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Abstract : Government agencies around the world, including India, are incorporating digital technologies and processes into
their day-to-day operations to become more efficient. Despite low internet penetration (around 34.8% of total population) in
India, Government of India has made some public services mandatory to access online (e.g. passport, tax filing).This is insisting
citizens to access mandatory public services online. However, due to digital divide, all citizens do not have equal access to
internet. In light of this, it is an interesting topic to explore how citizens are able to access mandatory online public services. It
is important to understand how citizens are adopting these mandatory e-government services and how the adoption behavior of
these mandatory e-government services is different or similar to adoption behavior of non-mandatory e-government services.
The purpose  of  this  research is  to  investigate  the  factors  that  influence adoption of  mandatory  and non-mandatory  e-
government services in India. A quantitative technique is employed in this study. A conceptual model has been proposed by
integrating the influencing factors to adopt e-government services from previous studies. The proposed conceptual model
highlights a comprehensive set of potential factors influencing the adoption of e-government services. The proposed model has
been validated by keeping in view the local context of Indian society. Online and paper based survey was administered,
collected data was analyzed and results have been discussed. A total of 463 valid responses were received and further the
responses were analyzed. The research reveals that the influencing factors to adopt e-government services are not same for
both mandatory and non-mandatory e-government services. There are some factors that influence adoption of both mandatory
and non-mandatory e-government services but there are some which are relevant for either of mandatory and non-mandatory
e-government services. The research findings may help government or concerned agencies in successfully implementing e-
government services.
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