
| quality of items (reiteration of
experience narratives)

Public construction Dominated by corruption (“rice

of PDS mafia”) image

reconstruction

Corruption as endemic: diffused
at all levels of the PDS supply
chain

Based on flawed assumptions:

—s| - Aadhar included to target
ration dealers’ diversion

- But corruption is endemic -

Public construction affects all levels, not simply

of e-PDS the ration shops

- Hence: problem-solution

nexus is flawed

Computerization finalized to Image
— combating corruption confirmation

Figure 18: Map of Inputs to Image Formation — Lo2uSocial Public Sphere

Hence, on the one hand, the state is using theadady of e-PDS to reconstruct itself as an
optimal service provider. On the other hand, inptdand in citizens’ narratives, as
constructed in the social public sphere, seem e kaverse effects on this image: first, the
vision of PDS as deeply corrupt seems to makerddrafor the government to improve its
image, a problem that is mitigated by the sharewstroction of e-PDS as a tool to fight
corruption. Furthermore, the problems by which gnegramme is affected, in terms of

quality and delivery of foodgrains, are reiteraitedhe public sphere, and therefore strongly
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perceived in collective awareness. To concludeyupbion is publicly depicted as an

endemic problem: and this, counteracting the ided tation dealers are the only ones
responsible for it, casts serious doubts on thg assumptions of the e-PDS design. What is
affected is exactly the idea at the basis of tlablpm-solution nexus, on whose basis the

state is trying to recast its own image.

7.1.3. Locus 3: Political Circuits

So far, analysis of PDS users’ narratives has ledtanobserve that citizens, faced with
images of the state reconstructed through e-PCA8l, tteem on the basis of inputs found in
their everyday encounters with the programme. Tifs focus, in which these inputs are
inscribed, revolves around direct experience oRD& and e-PDS: through their interaction
with the programme, citizens acquire messageslé¢laat them to enrich their own images
about the scheme’s provider. Moving to the secardd, substantiated in the social public
sphere, | have observed that indirect encountengdiated by the social networks to which
users belong — also play a role in image formatamthey allow a space for the public
construction of the programme and its provider. Vlinalysing the social sphere, | have
realized that several productions of the progranameenot, in fact, entirelgocial in their
nature: the way in which the scheme is construdtettis sphere, is profoundly conditioned
by value judgements that belong to thalitical domain of action. The political circuits
operating in Kerala seem to constitute a third $oofiimage formation, in which inputs for

interpreting the programme are produced.

Firstly, a point is to be clarified as to why puiél circuits, conceived in the terms dictated
by the field (in this case, the party politics oéndla), would constitute a different domain,
separated from what is referred to as the socibalipsphere. In effect, this division is not
drawn in my literature of reference: Kooiman’'s wotkilized for conceptualizing locus 2,
refers to a “social and political” public spherather than to two domains ascribing to
different fields. Still, analysis of my respondémtarratives strongly indicated the existence
of two differentloci: on the one hand, a social sphere encompassiepuait derived from
interpersonal interactions, in which public constians of governing objects are concretized
and communicated among the people. On the othet, Ipanty coalitions engage in specific,
politicized constructions of the programme, anddition the views of citizens with specific
strategies and objectives. As observed above,itfezethce may be blurred in general, but it
emerges very clearly in a politically sensitivddias that of Kerala: people’s high political
awareness, and the strength of civic engagemehinnibe state, led me to observe the
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specific implications of political belonging, onethway in which different images are
formed. What is remarkable, with respect to my aesle, is the influence of coalitions’

views on the images of the state that citizens fimough e-PDS technologies.

As | focus on the impact of political circuits, tre processes at the centre of my attention, a
synoptic overview of Kerala politics first needske provided. In Kerala, the parliament is
divided between two coalitions: the United Demacr&tont (UDF), in power at the time of
writing, ascribes to the programme of the Indiantibveal Congress, whereas the Left
Democratic Front (LDF) is led by the Communist Raf India (Marxist) — CPI(M). While
the CPI(M) remained in power for two decades aftdependence, from the 1980s onwards
the two coalitions have been alternating with eatfer in power: as a result, politics in
Kerala is often considered to be a dialectics bebhatbe two coalitions, whose composition
has remained quite uniform over time. It should fmed, furthermore, that almost all
existing parties belong to either one of the twalitons: the right-wing Bharatiya Janata

Party (BJP), the third party in the state by siees never obtained a seat in parliament.

As far as the vision of e-governance, within poditi programmes, is concerned, the
dialectics among the two coalitions unfolds alongsolidated lines. Historically, the UDF
has acted as the main promoter of the use of IG@Taster good governance, and several of
its leaders have been the political champions atctire of promotion of computerization
projects. The LDF, on the other hand, has ofteadait opposition to the digitalization of
government: political considerations, prevailinglie semantics of this group, are rooted in
the role of technology in restructuring the balaotpower within society, through channels
that tend to privilege private entrepreneurs, mathan actually empower the people. This
dispute has come alive with particular strengthmtiee Akshaya project has been scaled up
to the state: as observed by Gopakumar (2007), gitom and opposition towards the
initiative occurred exactly along these lines. hatt case the UDF, especially through
Malappuram’s representative (now the Kerala IT stigmn) P.K. Kunhalikutty, advocated
Akshaya as a key project, to transform access vergment throughout the state: exponents
of LDF, on the other hand, contested the initiatimegrounds of power distribution, which

would be shifted, in their view, towards telecer@ngérepreneurs and away from citizens.

The dialectics between the two coalitions has beproduced with e-PDS, along lines that
mirror very strongly those described for AkshayaeTpolitics of the UDF government, in
power since June 2011, is clear in this respectE WEpresentatives have chosen Aadhar,

and its integration in the PDS, as the main toarier to end corruption in the programme.
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The UID-enabled PDS, which will be piloted soon Tmivandrum, is being strongly
advocated by the government: indeed, Prime Min®@mmen Chandy has acted, since the
launch of the initiative, as its political champiohhe vision promoted by the UDF is

reflected in citizens’ narratives:

Thanks to Aadhar, which is the same [technologstalicture] for all citizens, India can

become equal and democratic. Just now, access verrguoent schemes depends on
documents, and the poor are often unable to ol@se, so they have more problems [than
other citizens]. But Aadhar is just a number, andeoregistered, there is no more need for

documents. (Pranab, Vengara village)

With Aadhar, we can fight the corruption of ratidealers (...) people will have to use their
fingerprints to buy rice, so the dealers will hawesell it to real people [genuine beneficiaries],
and if this does not happen, the inspectors withiknMaking the system biometric is the only
way to stop ration dealers from selling rice tovaté companies. (Varsha, student activist,
UDF Trivandrum)

Aadhar will allow access to PDS from everywhere. iSa ration dealer cheats, his customers

will be able to buy their goods from another oné(&m, UDF activist, Kollam town)

These narratives, by citizens belonging to UDF wis; reveal the presence of specific
political constructions, which concern both Aadpar s and its utilization within the PDS.

The advocacy of Aadhar, as an instrument in itsef, based on three different
considerations: the first one, mirrored by Naim@aint above, pertains to the social
inclusion that the system intends to generate.dddd& all citizens are identified by a

twelve-digit number, their treatment by the puldidministration will be based on that
device: this will come as a substitute to the pmes@uation, in which poorer people are
weakened by their inability to obtain entittememicdments. Secondly, this democratizing
technology is also devised to result in administeasimplification: while, at present, most
government services are based on provision of nausedocuments, with Aadhar a number
will be enough to receive all services. A third,daidnal reason to support Aadhar —
advocated by the Congress at the national levelené relating biometric identification to

local security, as the system will work as a dewigainst security threat.

“4 The opposition critique to Aadhar, diffused withire Indian nationalist parties led by the BJF lie
in the fact that the system enables non-Indiazerits to obtain registration, and this is linkedthe
political rhetoric in point, to concerns for the cadty of the nation. See, for example,
http://www.thehindu.com/todays-paper/tp-nationalfeear-scheme-not-approved-by-parliament-
says-bjp/article5263103.ecaccessed 21January 2014.
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Furthermore, in terms of the advocacy of Aadharaa®ol to improve the PDS, these
narratives mirror exactly the problem-solution nexdescribed above. This implies
advocating introduction of point-of-sale machinesail ration shops, ensuring that, as
recommended in the report by the Justice Wadhwan@itiee on PDS (2007), biometric
identification can be performed directly duringnsactions. The argument of Varsha
clarifies the beneficial implications of this: withadhar, it will no longer be possible for
ration dealers to sell their goods outside the RigBause all transactions will have to occur
with real registered individuals. Foodgrains, iistivay, will not possibly “disappear” from

the system, through the means of illicit transarstion the black market.

Furthermore, Vikram illuminates the additional feat of portability, which will allow users
to access the PDS from all ration shops in thee sihis, as specified in Chapter 6, is not
only a matter of ease of use, but also a meansniove incentives to corruption for ration
dealers: indeed, thanks to portability, users Wil able to opt out of shops perceived as
cheating or inefficient. A final observation herethat Aadhar will also devise a way to
optimize allocation of goods: foodgrains will beopided, to each shop, on the basis of the
number of users monthly authenticated to it, thropgint-of-sale machines (UIDAI 2010).
This will remove the necessity of TETRAPDS Module l#cause allocation will be

performed automatically on the basis of Aadhar.

These narratives reflect, therefore, the way in cwhithe UDF has constructed the
programme, as the optimal solution to the exispingblems in PDS. The inputs emerging
from this, as it appears from citizens’ narrativésem to have, as desired, a positive effect
on image formation, as they are devised in ordeetdaforce the image of the state as an

optimal service provider.

Symmetrically, a political construction of the e-fMDas been carried out by the LDF. As
noted above, the respective standpoints of the dealitions around e-governance have
crystallized over time: in this debate, the LDF hagintained a skeptical position, on the
basis of considerations out of which e-governascenableper se to really empower the
poor. When it comes to Aadhar, the coalition’s \pewt is particularly negative: in August
2011 the former LDF Prime Minister V.S. Achutanam@aow leader of the opposition) has

explicitly asked the government to abandon thegetojdue to its perverse implications on
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privacy and security of dafa.The construction of the LDF, which particularlyiticizes

Aadhar’s integration in PDS, is revealed by cit&erices:

Aadhar is not at all inclusive, in fact it excludés poor (...) because it excludes all those that
are not registered, and many poorer citizens amngrthese (Julian, NGO leader, Muthankara

village)

Aadhar will dismantle the food security system,&ese it will make cash transfers mandatory
for everyone. This is very difficult for the poavho may have never been into a bank at all,
and also for other citizens, which struggle to ustéd how this works. (Swetha, LDF

activist, Malappuram town)

The real problem with Aadhar is not now, it will methe long term. Since people will be able
to use every ration shop, ration dealers will nodw how many customers they have, and so
they will not be able to require the right amouhfamdgrains. The only way is that of giving
licences to grocery shops, so that they can sel Bébds, and the ration shops will be closed.
With this process, the PDS will disappear, and peegll have to use the market. (Rajesh,

LDF activist and worker, Trivandrum town)

Starting from the construction of Aadhaer se the thesis expressed by Julian above is that
the programme, in spite of what is claimed by itpporters, is not at all an instrument for
social inclusion. It is, on the contrary, a toohthwill make all government provisions
conditional to Aadhar: and this, apart from beitiggal as per the order of the Supreme
Court of India, will result in exclusion of all tke that, for any reason, may not have
enrolled in the programme. Poorer citizens, whoserination on Aadhar may be limited,

are among those at higher risk of exclusion.

Shifting from Aadhar to its integration into e-POiBe standpoint of the LDF becomes even
more critical, exactly because the exclusion of-registered people may affect a key anti-
poverty device. Here there are two problems, whatieady appeared when reviewing
poorer people’s direct experience of the PDS: itst éne, flowing directly from the point
epitomized by Swetha above, is that, making theemmeh conditional to Aadhar, non-
registered citizens will be, by design, excludedthg principal food security net in the
nation. The second problem, epitomized by both Bavaind the interviews to Karimadom
volunteers presented before, points to the fadt tthe programme will force a shift from

normal subsidy to cash transfers: and this will strikely, increase the complications of

“ http://news.in.msn.com/national/article.aspx?cpetoentid=5394800accessed 2WJanuary 2014.
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access, because people will need to avail a basduat and access it regularly to get their
subsidies. This leads to the conclusion that tiséesy, as it is designed, may exclude poorer
people instead of including them, and strengthenpibwer imbalances that LDF views as

related to e-governance.

The point that explicates, perhaps, the most prafdLDF critique is made by Rajesh, and
contemplates the long-term consequences of tranditi Aadhar in the PDS. In this view,
with integration of Aadhar in the system, ratioroh will not anymore be fundamental in
the PDS supply chain, and ration dealers, as dtrefyortability, will not be able to
properly quantify their customer base. Hence, thlg way to solve the problem will be to
move the sale of PDS goods to grocery shops, whilthbe freely competing with each
other: taking this to the extreme, ration shops$ lede the rationale for their existence, and
the PDS, in its current form of management, willdemantled (Ramakumar 2011). This is
interpreted, in common parlance at the LDF, as rsseguence of the Congress’ policies,
viewed as leaning, over time, more and more towastsiberalism: this will result, in the
construction of the LDF, in dismantling the foodsety net that protected the Indian poor

for decades.

These points result, in the vision by the LDF, ideeply negative picture about e-PDS: this
is revealed in the argument that technology, faayafvom the objective of uplifting the
poor, will make access difficult, if not impossiplexactly for the needful and vulnerable.
What seems to be happening, with respect to tHeS®-R a reproduction of the argument of
Mooij (1999), focused on the role of PDS as a alitobject: in her studies of food policy
in India, Mooij argued that the PDS, beyond its mizinction as a food security net, also
acted as an object of political contestation, usgdhe different parties to crystallize their
respective positions. My data reveal that, as$ae-BDS is concerned, the situation is in fact
very similar to this one: as well as the non-corepaéd PDS analysed by Mooij, the digital
programme at the core of my research is used, dhdeean object of competition among
political groups. The image of the state, derivedHe construction of the LDF, is that of an
agent using e-PDS to put exclusionary policies lacg this goes against the image of
optimal service provider, which the government hamstructed through the same

technology.
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Figure 19: Map of Inputs to Image Formation — Lo8u®olitical Circuits

Hence, the third locus of image formation, retridvand mapped here through citizens’
narratives, is that of political circuits, whichagla major role in the civic life of Kerala. On

the one hand, part of these recounts is influermedhe government, since the UDF is
currently into power: on the other hand, thoughlitisal inputs are largely outside its

control, as the LDF seems to be equally powerfullififusing its arguments among the
people. Inputs designed by the LDF, which talk @abserious problems of access and
exclusion, add to the other external messages dibdiere, in casting doubt on the image

of the state as an optimal provider of servicesugh new technologies.
7.2. Discussion: On Spaces of Image Formation
In this chapter, in response to my second resequdstion, | have explored citizens’

perception of images of the state, as representditei narratives of PDS users. To do so, |
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have mapped the recounts collected in my intervi@nsthe basis of Boulding's theory of
cognition: | have focused, therefore, on individogtthe messagegexternal inputs) at the
roots of people’s sightings of the state, as mediéy the technology of e-PDS. In order to
classify these inputs, | have grouped them on tmishof theloci of image formation to
which they belong: these ascribe to (1) the dimqierience of the programme, (2) the
constructions of images in the public sphere, &)dHe vision of the state as mediated by
political circuits. The inputs found in theseci, and the processes of re-elaboration of
images that they originate, have led me to a coitgpssenario, summarized by the map

below.

The argument emerging from my analysis is thairihi&l conjecture, related to the logic of
governmentality in image formation, is not configm@om the data: images of the state,
reconstructed through e-PDS, do not seem to bavpssibsorbed by subjects. Instead,
these images are proactively and continuously abeghted by the messages that citizens
receive, in the fields of direct experience, sopiablic sphere, and political circuits that they
encounter in their daily lives. Hence, Chatterjdegic of governmentality has a limited
space here: theci of image formation, on which citizens seem to gbthe visions of the
state that they express, are only very partiallytrdled by the government, and are left, for

the remainder, entirely to the discretion of citigeghemselves.

7.3. Summary and Conclusion

This chapter, viewed in complementarity with thestfipart of the analysis, completes the
response to my research questions: on the one Haodigh the two mechanisms of self-
reconstruction examined above, the state is usiRB® to recast its image as an efficient,
accountable service provider. On the other hand,dmapter has shown that the image so
constructed does not reach recipient citizens asngld: it is, instead, re-elaborated by them
through the inputs that they encounter, in thegjhtsngs of the state occurring through the
loci of direct experience, social public sphere, anttipal circuits. This conclusion, by
theorizing the domain of image perception, providesmpletion to the theory utilized here:
in the next chapter, | make the transition fromeage study findings to the elaboration of a

theoretical contribution in this respect.
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8. Discussion:

From Case Study Findings to Theory

In this chapter, as | discuss the findings thatehemerged from my data analysis, | focus
firstly on how these results, read through the ephgal framework utilized here, influence
the theory through which | have framed this worls. oted above, chapter 6 confirms the
theory of technology stated by Kuriyan and Rayit &entifies two mechanisms that make
the self-reconstruction of the state, exerted by technologies of governance, come alive
in the use of e-PDS by the government of Keralaap®#r 7, building on this, explores the
domain of citizens’ perception of self-reconstradctenages of the state, which is not
explicitly dealt with in existing formulations oh¢ory: in doing so, it finds that there are
limits to self-reconstruction, lying in the spac#smage formation that citizens encounter in
their daily lives. By confirming existing theoryna exploring a domain of it that had not
been explicitly conceptualized before, my findiregéend the theory of technology utilized

here, through the narrative-based exploration aigies of the state in citizens’ perception.

To move from the findings of a particular field dyu to the extension of existing theory, a
process of generalization needs to be carriedamat,made explicit in its main components.
In this chapter, | firstly explain the steps thrbughich | have used the process of analytic
generalization, described by Yin (2003), to develapd structure my theoretical
contribution. Having explained this process, | focon the scope and limitations of
generalization in this work. Before moving to thenclusions, | detail the contribution that
my thesis makes to the domain of e-governancedeeldpment at large, devisingvaofold
enabling mechanisrim which ICTs are viewed as potential enablersiwian capabilities

through institutional improvement.
8.1. A Theory of ICT-Based Image Formation

The process of building theory from case studigtereling conclusions from one particular
instance to broader domains of applicability, hasrbhighly debated in the literature on
social research methods. A diffused claim, castiogbt on the feasibility of this process,
points to the fact that case studies do not leastdtistic generalization, as the case study
method,per se does not allow to “synthesize” a population ie form of a representative
sample. More radical views, as that of Guba anddlm (2000), argue that the impossibility

of generalization from case studies is rooted iree@n deeper, semantic perspective: they
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note that the very concept of generalization, gdeghin the gnoseological field of statistics,
loses its meaning in the non-numeric, non-represiemial domain of case study research.
These points reveal that case studies may not gatriiversally recognized as a viable

means to carry out generalization, from a singldysto a broader analytic domain.

Nevertheless, this stream of thought has foundname recent methodological literature,
several opponents, providing a clear rationale drchvto justify generalization from case
studies. The basis of this rationale, starting ftbevery same sematic perspective observed
here, lies in an expansion of the meaning of gdzatmn, from the domain of statistics to
that of theory: as noted by Yin (2003) below, getieation can proceed not only from
samples to populations, but also from localized cimions to broader theoretical
propositions. This is the basis on which many nedesas, looking at the domain of
applicability of case study conclusions, have sosththe validity of case studies as a means
to generalization (e.g. Becker 1990; Myers 1997iséw and Myers 2002; Silverman 2013).
In the work of these scholars, the concept of gdization loses its statistical meaning, as
an extension of results on the basis of a reprageatsample: it acquires, in its place, the
signification of theory-building, i.e. moving fromarticular conclusions to theoretical

assertions in a broader domain.

Beyond sustaining the validity of this process, adais have engaged in elaborating
guidelines on how it should be conducted: in teispect, seminal work has been carried out
by Eisenhardt (1989), who details a specific, dedifmethod in order to generate new
theory from case studies. On the basis of exidtiagature in this domain, Eisenhardt notes
that grounded theorists (Glaser and Strauss 196auss 1987), while advocating the
possibility for theory-building from case studidsgve never detailed a specific, usable
procedure for doing so: her work fills a gap insthiespect, providing a clear set of
guidelines in order to move from case study re$eaw theoretical propositions.
Eisenhardt’'s method is closely related to grourtttedry, and to the coding procedures that
it involves: this method is, as stated by the autfi®89: 546), deeply grounded in a
positivist epistemology, which allows to move frooase study findings to general,

objectivist laws regulating observed phenomena.

While acknowledging the ground-breaking impact édeBhardt’s method, the procedure
used here, to move from data analysis to theooizatnvolves a departure from it. This is
due exactly to the discrepancy between my epistegitdl stance and the abovementioned,
positivist nature of this method: the semantic dionmaf objectivism, concretized in the
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coding procedures and fixed categorizations of wgged theory, does not belong to the
social constructionist stance adopted here, and dokfit the interpretivist method through

which | have analysed my data. Indeed, as illustkit Chapter 4, narrative analysis focuses
on grasping the full meaning of respondents’ retguend is therefore not amenable to the
fragmentation implicit in coding procedures: as aeked, again, by Riessman (2008), any
generalization from narrative data should involeberence with the narrative method, and
with its focus on the interview as a complete, wvit#id unit of meaning. For this reason, my
method to move from case study data to theory damnbdased on Eisenhardt’s coding, but
needs to be grounded on the narrative techniquelthave detailed in Chapter 4, and

illustrated in practice in Chapters 6 and 7.

A method for doing so, preserving the meaning ofateves as full units of signification,
lies in the process of “analytic generalizationSid@ed and illustrated by Yin (2003). Yin’s
work, cited in Walsham’s (1995) paper on interpeitase studies in information systems,
embodies exactly the conceptual shift in the meaaoin“generalization”, from the field of

statistics to that of theory:

“How can you generalize from a single case study@’frequently heard question (...) the
short answer is that case studies (...) are genabédizo theoretical propositions. (Yin 1989:
21, cited in Walsham 1995)

While sharing Eisenhardt's notion of generalizatias theory-building, Yin does not
advocate a procedure based on coding, and on tfgtrgotion of fixed categories in which
to inscribe data. Instead, he puts forward the goce of analytic generalization, a way to
move from data to theory while preserving, at thme time, the methodological rigor that
theorization requires. Analytic generalization, devised by Yin's work, consists of two

passages:

Analytic generalization may be defined as a tw@-stecess. The first involves a conceptual
claim whereby investigators show how their casédysfindings bear upon a particular theory,
theoretical construct, or theoretical (not justuatt sequence of events. The second involves
applying the same theory to implicate other, simfiiuations where analogous events also
might occur. (Yin 2003: 68)

The two passages of analytic generalization, detdily Yin, allow moving from a single
case study to general theoretical propositionsglvhave a broader domain of applicability

with respect to research on a single case. As diticues,
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All research takes place in the form of single EsdThe significance of any given study
depends not only on the study's findings but als¢éhe broader implications of the findings -
the extent to which the findings can be “generallize other studies and other situations. (Yin
2003: 69)

Reliance on single case studies, and its form &woastep method amenable to build
conceptual claims from narrative data, substantfeeargument that analytic generalization
constitutes, for my research, the optimal methoshéwe from case study data to theory. The
method detailed above has been, therefore, apptiethy research: starting from my
narrative data, | have (1) informed the theoryeahnology from which | have started, and
(2) extended that theory from the domain of foocusiéy in Kerala to that of e-governance,
with specific reference to developing countriesloBe both steps are described in detail:
first, I look at how my findings inform theory ohe technology-induced self-reconstruction
of images by the state, confirming it under thenpof view of construction, and expanding
it under that of perception. Second, | apply thisory out of the case study context,
identifying Kerala-specific elements in the casalgtand separating them from those which
have validity in a broader domain. Having done Isexplain the scope and limitations of

analytic generalization in this work.

8.1.1. Analytic Generalization — Part 1: ConceptuaClaim

The first step of analytic generalization, as obsérabove, is substantiated in the conceptual
claim that findings from a case study, analysediateipreted by the researcher, can make a
substantial contribution to a particular theorysuistain, with reference to the case study
conducted here, that my findings inform the theafryechnology utilized in this work: that
IS, as reviewed above, a theory on the use of ergawice by the state, to reshape its own
images in the eyes of citizens. This paragraplstifiies the twofold way, comprising both

confirmation and extension of theory, in which rmdings act upon the assertions in point.

As observed above, there are primarily two waysvivich my findings, derived from the

case study conducted here, bear upon the thedgeclofiology that | have utilized. The first
question asked in this work, which examines theesmondence between theory and field
data, is answered through the analysis conducte@hapter 6: evidence is sought on
whether, and if so how, the state is found to beomstructing its image through the

technologies of e-PDS. At Chapter 6, through aiglykrespondents’ narratives, this theory
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is essentially confirmed: the study finds, indetedh mechanisms that illustrate how e-PDS
is used, by the Government of Kerala, for the psepof reconstructing its own image. The

first mechanism consists of the inclusion of e-RD8kshaya, the telecentre project that has
transformed state-citizen encounters throughoutstate, whereas the second one lies in
inscribing a clear problem-solution nexus in thehtelogy of e-PDS. Both mechanisms,

extracted from respondents’ narratives, seem tstitate evidence of a technology-based
process of self-reconstruction by the state, wikads me to conclude that the theory of

technology, in this respect, is confirmed by theadaund on field.

Nevertheless, this theory, while precise in detgitheconstructionof the state through new
technologies, is less specific with regard to peeceptionof images, as it occurs in the
perspective of recipient citizens. Kuriyan and Rawy, detailing how e-governance
reconstructs state images, do not give equallyeptiu consideration to image perception:
their work constitutes more a recount of field dymzs, than an attempt at theory-building
in this respect. This observation is at the rootmyf second research question, answered
through the narratives illustrated in Chapter 7rehé have studied, on the basis of
Boulding's theory of cognition, the way in whiclast images, reconstructed through e-PDS,

are perceived by recipient citizens.

It is here, in the answer to the question reladeidnige perception, that the main theoretical
contribution, derived from this thesis, is substtet. Indeed, studying the “historiography
of images” that emerged from citizens’ narrativeBave found that users of e-PDS do not
absorb reconstructed images of the state as tleegrasented: instead, they read, rediscuss,
and ultimately re-elaborate them on the basis efgbaces of image formation that they
encounter in their daily lives. These spaces dbstautiated, in the first place, in their direct
experience of the programme in point: but at theeséime, the experience that matters is
also indirect, mediated through the arguments coct&ld in the social public sphere and in
the political circuits in which people are embeddEudis implies that the state does not seem
to have, on its citizens, the power of top-dowruance that the logic of governmentality, as
applied by Chatterjee to postcolonial developingrtoes, would suggest: citizens seem to
think through their own spaces of image formati@iuilding self-reconstructed images of

the state through the inputs that they encountemoordinary basis.

Furthermore, to make sense of these spaces of ifoagation, | have proposed a method of

classification, based on the origin of the imagerdiog messages appraised through the

means of the historiography of images. This meikagtounded, once again, on Boulding’'s
177



theory, as it classifiesiessages the external inputs of image formation as psrthéory of

cognition — on the basis of the physical and sdoil from which they are derived. This
way of reading and ordering narratives has helpedstructuring my data in a clear way,
giving a readable response to my research queditia. method has been, ultimately, the
one that has enabled me to outline my conceptugtibation, structuring a theory on the

relatively unexplored domain of citizens’ perceptmf images of the state.

As a result, my work has informed an existing tgeof technology in two ways: by
confirming it, through the two mechanisms detaigdChapter 6, and by expanding it,
through the thredoci of image formation explained at Chapter 7. Henuog, findings
confirm existing theory with respect to image restouction, and extend its views in the
relatively unexplored domain of citizens’ percepti@ first argument of this work, viewed
now in its entirety, may then be that the state earntheory suggests, reconstruct its image
through new technologies: and still, its capabibifydoing so is limited by the spaces of
image formation that citizens encounter in theitydéves. It seems therefore that the logic
of governmentality, applied by Chatterjee to tedbgi@s of rule in postcolonial developing
nations, is not found in the processes of imaga&tion that citizens, embedded in the same

context, experience in their relations with thdesta

To sum up, this paragraph has substantiated tbe diep of analytic generalization, as
related to my study: | have demonstrated that mmdifigs influence, through both
confirmation and expansion, a theory on the roleechnology in ISDC, related to citizens’
processes of image formation on the state. As @nsestep of the process, this theory needs
to be applied outside the context of the case stindgrder to establish the extent to which

the claim sustained above can be generalized.

8.1.2. Analytic Generalization — Part 2: Moving begnd the Case Study

Having established, through examination of the eptal claim above, that my findings
bear upon the theory of technology utilized hene, econd step of analytic generalization
needs to be taken: this means, according to Yirgsqulure, that the same theory needs to be
applied outside the case study context, to impiyasions where events of the same kind
may occur. | have concluded, on the basis of tha ciallected here, that citizens do not take
the images of the state, reconstructed by the mehm®vernance technologies, at face
value: instead, they re-elaborate these images pnoactive way, through the spaces of

image formation that they encounter in their ddiles. The contribution implicit in this
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conclusion, and in the process through which | haaehed it, is twofold: firstly, as noted
above, existing theory on image formation in ISB&kpanded, through exploration of the
domain of image perception by recipient citizengc@dly, from a methodological
perspective, a conceptual structure is proposedorier to frame and conduct this
exploration: this is based on thei of image formation, in which images of the state a
conceived and developed. To complete the secom afteanalytic generalization, both
contributions need to be observed outside the temigsl of the case study, to ascertain

whether they can be extended beyond the domaiiichvihey have been formulated.

The first contribution, derived from the “historiagphy of images” that | have conducted on
citizens’ narratives, lies in the argument thatrsiseeception of images, reconstructed by the
state through new technologies, is influenced by itmage-forming inputs that they
encounter, through normal routines, in their ddies. This leads to an important
conclusion, in terms of the state’s capability e§hraping its image through e-governance:
this capability, as it results from my case stufigyds a limit in the spaces of image
formation, which pervade people’s existence anerautions. The question to be asked here
is, can this conclusion be extended beyond the demigs of my case study? Or, more
precisely, which parts of this contribution are &earspecific, or pertain particularly to the e-
PDS programme — and which parts of it, on the e@optrcan be extended to a broader

domain of application?

On the one hand, a context-specific component, wtéeply permeates the field of my case
study, is constituted by the strong social oriéatatind political awareness that prevail in
Kerala. Referring to literature on the socio-poéti history of the state (Heller 1995; Isaac
and Tharakan 1995; Franke and Chasin 2000) ant$ aevelopment model (Kannan 2000;
Parayil 2000; Véron 2001), one can argue that lecanstitutes, as noted abovesia
generiscontext in both respects: a history of class nidtibn and political action, deeply
marking the developmental path of the state, reduh a strong governmental orientation
towards social development. The potential relatibthese features with my findings is that,
in a context of strong political mobilization, aopctive behaviour of citizens towards what
is put forward by the state — including new, tedbgg-based images of itself — can
constitute a natural consequence of engagementfattiethat people, instead of being
subjected to the top-down logic of governmentalitg;elaborate images of the state
proactively, may therefore be seen as a consequinbeir political activism. Indeed, the

sui generisnature of Kerala in this domain is visible, andrthis a strong possibility that, in
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a field with these characteristics, image formatiarthe state can be more autonomous, and

more strongly dictated by political mobilizatiohan elsewhere.

On the other hand, leaving the Keralite contexttaone side, my thesis is grounded on a
theory of image formation, applied to the studystdte-citizen relations in a postcolonial
developing nation. Given the conceptual basis ofstugly, to what extent may its results
matter outside the boundaries of e-PDS in Keralaéffect, a limit to generalization can be
constituted by the politically mobilized behavioof citizens, revealed especially by the
third locus of image formation reviewed above. Bus limit, pertaining to my field of
operation, does not seeper se to affect the concept emerging here, i.e. a mashafor
which citizens observe the state through the lehgeal-life inputs and encounters:
Boulding’s theory, through which this concept haem developed, is not indeed influenced
by context variables, but works as a general thebopgnition. This theory, viewing human
cognition as constructed on the basis of imagedifuymmessages, does not include
contextual factors in its development: thereforhilevthe factor of political mobilization is
field-specific, the theory utilized to read my dasauniversal, and leads to a process of
generalization that transcends the limits of canigxboundaries. Hence, the argument of
my work may have been developed isua generisstate, but the theory on which deduction

has been grounded is not limited by the speciéisitif the field.

The second contribution, devised above, consistdridentification of thredoci of image
formation, on whose basis | have structured myingadf themessagesnplicit in citizens’
narratives. To what extent is this Kerala-specifiather than extendible to a broader
domain? On the one hand, as noted above, the stebewpnce of inputs that lie beyond
direct experience — related to debates inscribedoahtical circuits, but also in the
constructions of the state embedded in the soplare — can be considered as a specificity
of the field, pertaining to the particular develggr model of Kerala. Also, as noted in
Chapter 7, my decision to draw a line between thacial public sphere” and “political
circuits”, identifying these as two diverseci of image formation, is to be ascribed to the
specific nature of the field: Kooiman (2003: 33-3f)es not, in fact, make a separation
between these domains, but merges them in whaalle the “social and political public
sphere”. My decision to operate a division betwi#em was due, once again, to the need to
maximize the understanding of the different origifigmages in a domain, as that of Kerala,
in which political circuits are so strongly delined, to be the source of very specific image-

forming messages on the state.
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Even in this contribution there is, therefore, eldispecific element, pertaining, as in the
previous case, to thaui generimature of political mobilization in Kerala. Butev here, the
core of the contribution seems to be generalizabigond this specificity: and the core lies,
in this case, in the choice of codifying peoplefage-forming messages on the basis of the
loci in which these were generated. This techniqueisddvin order to answer my question
on image perception, has allowed me to read my mhatn accurate and adequate way:
accurate, as it has provided a coherent structutieet “historiography of images” rooted in
citizens’ narratives, and adequate, as it has affome to focus exactly on the origins of
image perception, identifying the sources of thruts (“messages” in Boulding’s sense) that
took part in the process. Indeed, the thae found in this work are specific to the case
study: but the method based on identifying themestigating spaces of image formation
according to Boulding’s theory, has worked hera asitable technique to conduct narrative
analysis, with respect to questions revolving adouhe dynamics underlying image
formation. | conclude, therefore, that this metmoay be utilized beyond the boundaries of
this specific case, and may indeed constitute aadé addition to existing techniques in the

field of narrative analysis.

The second step of analytic generalization, subiated in this paragraph, can therefore be
summarized through its two contributions, each dficlv has been applied outside the
boundaries of the case study. As far as my theadetdbntribution, on citizens’ perception of
self-reconstructed images of the state, is condermgeneralization is grounded on
Boulding’s theory of cognition, which has informetdy research design and data analysis
and does not resent, in itself, from field-specifictors. Therefore, this work aims to
contribute to theory on e-governance at largeeims of how citizens form images of the
state: particular implications, reviewed below, drawn for developing country contexts, in

which e-governance can be instrumental in improymsgjtutional behaviour.

8.1.3. Scope and Limits of Generalization

Before summarizing the theoretical propositionswéer here, | need to define the scope of
generalization and its potential and actual limitshe form in which it has been conducted
from my case study. As noted above, analytic gdizateon aims at moving from findings
to broader propositions, in a process that mirtbes transition from empirics to theory
detailed by Lee and Baskerville (2003): the donmafirvalidity, in which theorization is

conducted, is a consequence of research desigmfaheé methods chosen to analyse and
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interpret my data. Here | summarize, therefore, putential and actual limits of

generalization, as they apply to the research desatpcted for this study.

The first potential limit lies in the fact that geralization, as devised in this work, is based
on a single case study, that of the e-PDS programrderala. As noted at the beginning of
this chapter, critiques to the case study method aenerator of theory are based on a
specific interpretation of the notion of “generalibn”, pertaining to the field of statistics
and representative sampling. In this work | havedusthough, a different notion of
generalization, which consists in moving from engail findings to theoretical propositions:
having chosen Yin’s analytic generalization as sid#or theory-building, | have followed
the two steps that this process involves, showimg My findings inform existing theory
and extending this formulation beyond the conteixtmy case study. | can conclude,
therefore, that the first potential limit, relatem theorization from a single case study, has
been acknowledged and dealt with, in this resedrgladoption and usage of Yin's notion

of analytic generalization.

Another potential limit, in a research design likg own, pertains to the state of Kerala, and
to the set of historical and developmental feattinas may configure it, as reviewed above,
as an “extreme” case in Yin's sense of the tern®$2®@1). A critique that recurs with high
frequency, when attempting to generalize from aecagth “extreme” features, is that
replicability of findings outside the case, as jratkd by the second step of analytic
generalization, may be limited: therefore, even phidg a non-statistic notion of
generalization, theui generisnature of the context or phenomenon may reduceatdity

of theorization from it. This problem, as noted aboneeds to be tackled by an explicit
examination of what, in the case in point, may garispecifically to the context: field-
specific factors, that constitute “extreme” elenseint this respect, need to be distinguished
from those that constitute, when theorizing, theivaf generalization. As reviewed above,
in my case, the socio-political factors that makerdfa asui generiscase do not overlap
with Boulding’s concepts, on whose basis existihgoty of technology is extended:
Boulding's theory provides, as reviewed above, aegal view of image formation
processes, which does not resent from the influexfceontextual factors. This is why
Kerala’'s nature as an “extreme” case, in this paldr instance, does not segmer se to

influence the validity of the process of generdl@aconducted here.

These reflections constitute the reason why, véfipect to the research design adopted here,
it can be argued that the use of a single casg,stutich may also be defined “extreme”
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under certain characteristics, entails potential,not actual limits to analytic generalization.
On a final note, a different kind of limitation mé implicit in the conceptual framework
utilized here: Corbridge et al.’s theory, lookingtlae production of state-citizen encounters
through top-down technologies of rule, is a theoonstructedad hoc for postcolonial
developing countries. Yet, the theory that fornes blasis of generalization — in terms of the
processes of image formation at the core of theighe is Boulding’'s theory on human
cognition, whose domain of application is universals on the basis of this theory that |
have conceived the idea Mici of image formation, through which citizens devetbpir
perception of the state. On the one hand, the fapdaci found in this research may be
specific to the context of Kerala: on the otherdhamhat can be generalized is the view of

image formation processes as structured througtespat a physical and social nature.

Hence, the limitations implicit in drawing theoryom a single case study, and from its
“extreme” nature with respect to some factors, haeeen acknowledged by the researcher,
and counteracted by the notion and proceduresaly@ngeneralization adopted here. The
implications of my research for theory, methodolognd practice on e-governance in

developing nations will be stated in the final dieap

8.2. E-Governance for Development: A Twofold Enabtig Mechanism

Before concluding, it needs to be noted that theereston of an existing theory of

technology, which lies at the core of the thesigntegral to the domain of ISDC. Indeed,
that is the basis for a contribution made to tleddfiof e-governance for development at
large, which is detailed below in its main tenatsl amplications. This contribution places
ICTs, and e-governance specifically, in an enabliolp with respect to development
processes, and leverages on the discussion arbenthéaning of development that was

undertaken in Chapter 2.

As | initially reviewed the main conceptual approes to the meaning of development, |
have stated my adherence to the capabilities aplpraa continuity with my vision of

development as a multidimensional process: thidigmghat, in the vision of development
sustained here, a polymorphous set of capabiliteezis to be achieved for people to fully
develop their own life plans. In particular, | sabise to the stream of literature that applies
the capabilities approach to ISDC (Madon 2004; ghand Walsham 2008; Lunat 2008;
Zheng 2009; Kleine 2010 and 2013), seeing ICT apotential means for people’s

capabilities to be improved: development resultghis perspective, from the more or less

direct action of technology on the enhancementunhdn capabilities. On the basis of this

183



perspective, | have conceptualized e-governandéenala as a means for maximizing the
capability of recipients to access subsidized foaithg through the PDS.

The contribution resulting from my research liesdantifying the means, or at least one of
the existing channels, through which a capabiliigrited mode of development can be
enabled through ICTs. The means in point coincigigs institutional improvement: on the
one hand, as of Sen (2001), institutions are kdipawating human capabilities, as they are
functional for citizens to be supported in the depment of their own life plans. On the
other hand, the role of technology is antecedemhisomechanism: technology, configured
through e-governance plans, is designed in ordeptinize institutional functioning. What
results from this reflection is a particular vieftloe role of technology within development:
ICT, if properly devised, has the power of enablingtitutional improvement, which is
functional for people’s capabilities to be libexdhteMy contribution, to the field of e-
governance for development at large, is therefolgstantiated in the twofold enabling

mechanism illustrated in the figure below.

ICTs Enable Institutional Enable HUMAN
(E-Governance) > Improvement > CAPABILITIES

Fig. 21: E-Governance for Development — A TwofolibBling Mechanism

The twofold mechanism illustrated here can be seemction with reference to the case
study examined in the thesis. Leaving technologyttenone side, the second part of the
linkage can be identified with respect to the PR3 se state-level institutions, in this
programme, have the purpose of enabling one cqabddy for recipients, that of accessing
subsidized food as per the programme’s provisidis, in the context determined by
targetization of the PDS, does not only mean opimgithe supply chain, but also removing
the obstacles to redistribution, consisting prityan the systematic diversion of subsidized
goods to the market. Therefore, the main task eégunental institutions is that of enabling
people’s capability to access subsidized food itander the PDS, which means activating

well-functioning monitoring mechanisms against déien.

The question then becomes, how is ICT exactly welin this process? As argued above, it
intervenes on the first part of the linkage: inesthvords, e-governance needs to improve
institutional functioning, for this to maximize pae’s capabilities. In effect, e-PDS has

been designed for a specific purpose: that is, avipg the internal functioning of the PDS
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programme, through the creation of a monitoring maeiésm which allows to control

diversion. On the one hand, as noted in chapteitiZens’ voices clarify the reasons why
this mechanism is still suboptimal: indeed, thisnitaring device only focuses on ration
dealers, and neglects the whole supply chain threugch they receive PDS items (as well
as the root cause of diversion, found in targetimt Yet, leaving implementation on the
one side, system design in the e-PDS is orientedttlyxto institutional improvement:

indeed, ICT is utilized exactly to improve those cmenisms that result into people’s
capabilities to access subsidized food. This is hbe twofold enabling mechanism,

identified above, takes shape in the case in point.

As noted above, this idea is inscribed in an exgsstream of literature, which approaches
the study of ICTs for development through the céjtigls approach. The idea that ICTs are
instrumental in countering capability deprivatiathéng and Walsham 2008), and that the
state in India plays a key role in this process dda2009), is already well-established in
the literature: as | devise the present contrilmyti@am building on these notions, explaining
the mechanism that links e-governance to humanbdéjes through institutions. The idea

of a twofold enabling mechanism, exemplified by tase studied here, should be seen as a
theoretical paradigm to examine e-governance dytemideveloping nations: furthermore,
this paradigm has relevant normative consequeasasjnvites governmental institutions to
design e-governance interventions with a view okima&ing the human capabilities of

recipients.

The last point to be made explicit, in terms of #eabling mechanism that the thesis
devises, pertains to the link between this mechaiisd the theory of technology sustained
throughout the research. This theory, as per tlweghis substantiated in the argument that
citizens “see the state” through tleei of image formation that they encounter in theityda
lives, therefore technological mediation countsfas as it permeates thedeci in a
functional way. This argument is indeed complemgnta the observation related to the

twofold enabling mechanism stated above.

The root cause of this complementarity lies in preperty that characterizésci of image

formation: these can and should be, indeed, theesealonceptualized in terms of human
capabilities. In particular, in contexts of capaypitieprivation — of which the food-insecure
Kerala constitutes a paradigmatic example — thipashaps the main perspective that
citizens adopt: in effect, as the narratives codlecin this research reveal, capability

deprivation affected the vision of the PDS well dvef the digitalization programme was
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undertaken. Before the policy changes in 1997, fiosdcurity constituted a severe burden
for the state, but this was mitigated by a welléimning PDS: this is conceptualized, in

recipients’ words, by the idea that an efficient3Bllowed them to access subsidized
foodgrains on a regular basis. Reading this in Serrspective, it then emerges that the
PDS wagper sean enabler of people’s capability to properly bigrieom the food security

programme.

After 1997, though, the system started sufferimgnfithe consequences of targetization, and
that was when the e-PDS was devised as a soluiohet new problems. Faced with the
widespread, newly emerged unviability of ration ghoand with the consequent failure of
the system to meet citizens’ needs, institutionsonted to digitalization to seek
improvements: in other words, the first part of éwofold enabling mechanism came into
action. In fact, as noted throughout my narratinelgsis, citizens tend to conceptualize the
influences of technology exactly through its effeat their perception of the system: their
recounts detail the effect of digitalization on alision to the market, on perceived
corruption of intermediaries, and on the actual am® and quality of commodities that they
can access through the ration shops. Ultimatelyy'sSeerspective is implicit in the
narratives collected here: citizens conceptualiedr foci of image formation exactly in

terms of theilcapabilitiesto properly access and use the food security syste

This observation acts as a close to the theoreticele running between the theory of
technology sustained here, and the broader vidieagovernance for development to which
it belongs. Its normative consequences, along wigtttical implications of the thesis as a

whole, will be explored in Chapter 9.

8.3. Summary and Conclusion

In this chapter, | detailed the process that lofeld in order to generalize from my case
study findings to theoretical propositions on tembgy-based image formation. As
illustrated here, this process has been organiredugh the two steps of analytic
generalization as described in Yin (2003): firshalve demonstrated that my findings bear
upon existing theory, by both confirming and expagdan ISDC vision on the role of
technology in image formation. Second, | have edgeihmy findings outside this domain,
identifying, in my results, the elements that arerdda-specific, and those that can be
extended to a broader domain of generalizationigasdone so, | have illustrated the scope

and limitations of the process carried out heredeims of moving from case study data to
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theory, and detailed the contribution of my thetis the field of e-governance for
development at large. As | move, in the last chafgtethe conclusion of my thesis, this

contribution is also viewed in the practical comtpsovided by e-governance in developing
nations.
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9. Conclusion

This chapter presents the conclusion to the thesid, structures its final remarks by
answering the three main questions on a PhD prajaately: what the research project has
consisted of, what are the key implications of tbgearch, and how does the author aim to
build on the insights developed through the PhDe Titst question is answered through a
summary of the thesis, which provides a synopsighef content of each chapter and,
ultimately, of the key contribution made by the wofhe second question is dealt with by
outlining the implications of my research, in thenthins of theory, methodology and
practice. The final question, on pointers for ferthesearch, is addressed by conceptualizing
the directions in which | plan to continue the woresented here: my discussion of this, as
developed in this chapter, is related to some efrtlain lessons that | have learned during

the four years of my PhD.

9.1. Summary of the Thesis

In the introductory chapter, | have focused onttiematic object of my work, and on the
motivations that led me to undertake this study.gvigblem area revolves around the role of
e-governance in influencing image formation proesssas experienced by citizens in
developing nations. In the present historical phabaracterized by a globally increasing
use of new technologies in governance, profoundigbs may affect not only the nature of
public services, but also the way in which theesitself is viewed and conceptualized by the
people: in this perspective, studying the role@f$ in image formation means studying the
key device through which the behavior of citizembjch shapes relations between them and
the state, is informed. As part of these introdyctemarks, | have anticipated my intention
to frame the research through the study of an mdi#i-poverty programme, looking at the
ways in which its computerization may influencdzeihs’ processes of image formation on

the state.

In Chapter 2 | have described my research domaih pasitioned my own area of interest
within it. First, | have provided an overview ofDE, as the field to which my contribution
is directed, with particular reference to the swdf constituted by e-governance in
developing nations. Then, | have observed the psod¢brough which the Sociology of
Governance has introduced, in the sub-field undgudsion, the theme of the formation of
governing images, seen as constitutive ofitiberactionsthat constitute the analytical core

of this approach. The introduction of image formatin ISDC, as illustrated here, has
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resulted in the generation of a new stream ofditee, to which my work aims to contribute:
pioneered by the work of Madon (2005) on the roletadecentres in governance, this
constitutes a novel theoretical space, which eaddknowledge of how ICTs may play a
role in citizens’ ways of conceptualizing the stéthis theoretical space, with its questions
on the dynamics of image formation in governanoastitutes the area of interest in which

my work is inscribed.

This domain, conceptualized as a relatively broa€ o the early stages of this work, has
been converted into specific research questio@hapter 3, through adoption of a specific
theoretical perspective. The conceptual framewatikzed to structure the study, consists of
the combination of two theories: the theory of @ctichosen to explain processes of image
formation on the state, is the theory on “seeirggdtate” through direct encounters with it,
developed by Corbridge et al. (2005). The theorteohnology, selected to explain the role
of technology in these processes, is the one byy&mrand Ray (2009), which views e-
governance as a way for the state to reconstsighige in the eyes of citizens. The broader
problem area, centered on the role of e-governamteage formation, has been converted,
through theory of technology, in two questions,roring the two symmetric domains of
image constructionand perception do new technologies provide the state, in devetpp
nations, with a way to recast its image, and if moyw does this happen? And, how do
citizens receive new, technology-induced imagesthad state? While the theory of
technology has been utilized to structure the twestjons, the theory of action has played
another fundamental role: namely, it has framed shely, by identifying anti-poverty
technologies of rule as the key space of image dtiom on the state in the postcolonial

developing world.

In Chapter 4, | have detailed the methodology tghowhich | have conducted my research.
To do so, | have relied on Crotty’s (1998) schemele foundations of social research: a
social constructionist epistemology, reflected by thoice of an inherently subjective unit
as the image, has been matched by my choice ofesmimgnthe research questions through
an interpretive case study. In terms of the methlagoutilized, the chapter has highlighted
two lines of continuity: the first one connects theory of action to the choice of my case
study, which led me to study a food security progre as an image-forming technology of
rule. The second one connects the research questiany method for data collection and
analysis: to questions on the image of the statesteucted and perceived in the mind of
citizens, | answer with a method aimed exactly »ttagting the components of image
formation processes, as they feature in people'satiees. This method, based on
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Boulding’s theory of cognition, is centered on whatave termed a “historiography of
images”: based on the narratives of respondentsavie identified themessageg(in
Boulding’s sense as external inputs) containechem and observed the ways in which
these are combined in the formation of images efdfate. An additional form of learning
has focused onalue systemis image formation, appraised through long-ternmkanin close

interaction with the studied communities.

In Chapter 5, | have described the case studiedisrwork: given the combination of two
objects, i.e. a food security programme and a togical artefact computerizing it, | have
articulated my recount in three different levels, the food security programme (the Public
Distribution System, or PDS) in India as a whots,iinplementation in the state of Kerala,
and the state-level software through which it hasnbdigitalized. The technological object
of my study is the computerized PDS in Kerala, knoas electronic PDS or e-PDS:
computerization, from which the programme has teduhas been developed through three
layers, the first one of which consists in the wdiligation of ration card records for all PDS
users in the state. The second layer consists ®RMPDS, a software implemented in the
administrative units of PDS, known as Taluk Suppffices (TSOs), to automatize the four
main functions of the programme: ration card mamagd, intra-district allocation of
commodities, monitoring of the supply chain, andovkased communication with users.
The third layer of computerization, currently mayitowards implementation through a
pilot project in Trivandrum, consists in the intaion of TETRAPDS module 1 with
UID/Aadhar, the system aimed at guaranteeing aliaim citizens unique identification
through biometric details. The sum of these thite@sps, resulting in the distributed artefact
known as e-PDS, is the core of my study: througH have observed how technology

influences the construction of state images, aant ferception in the eyes of citizens.

Having described my case study, | have presentedrihlysis of my data: chapter 6 answers
my first research question, on the role of e-PDShia process through which the state
attempts to reconstruct its own image. Based onnthesages retrieved in respondents’
narratives, | have found two mechanisms throughcltiinis process unfolds: the first one
lies in the inclusion of the front-end modules dETIRAPDS, namely the ration card

application and WebPDS, in the system of serviteskahaya, the telecentre project that
has changed Kerala’s main space of encounter bettieestate and citizens. The second
mechanism lies in the problem-solution nexus that programme, as it is constructed,
embeds in its technology: by depicting ration desabes the main agents of corruption, and
biometric identification as the solution to the lgem, e-PDS is portrayed as an optimal
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problem-solving technology, which constructs thatestas an efficient and accountable
provider. These two mechanisms, extracted fromatiags, lead me to answer positively to
my question: the state seems, indeed, to use ebixshd its technical functions, in order to

recast its image in the eyes of citizens.

In Chapter 7 | have presented the continuationyanalysis, consisting in the response to
my second research question, on the perceptidmedstate’s self-reconstructed images from
citizens using the PDS. On this, in contrast todbeain of image construction, Kuriyan
and Ray’s vision does not offer a structured prec#gheorization: therefore, in answering
this question, | have used my own concept of atéhisgraphy of images”, as a tool to
frame and order my data analysis. To do so, | haed the maps of image formation
processes, through which | have organized my refgur’ recounts: my technique, based
on Boulding’s vision of image formation procesdess led me to understand the messages
contained in interviews, which concur to the fonmatof images of the state. The numerous
forms of input, collected in this space of analyb@ve been classified in three areas: these
belong to the direct experience of the programmetst constructions in the social public
sphere, and to its productions in the politicatwits in which people participate. What
emerged from this is that citizens, in appraismmgges of the state, do not take them at face
value, but re-elaborate them through the spacésade formation that they encounter in
their daily lives: the real capability of the state reconstructing its own image, seems

therefore to find a limit in the inputs that peopkperience on an ordinary basis.

In Chapter 8, | have described the process at dlo¢ of the theoretical contribution

presented here, which consisted in moving from rmagecstudy findings to broader
theoretical propositions. To do so, | have followied process of analytic generalization as
described by Yin (2003): this is substantiatedvio {phases, i.e. a conceptual claim that
findings bear upon a particular theory, and anresita of this claim to a domain that exists
beyond the case study. In terms of the conceptamhgcl have shown that my findings bear
upon existing theory in two ways: in terms of imagastruction, | have confirmed the main
argument of Kuriyan and Ray’s theory of technologyg, evidence of self-reconstructing
behaviour of the state through e-PDS is found enférm of two different mechanisms. As
far as image perception, which Kuriyan and Ray dd conceptualize explicitly, is

concerned, existing theory is instead expandedutiir my view of a “historiography of

images”, | have found a way through which citizestsicture their perception of these
images, through the inputs that they encountetéir tdaily lives. These results, which
imply confirmation and simultaneously extensionexisting theory, are then transferred
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outside the case study, through the theorizatiom twfofold enabling mechanism linking e-

governance to human capabilities through the mehimstitutional improvement.

The outcome of this process of theory-building,noore specifically, of expansion of theory
through the findings of my case study, has beestithted as a conclusion to Chapter 8, and
constitutes, in itself, the main contribution of miesis. My PhD can be seen, overall, as a
project in which a theory of technology, developedhe field of ISDC, is confirmed in its
main argument on image construction, and extenaléloet previously unexplored domain of
perception of the state’s self-reconstructed imadesnoted below, implications of this
work extend to the domains of theory, methodology practice: the heart of the thesis, as a
PhD project in information systems, lies in theeesion of an existing theory of technology,

which illuminates relevant dynamics in e-governafocedevelopment.

9.2. Implications

My results, and the conceptual propositions devedofrom them, have implications that
pertain to the domains of theory, methodology, sgmdctice. Beyond contributions to
existing theory, a new technique for data collecttiand analysis is proposed, which
introduces the “historiography of images” in them@in of narrative analysis. Besides,
practical considerations are made with respect& itmplementation of e-PDS, both in
Kerala and in India as a whole, and more broadié¢dfield of e-governance in developing

countries. Implications for each domain are outlibelow.

9.2.1. Theoretical Implications

This research has been grounded on a twofold ctunalefsamework, resulting from the
combination of a theory of action, focused on exjtg citizens’ processes of image
formation on the state, and a theory of technologlyich articulates, with reference to
developing nations, the role of e-governance inpiteezesses under discussion. Conceptual

implications emerge with reference to both domains.

Theory of action my work has been centred on image formation tjnothe PDS,
conceptualized, as per Corbridge et al. (20053, tshnology of rule that plays a major role
in shaping citizens’ images of the state. The figdi from my case study reveal that
citizens’ processes of image formation are baseihuits that they encounter in their daily
lives: these are situated in spaces on which palittontrol, which governing powers may
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exert, is limited. Images of the state, as foundni research, are constructed primarily
through ordinary practices, in a way that mirroreri€idge et al.’s notion of an
“anthropology of the everyday state”: their roote dound in citizens’ encounters with
service providers, and with the institutions to ethithey belong. Encounters may be
structured through direct experience, or mediatethk depictions of providers embedded
in the spheres of society and politics: these spalyeng largely outside governmental
control, limit the capacity of the state to reconst its own images. Viewed from this
perspective, Chatterjee’s application of the logit governmentality to postcolonial
developing nations, which postulated a top-downntratling nature of anti-poverty
technologies of rule, seems to enjoy limited poimedetermining the ways in which people

form their images of the state.

This conclusion is to be harmonized with Corbridge al.’'s (2005) perspective on
Chatterjee’s theory. On the one hand, as the aaibloserveex post Chatterjee’s work on
governmentality in contemporary India constitutes $tream of theory that looms largest in
“Seeing the State” (Corbridge et al. 2007: 612). tBa other hand, as compared to this
vision, the same book argues for a higher capadfityndian governance structures to
determine recipients’ participation: recent antiigady measures, developed in the context of
decentralization implied and enacted by the Parath&®aj reforms (see Chapter 3), have
determined “more direct sightlines of the stateDQ2: 613), which systematically increase
local governments’ capability of dialogical intetiao with programme beneficiaries.
Corbridge et al., therefore, build on Chatterjegdyglaborating his view: in response to the
top-down logic of governmentality, which lies aethore of the “politics of the governed”,

they propose an alternative, more participatoryception of Indian governance structures.

In arguing that citizens’ processes of image foromabn the state are determined, beyond
purposeful reconstructions, by spaces encounterdieir daily lives, my contribution can
be read in the perspective of this debate on gavem The standpoint of Corbridge et al. is
indeed optimistic, albeit cautiously so, on the aality of recent reforms to determine
citizens’ involvement in anti-poverty strategiesiettop-down nature of development
measures, which emerges from Chatterjee’s wotkgiefore countered by the participatory
moves that the new anti-poverty strategies involWaat my research has found, in the field
of citizens’ image formation on the state, is arottcomplementary limit to this logic:
indeed, citizens seem to think of the state in aenedependent way, dominated by direct
and mediated encounters with it, rather than byegisting structures of government. My

argument, for which the logic of governmentalityedaot extend to citizens’ processes of
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image formation, acts therefore as a compleme@otbridge et al.’s view, on the extent to

which this logic is really surfacing in governarstauctures in contemporary India.

Theory of technologythe extension of the theory utilized here, onrtle of technology in
developing country citizens’ processes of imagenfdion on the state, constitutes the heart
of the thesis. The theory on which my conceptuahiework is based views e-governance as
a tool for the state to reshape its image, recoctty itself as an efficient, accountable
service provider. My contribution to this, as didiabove, is twofold: first, theory on
image construction is confirmed, as the stateesved in action — through two mechanisms
of reconstruction — as it rebuilds itself througlbmputerization of an anti-poverty
programme. Second, theory is expanded with resjmedmnage perception, as | openly
theorize on the way in which these images are vedeby citizens, arguing that perception
is grounded on inputs that people encounter i thegly lives. An additional contribution,

in the analysis of these inputs, proposes to ifletiiem on the basis of the physical and

socialloci in which they find their origin.

Implications of these findings, extended to broatieoretical propositions through analytic
generalization, are related in the first place $®C, the field in which the research is
inscribed. In this domain, as illustrated in Cha@emy work entails the confirmation and
expansion of theory by Kuriyan and Ray (2009), Wwtionceptualizes the technology-based
construction of images, but does not openly stnectuview on their perception in the eyes
of citizens. As a result, the stream of theorytethby Madon (2005) on image formation in
ISDC is enriched by additional insights, pertaintogthe study of governing interactions
that the Sociology of Governance introduces infald. This constitutes, as viewed above,
the essence of my theoretical contribution: antexjstheory of technology, designed and
applied in the field of ISDC, is confirmed with pest to its main argument, and expanded
through theorization of the domain, so far not geplored in theoretical terms, of image

perception through technologies of e-governance.

Albeit my research has been purposefully articdlatghin the domain of ISDC, my work
can be read, at the same time, from a broadermaoon systems perspective, which has
informed the gnoseological bases of my theory dhrtelogy. Reading my thesis from this
angle leads to additional implications, pertainitmgyond e-governance in developing
nations, to theories in the field of IS at largést the vision of technology as a “carrier of
policies” — articulated by Cordella and lannacd@), in terms of how ICTs are used by
governments to advance their own political target$eatures strongly throughout my
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empirical study: the government of Kerala is fotmdonstitute, indeed, a paradigmatic case
of this use of technology. This emerges in the wenystruction of the state’s e-governance
infrastructure, based on telecentres in which thkies of accountability are enhanced,
through the strategic construction of trust relagiovith users: technology is utilized, in this
respect, to turn the objective of empowerment thhotechnology, conceived in abstract
terms and prescriptions, into reality. Existingtl®ory is therefore reinforced by my case
study, as the use of e-governance in Kerala showstéchnology, due to how it is designed

and implemented, can act as a physical carridreopolitics of empowerment.

Second, the contribution developed here entailgesgon of a view in a longstanding
debate in information systems, reviewed, in Chaf}tein terms of a dialectics between
situatednes®f technology andegulation of human behavioural dynamics through it. As
detailed above, Kuriyan and Ray’s view of technglog located at the interface between
these two visions: the former, arguing that tecbgwl is by nature malleable and
interpretable by its users, is countered by thiedabased on the implicit power of ICTs in
determining user behaviour. My contribution, readhie perspective of this debate, seems to
partially support the standpoint of regulation: éed, in the absence of technology’'s
influence on human action, ICT-based mechanismisnafje construction, adopted by the
state, would have no consequence on citizens’ lietnavAnd still, there are limits to this
perspective: these coincide, as reviewed aboveh Wit spaces of image formation
encountered in people’s daily lives, on which tbgam of the state, even when mediated by
technology, is found to be constrained. Hence, pbssibility of “governing through
technology” is supported, in my research, only noeatent: in trying to do so, governors

encounter a limit, based on tleei of image formation which lie beyond their control.

An important note here is that these observatishde based on a piece of work in ISDC,
transcend the domain delimited by this field ofeagsh, and feed into considerations that
belong to the perspective of the IS domain as deviitne presence of these considerations,
and their capability, implicit in their very natyréo bridge the gap between ICTs for
development and general IS theory, confirms theiraemt of Avgerou (2008), for which
visions developed in ISDC have significant potdntia contribute to the domain of
information systems as a whole. Indeed, only readiy work through an IS perspective
has led to conceptual emergence of these implitsitihis seems to prove, in the microcosm
pertaining to my research, the presence of a psooéscross-fertilization, which leads

general IS and ISDC to mutually learn and takegimsi from each other. As argued below,
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further exploration of these dynamics of crossHfeation constitutes one of the main fields

in which my future research will be directed.

9.2.2. Methodological Implications

In this work, | have asked questions related tocthrestruction and perception of images of
the state, and studied these processes on the diasispondents’ narratives. To do so, |
have developed a particular technique to carry tbematic (content-based) narrative
analysis, aimed at “writing the history” of the igeaformation processes contained in the
recounts of people. This technique, as detaile@hapter 4, has been articulated on three
phases: first, amd hocconstruction of the interviews’ topic guide, aimadgrasping the
elements that concurred to shaping state imaggsaiticular ways. Second, a study of
respondents’ narratives on the basis ofrtlessagesintended, as of Boulding’s theory, as
external inputs to images) contained in them, wlaidbwed me to re-write interviews in the
form of maps of image formation processes, a pmaeedvhich | have termed a
“historiography of images”. Third, a final synopsithe processes identified, in response to
my two questions: this synopsis, illustrated thitodlge visual means of macro-maps, has
brought to light two mechanisms of ICT-based imagestruction, and a plethora of inputs

of image perception, structured in three diffedent of formation.

This method, for how it has been conceived and Idpeed, is inscribed in the stream of
narrative analysis started by Mishler (1986) with hotion of co-construction of interviews,
as a process of active collaboration between irgeer and respondent. Which implications
does this new technique, explicitly aimed at usiagatives to grasp the dynamics of image
formation, have for the field? On the one hand,uke of respondents’ recounts to look at
images does not implyer se a high degree of originality: processes of imégenation
occur, in fact, in the domain of the individualgignitive sphere, and narratives constitute
the only way to make it explicit and researchaBll, the novelty implicit in my work lies
in the usage of a specific theory, i.e. Bouldingerk on human cognition, to structure both
the collection and the analysis of interview data:my technique, the construction of
interviews is aimed at grasping image-forming mgssawhile the analysis is made out of
maps that trace processes connecting messages testhiting images. Value systems, an
element of Boulding’s theory whose tacit naturéhdgdly translatable in narratives, have
been appraised etnographically, through long-terkvin close contact with respondents’
communities. This technique has resulted in a ntkthat articulates, through the building
blocks of an existing theory, the study of imagestouction and perception.
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The method centred on the “historiography of imagesenstitutes, therefore, my
contribution to the methodological domain of nawatanalysis. Indeed, studying image
formation on the basis of narratives does not aatmally constitute an innovation: what
my work contributes is, instead, a structured wayridertake this type of study, based on a
theory that specifies exactly the ingredients thahcur to the formation of images.
Boulding’s work, which | have used to create thistinod, has fitted exactly this purpose: by
using an existing theory of cognition, | have ceelas technique to answer in a structured
way to questions of image construction and peroaptbrganizing these processes in the
elements of narrative that constitute their buidblocks. It is, therefore, my view that my
contribution, embodied by this novel techniquedénits relevance in its capability of
providing a systematic, theory-based method toysiothge formation processes on the

basis of people’s narratives.

9.2.3. Practical Implications

My research, focused on the computerization ofnaiieh food security programme, looks at
the role of e-governance in citizens’ processesimaige formation on the state. Practical
implications from this work arise at three differéevels: first, there are lessons which arise
with reference to the specific case studied, ctuistl by the e-PDS programme in Kerala.
Second, considerations emerge at the all-Indial,lesgce the PDS is implemented in the
nation as a whole — and several states, at themréme, are undertaking computerization
of its logistics. Third, conclusive lessons frone study are applied, in broader terms, to the

domain of e-governance in developing countries.

PDS in Kerala As found in my study, computerization of the PD%erala is based on four
modules, each of which revolves around one of theflanctions of the programme: ration
card management, allocation of commodities, momigprof the supply chain, and
interaction with users through WebPDS. My reseamvestigating the programme in the
field, has found that digitalization is highly mateveloped on module 1, based on the ration
card management system (RCMS), than on the backreodules of allocation and
monitoring: these parts of the TETRAPDS softwarefact, are still in an early stage of
development, and lacking from provision in sev8i@Ds. The analysis of narratives at the
government level has led to a potential explanatborthis: module 1 is, indeed, the one at
the centre of the problem-solution nexus embeddéld e-PDS technology, through which
the state is attempting to reconstruct its own indkhis nexus, presenting ration dealers’
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misbehaviour as the main problem of the PDS, mrisdrd RCMS, and its integration with

Aadhar, as the optimal technology to detect coionpt

On the one hand, in the logic of image constructi@t | have observed here, the strategy
focused on this problem-solution nexus makes feise, as a well-functioning front-end
module can reasonably be able to increase the gigrgef state’s efficiency in the eyes of
citizens. Yet, on the other hand, full focus oftaaire development on a single module may
lead to a significant drawback: namely, that ofleeting implementation of other modules,
especially the one focusing more directly on mamtp the supply chain to detect
corruption. As shown, in particular, by citizensirratives in this study, the “rice mafia” and
its consequences are still very real in Kerala: #msl problem, substantiated in endemic
diversion of PDS commodities to the market, is hasdlved by full focus on the biometric
identification of buyers. Data on e-PDS programneesiducted outside Kerala, with
particular reference to Chandigarh — whose expeeiai computerized PDS is known, as
noted above, as one of the most successful in,Isdjgport the conclusion that supply chain

monitoring needs to be at the core of PDS digdilim.

With specific regards to Kerala my research suggeberefore, a change in the current
computerization strategy, which should move fronerogliance on RCMS — prospectively
integrated, as noted above, with the Aadhar systéma more holistic approach, involving
equal development of the back-end modules of TETBR&PFOnN the one hand, RCMS and
Aadhar do not seem to constitutper se a wrong direction for e-governance:
notwithstanding the issues (reviewed below) raiggditizens towards this, the argument
implicit in the problem-solution nexus seems tosbkd, and proposes a concrete strategy to
prevent misbehaviour of ration dealers. Yet, thaasion found on field is one in which this
is accompanied by relative neglect of other modutspecially the one that, through
inspections and monitoring, is more direct in facihe problem of the “rice mafia”. Should
this situation continue, back-end modules develgzednti-corruption tools will continue to
suffer from significant underdevelopment: this iy advocate, with respect to Kerala,

more explicit focus on the monitoring aspect of RidSputerization.

PDS in India As observed in Chapter 5, the PDS programme islbimdia one: its
guidelines and regulations are established by thatral government, whereas its
implementation is managed at the state level. Tidysconducted here, viewed in a nation-

wide perspective, has implications for other statspecially as the National E-Governance
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Plan (2012: 5) openly recommends computerization PRfS logistics for all local

governments. Lessons at the all-India level cagrbaped into three themes.

The first consideration is an extension, to the epttstates embarking in PDS
computerization, of the lesson just derived witbpext to Kerala. What | have argued above
is that the state, in performing its process ofgeneeconstruction, is highly prioritizing one
of its front-end modules: this makes sense fronp#rspective of image construction, but it
results, problematically, in neglect of back-enddules, whose capability of detecting
corruption could potentially be significant. Thesden for other states, here, lies in the
importance of carrying out balanced implementatibrdifferent modules: it is, indeed, in
the back-end part of the system, with specific régao supply chain monitoring, that

technologies aimed specifically at combating thee'mafia” are located.

The second implication lies in a lesson learnedthfoitizens’ narratives, which, as noted in
Chapter 7, features very strongly across respoadetounts. Interactions with PDS users
have taught me that the “rice mafia”, revolvinguard diversion of PDS goods to the market
and resulting in discontinuous supplies at theorathops, is perceived very strongly in the
collective experience of the system, and still titutes, to the present day, a reality that
strongly calls for action. Unlike similar initiatbg, the PDS does not seem to suffer from
generic problems, to be tackled through a standggpioach to computerization: users’
narratives, confirmed by the literature reviewedChtapter 5, strongly point towards the
existence of a specific problem of diversion, whigsults in putting in peril the food
security of many households. This implies, in muadiag of the data, that state-level
computerization of PDS should be conducted in dliigpurposeful way: e-governance
programmes, rather than unfolding through the faemeral functions of Heeks (2001,
reviewed in Chapter 2), should be explicitly aimat tackling the “rice mafia”, and

consequently developed to address this objective.

The third lesson, for Indian states engaging imbnputerization of PDS, is related to
integration of Aadhar in the new system. On the lngned, campaigns for Aadhar enrolment
are being conducted throughout the nation, ant¢inefits of integration of this system with
PDS emerge strongly from the problem-solution nexexsewed above. Nevertheless,
citizens’ narratives present, in many instancesetaof serious concerns on this: these are
motivated, in the first place, by the potential legs@mnary effects that a move to UID-
enabled cash transfers, in a state with largelyankeéd communities, could determine.

Secondly, citizens point to the fact that corrupti®s endemic across the PDS supply chain,
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whereas Aadhar’s technology, focusing on the itkewti buyers, only enables detection of
transaction at a single level, the one of ratioopsh Finally, a more radical critique observes
that Aadhar may, in fact, dismantle the PDS ass iturrently organized: ration shops,
delinked from the pool of households registerechwach one, may beconte facto
unnecessary, and be substituted by a system oaiskck grocery stores. Information on
Aadhar, contained in these recounts, may be somastincomplete or politically biased:
still, the picture emerging from people’s narrasiventails serious doubts, which should be

taken into consideration by states attempting natisgn of Aadhar into the PDS.

The National Food Security Act, passed by the eémovernment in August 2013, has
significantly influenced Indian food policy, maximmg entitiements to the BPL and further
reinforcing targetization. This constitutes a dgemlevant policy change at the national
level: yet, the centrality of PDS, as the natiomain and widest food security programme,
remains unchanged. In a nation where poverty anddmnstill rank among the highest in the
world, and where the food security system is sigaiftly hindered by criminal diversion of

commodities to the market, the necessity to usentdogy to solve these problems is real,
and clearly stated in the prescriptions of the &&tl E-Governance Plan. In this situation,
characterized by a so highly widespread and senwablem, the urgency of problem-

solving through e-governance constitutes a muchemigriority with respect to the need for

image construction.

E-governance in developing countrid® conclude, transcending the geopolitical domain
of Kerala and India observed so far, | reflect deva broader implications, pertaining to the
field constituted by e-governance in developingamat In particular, there are three lessons
derived from this research, whose contributionibesrto the domain of e-governance for
development in a general sense. The first lesseniyatl from the case study of e-PDS,
pertains to design decisions within e-governanagnammes in developing nations: the
second one proposes, instead, a particular readitige notion of good governance, which
departs from the established normative meaningisfdoncept. The third lesson concludes
by stating the normative value of the twofold enmapimechanism that links ICTs to better

institutional behaviour, and this in turn to thdi@wement of human capabilities.

In my case study of e-PDS, the use of technologgriti-poverty programmes has been
observed under a twofold perspective: this invglvigstly, a target of improvement of
service provision, which constitutes the main otdjecfor which e-governance systems are
constructed. A parallel vision, on which this wdilks focused directly, is that of using
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technology within the self-reconstruction of theatets image: with computerization,
governments change (not only the nature of theirices, but) also the way in which they
structure the representations of themselves taecisi. In the thesis | have noted, with
respect to the e-PDS in Kerala, the presence &-ttdbetween these perspectives, as
considerations related to image improvement — gimogsheer enhancement of TETRAPDS

module 1 — have led the government to factual meégliethe remaining parts of the system.

The first lesson derived here is that, in the cdntd developing nations, the trade-off
between service improvement and image reconstrustiongly calls to be solved in favour
of the former. On the one hand, the state’s caipaloif constructing an image of itself as
efficient and accountable, through the means ofwemance, is a positive thing, as it can
foster dynamics of trust that may result in sot@tes-citizen relations. On the other hand, in
the thesis | have dealt with conditions of geopmit and institutional frailty, which
constitute, as of Brett (2003), a common denomma&bothe developing world: these
situations, epitomized here by India’s food segupitoblem, call for image construction to
be seen as secondary, when balanced against taméaprove the substance of service
provision. If a trade-off of this kind exists, whelesigning e-governance programmes, it
needs to be tackled by prioritizing technologieat thptimize the actual capabilities of the

State.

The second implication of my research refers to shymificance of “good governance”
resulting from it, viewed with respect to what R¢$899), as described in Chapter 2, refers
to as the “normative meaning” of this term. In tkision, as noted above, governance is
referred to as “good” when it results in rollingckathe state, and introducing NPM
incentives to optimize efficiency in public admin&tion. In other words, good governance
coincides with a lower presence of the state, arltigher utilization of market-based
incentives in government: as reflected in the NPhMagsophy, this is aimed to achieve
optimal outcomes in terms of efficiency, decennation, accountability, and ultimately
“marketization” of the administrative machine. Thisw is problematized, as noted above,
by Kooiman'’s theorization of the Sociology of Gavance, in which governance is regarded
as good (not when the state is rolled back, bu@nimteractions among the “governors”

and the “governed” work in a mutually beneficialywa

In the light of these different meanings, doesdhse study of Kerala, as recounted in my
thesis, constitute a paradigm of “good governandeif?the one hand, the government's

strong intervention on food security provisionspexsally as a result of the system’s
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collapse induced by targetization, makes it vesfatit from the idea of a rolled-back state.
By re-estimating internal poverty levels, providispgecial concessions to ration dealers, and
redesigning the PDS through digitalization, the ggoment has intervened directly on the
reconstruction of the food security system at ttaeslevel. In the standard, normative
meaning of the term, the government of Kerala ésefore far from providing an example of
“good governance”: redistribution of primary nedagsgoods, traditionally seen as a key
pillar of local policy, has been enacted througledi intervention of the state, conflicting, at
times, with the prescriptions of structural adjustmn (e.g. maintaining, in spite of

targetization, a subsidy on PDS commodities toARE).

On the other hand, the insights gained through ssearch, and the observation of a
programme in which digitalization is functional ttee construction of a more accountable
system, led me to think of “good governance” inaywhat departs from the one implicit in

NPM. The Kerala development experience tells theysif a state that takes action towards
fair outcomes in the redistribution of resourcas] follows the same line when intervening
in order to revamp the food security system. Tharystrecounted here, through the
microcosm of e-PDS, reveals that “good governardegs not necessarily mean ‘“less
government”: Kerala is a state in which governmieatdion, as it has been devised, is
reconstructing a food security system that wastdedollapse, in effect, exactly by those
structural adjustment policies that should haverowed the systems’ outcomes for all India.
The lesson | have learned here, mirroring MadoB®05) problematization of this core

concept, is that “good governance” is far more demgthan a simple act of rolling back the
state: it results, instead, from a set of meastiras harmonizing the “governors” and the

“governed”, lead citizens to obtain entitlementtte goods and services that they demand.

The third implication brings me back to the twofadabling mechanism, identified in
Chapter 8 as the link that this research finds eetMCTs and human capabilities, passing
through the means of institutional improvementavd argued that technology is a potential
enabler of better institutional behaviour, and thesg plays, in turn, a specific function in
development: namely, that of enabling people toimepe their capabilities, towards the
pursuit of their own life plans. This results intlgeoretical paradigm that establishes a
connection between ICTs and capability-orientedettgyment: at the same time, this
paradigm has practical consequences, because itesninstitutional behaviour along

specific lines of action in e-governance. It ighiese lines of action that | now turn.
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As noted when outlining the research domain ofthesis, e-governance has been viewed,
over the last few decades, as one key means forinipeovement of institutional
mechanisms in the developing world. However, theumence of failure in e-governance
interventions (Heeks 2005), along with the condkat ICT diffusion may actually reinforce
the dependency of developing countries (Wade 2002 to the question on what exactly
can be done, to maximize the capability of ICT-lblaggerventions to result in positive
outcomes for their beneficiaries. As taught by eamgorary history of ICT-based
development, the deterministic idea according tdcwidiffusion of new technologies
automatically results in higher prosperity is notirid to match the reality of facts. What is
needed, in the place of deterministic linkages, $&t of indications on how technology can

be practically translated into better developmentames.

The strength of my approach, from a practical poinview, lies exactly in the fact that it
entails a specific recommendation for institutiodatision-making, by suggesting a way to
devise e-governance interventions on the basis ittfens’ needs. According to this
approach, e-governance design should be carrieditlutan explicit orientation to human
capabilities: in other words, when ICTs are usedhprove the public sector, intervention
should be carried out in the light of specific ftiopalities to be optimized.
Paradigmatically, this is what the Government ofdfa aims to do: having identified the
need to maximize citizens’ capability to accesssglibed food, it informs system design
according to this specific capability-oriented psp. There are, indeed, roadblocks at the
stage of implementation, but the intentionality indhthe system (Masiero 2012) is in line
with the idea of capability-oriented developmentéf tailored in order to expand people’s
capabilities in one domain, e-governance findsearcéense of purpose, and this constitutes

the root of alignment between intentionality antlatintervention.

This is the practical lesson with which | concludg review of implications: in order to be
informed by citizens’ needs, e-governance intemeast should be aimed at maximizing
people’s capabilities. This type of system desigovigles locally relevant content, as it is
informed by the capabilities that need to be expdnd a given setting: at the same time, it
maximizes alignment between technology and peogbisty to develop their own life
plans. In contexts of institutional frailty, comniprencountered in the developing world, e-
governance should be the root of institutionalriveations that place human capabilities at

their core.

203



9.3. Further Research

The end of a PhD, as it comes into sight now thatanr-year research time has come to a
close, does not constitute a “conclusion” in theretlogical sense of the term. Over the last
four years, my academic path has been crossedpistizora of pointers for further study:
the end of my PhD project coincides, in my intemfiavith the beginning of my exploration
of these areas, informed by the many lessonsltleairme spent as a doctoral researcher has
taught me. In conceptualizing the directions inalkhiny research will evolve, the relevance
of these lessons has been paramount: | firmly \elibat looking forward, at the end of a
PhD, is indivisible from looking backwards, at wisich a long-term, intensive research
project has left in the cognitive vision of theeascher. My way of detailing my pointers for
further research is, therefore, deeply imbued \lign main lessons | have learned in the

years of my doctorate.

From the point of view of theoretical domains, mygose is to continue, as | have done in
the present project, to dedicate my contributianthe field of ISDC. Four years in this area
have impelled me to come to terms with a challemd@etor in this respect: the point is that
ISDC research is noper se automatically part of the information systems dom and
inscribing it in this field may sometimes constitat problematic moment for the researcher.
The reason for this, according to my interpretati@s in the intrinsically interdisciplinary
nature of our field: there are instances, and tmystitute the norm in ISDC, in which
technology does not tell the whole story to be veted, and, to be conceptualized as a
research object, it needs to be harmonized wittsiderations in domains as varied as
development, geography and politics. It is, aslaisefour years have taught me, this nature
at the interface between several domains, thattitates the main factor of richness in
ISDC: and still, at the same time, it can be seeitsamain weakness, as it drives us away

from the nature of “pure discipline” that acts asoarce of strength in other fields.

Nevertheless, another key lesson has been thafftire of positioning one’s ISDC work in
IS, making arguments in order to sustain our presém the field, can be deeply rewarding
from the point of view of learning, which makes thbove challenge a worth one to be
taken. As the research process has taught me, sahdhave illustrated in the theoretical
implications of my work, ISDC is a domain that gamovide important contributions to the
IS field: not only can it apply IS theory, oftenvédoped in and for the Western world, to
developing country contexts, but it can also be dblgenerate new theory, adding to the
systems of knowledge that already exist. Furtheemitre reverse has proven to be true: an
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IS perspective can be, and it has been in my abssply useful to the study of ICTs for
development, as revealed by the fact that the asgurmof my thesis — based on the
expansion of an existing theory of technology a idirect byproduct of an IS perspective,
and could not have been developed outside it. plosess of cross-fertilization, between
ISDC and IS at large, has been seen in actionhimthole duration of my PhD: it is my
intention, as | continue my intellectual journey,darry on exploring it and demonstrating

its fruitfulness.

From the point of view of methodological insighits this work | have conducted narrative
analysis through a method developea novo centred on the technique of the
“historiography of images” framed in response to magearch questions. Starting from the
existing method of thematic narrative analysis, dvén adapted its technique to the
gnoseological object of my research: this has ginse to a novel way to conduct and
analyse interviews, based on examining inputs tagenformation processes as they are
represented in respondents’ narratives. This meth®d combines a firm grounding in an
existing technique with innovation in its actualnkings, has led me to the visualization of
processes that, as per the cognitive nature ofénfiagnation, can occur in a dominantly
tacit way: this has constituted an optimal devitderms of the work conducted here, and
has fostered my willingness of strengthening tlshhique by applying it to further
questions on image formation processes. In thdragtton of my research, the potential of
the “historiography of images”, as a tool for asahg people’s sightings of the state and the

mediation of technology within them, will be furthgeveloped and explored.

Finally, from the point of view of empirical contsnthe object of my work, i.e. the way in
which the Indian Public Distribution System is lgpicomputerized at the state level, is a
highly relevant one in the present historical phdte importance is based, beyond the
centrality of PDS as the main food security systerhe nation, on the requirements of the
last National E-Governance Plan, which openly c#dis all Indian states to undertake
computerization of the programme: research on tledkets needs, at this stage, to go
beyond a single-state perspective, and capturdythamics occurring outside Kerala. Over
the last four years, research on the empirics d BDmputerization has been an integral
part of my studies, and has been embodied in depieees of work (see Appendix 3 for a
list of publications): in collaborating on this Witledicated institutions, i.e. the LSE Asia
Research Centre and the Centre of Developmentestidivandrum, my focus has been on
the practical aspects of digitalization, and onléssons that the case of Kerala can yield for
other states starting the same process. As | lookhé future, | see my continued
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collaboration with these institutions as paramotmtontribute insights into one of the most

relevant processes of innovation in the Indian-patierty system.

A vision strongly embedded in my work, formulated Blyvbjerg (2002) and deeply

represented in my theory of action, points to thgpdrtance of “making social science
matter”, by putting the lessons learned from redeat the service of practical problems and
situations. By working on my PhD, | could appreei#tte implications of my research for
the biggest food security programme in India, adté implementation at the state level in
Kerala. Seeing the implications of the use of tetbyy, towards the diversion problem that
systemically threatens Indian food security, halsne to reflect anew on the nature of my
research, and to understand how practical involvenfer action against diversion to be
taken through e-governance, was indivisible from intgllectual journey. In other words,

my PhD has led me to understand, by means of eqng it in first person, what it means
to really engage in “making social science mattéhis has been the key lesson of my

doctoral work, and one that will inspire my reséaircthe future.
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