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ABSTRACT

This paper examines the transformative impact of Nara Lokesh’s "Mana Mitra" WhatsApp Governance
initiative on e-governance in Andhra Pradesh, India. Launched in January 2025, this pioneering digital platform
integrates 161 citizen-centric services, expandable to 520, across 36 government departments via a single
WhatsApp number (9552300009). Drawing on a mixed-methods approach, including document analysis and
user feedback from secondary sources, the study evaluates the initiative’s role in enhancing accessibility,
transparency, and efficiency in public service delivery. Findings highlight reduced bureaucratic hurdles, real-
time certificate issuance with QR code verification, and plans for Al and blockchain integration. Challenges
include digital literacy gaps and cybersecurity risks. The paper underscores the initiative’s potential as a global
model for e-governance while recommendingstrategies to address implementation barriers.
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INTRODUCTION

E-governance leverages information and communication technologies (ICT) to enhance government service delivery,
transparency, and citizen engagement (Bhatnagar, 2004). In India, Andhra Pradesh has emerged as a leader in digital
governance under the leadership of Nara Lokesh, Minister for IT, Electronics, and Communication. On January 30,
2025, Lokesh launched "Mana Mitra," a WhatsApp-based governance platform, marking a global first in integrating
public services through a widely used messaging app (Hindustan Times, 2025). With an official number (9552300009),
the initiative initially offers 161 services, including certificate issuance, bill payments, and transport-related services,
with plans to scale to 520 services across 36 departments (The Hindu, 2025).

This paper investigates how "Mana Mitra" redefines e-governance by addressing bureaucratic inefficiencies identified
during Lokesh’s 3,132-km Yuva Galam padayatra (Lokesh, 2025). It assesses the initiative’s impact on accessibility,
efficiency, and transparency, while exploring challenges such as cybersecurity and digital inclusion. The study aims to
provide insights for policymakers and contribute to the global discourse on digital governance.

Research Objectives:

1. Evaluate the effectiveness of "Mana Mitra" in improving public service delivery.
2. Analyze the technological and policy innovations driving the initiative.
3. Identify challenges and propose recommendations for sustainable implementation.

LITERATURE REVIEW

E-governance enhances government efficiency by integrating ICT into public administration (Heeks, 2006). Mobile-
based governance, or m-governance, extends this paradigm by leveraging ubiquitous mobile platforms (Kushchu &
Kuscu, 2003). WhatsApp, with over 2 billion global users, offers a scalable platform for citizen-government interaction
(Statista, 2025). Previous studies highlight India’s e-governance advancements, such as Aadhaar and Digital India, but
note persistent challenges like digital literacy and infrastructure gaps (Sharma & Gupta, 2019).

Andhra Pradesh’s prior e-governance initiatives, like Digital Andhra Pradesh, laid the groundwork for "Mana Mitra"
(World Economic Forum, 2025). Unlike traditional portals, WhatsApp’s conversational interface reduces technical
barriers, aligning with Lokesh’s vision of governance "at the press of a button" (The Indian Express, 2025). However,
literature warns of risks, including data privacy and unequal access in rural areas (Misra, 2021). This study bridges
these gaps by analyzing "Mana Mitra’s" real-time impact and scalability.
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METHODOLOGY

Research Design
A mixed-methods approach was adopted, combining qualitative document analysis with quantitative data from
secondary sources to evaluate "Mana Mitra’s" implementation and impact.

Data Collection

o Document Analysis: Official government press releases, media reports (e.g., Hindustan Times, Elets eGov),
and Lokesh’s public statements on X posts (2024-2025) were analyzed to understand the initiative’s design
and objectives.

e Secondary Data: User engagement metrics (e.g., service uptake) and feedback from news articles and social
media were collected to assess citizen response.

e Policy Documents: Agreements with Meta (October 22, 2024) and cybersecurity directives were reviewed to
evaluate technological and regulatory frameworks.

Data Analysis

Qualitative data were thematically coded to identify key themes (e.g., accessibility, transparency, challenges).
Quantitative data, such as service expansion (161 to 200 services by March 2025), were analyzed descriptively to
measure scalability. The analysis was guided by Heeks’ (2006) e-governance success factors: access, process efficiency,
and citizen trust.

Ethical Considerations
The study relied on publicly available data, ensuring no privacy violations. Sources were critically evaluated for bias,
prioritizing verified reports.

RESULTS

Accessibility and Service Delivery

"Mana Mitra" enables citizens to access 200 services (as of March 2025) by messaging 9552300009, eliminating the
need for multiple office visits (New Indian Express, 2025). Services span revenue, energy, transport, and municipal
departments, with 50 million citizens targeted (Lokesh, 2025). User feedback indicates high satisfaction due to the
platform’s simplicity, with services like caste certificate issuance completed in real time (Elets eGov, 2025).

Technological Innovations

Certificates issued via "Mana Mitra" feature QR codes linked to the Andhra Pradesh government website, reducing fake
certificates (The Hindu, 2025). The platform’s collaboration with Meta ensures scalability, with plans for Al-driven
chatbots and voice-based services in phase two (Deccan Herald, 2025). Blockchain integration is proposed to enhance
data security (Elets eGov, 2025).

Transparency and Efficiency

By connecting 36 departments, "Mana Mitra" streamlines processes, reducing bureaucratic delays (Hindustan Times,
2025). Real-time governance dashboards and a door-to-door awareness campaign (“Mana Mitra at Every Home,"
launched April 15, 2025) promote transparency and adoption (The Hindu, 2025).

Challenges
Despite its success, "Mana Mitra" faces challenges:

Digital Literacy: Rural citizens struggle with WhatsApp navigation (Misra, 2021).
Cybersecurity: Chief Minister Naidu emphasized strengthening forensic measures to prevent data breaches
(NDTV, 2025).

e Scalability: Expanding to 520 services requires robust infrastructure (The Hans India, 2025).

DISCUSSION

"Mana Mitra" exemplifies m-governance by leveraging WhatsApp’s ubiquity to democratize access to public services.
Its success aligns with Heeks’ (2006) framework, particularly in improving access and efficiency. The QR code system
enhances trust by ensuring document authenticity, addressing a key e-governance barrier (Sharma & Gupta, 2019). The
initiative’s scalability, evidenced by rapid expansion to 200 services, positions Andhra Pradesh as a global e-
governance leader (World Economic Forum, 2025). However, challenges persist. Digital literacy gaps, especially in
rural areas, mirror findings by Misra (2021), necessitating targeted training programs. Cybersecurity risks, highlighted
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by Naidu’s directives, require robust protocols to protect citizen data. The planned Al and blockchain integration could
address these issues but demands significant investment and expertise (Kushchu & Kuscu, 2003).

Compared to global m-governance models, such as Singapore’s SingPass, "Mana Mitra" is unique in its use of a
messaging app, offering a low-cost, scalable solution for developing nations. Its door-to-door campaign enhances
inclusivity, a lesson for other states. However, sustaining user trust requires continuous feedback integration, as Lokesh
acknowledged (Elets eGov, 2025).

CONCLUSION

Nara Lokesh’s "Mana Mitra" WhatsApp Governance initiative has transformed e-governance in Andhra Pradesh by
delivering 200 citizen-centric services through a single digital platform. Its innovative use of WhatsApp, QR codes, and
planned Al-blockchain integration enhances accessibility, transparency, and efficiency. Despite challenges like digital
literacy and cybersecurity, the initiative’s scalability and citizen-focused design make it a potential global model. Future
efforts should prioritize rural inclusion, data security, and infrastructure to sustain its impact.

Recommendations:

1. Implement digital literacy programs targeting rural populations.
2. Strengthen cybersecurity through regular audits and encryption.
3. Expand Al-driven services to support multilingual and voice-based access.
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