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To enable European
citizens, businesses and
governments to fully
benefit from this digital

revolution and to address

current societal and
economic challenges,
governments have to
actively anticipate and
exploit technological
developments
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1 Introduction
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The emphasis on
user needs is a
significant shift in
eGovernment thinking
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1. Demand side citizen survey

2. Life-event experiences

>{ ICT enablers

1.2 How we report the

findings
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Figure 1.1: Explanation of objectives eGovernment Benchmark

PUBLIC SERVICES ONLINE

Towards cheaper, better and
faster services through
eGovernment

ONLINE TRANSACTIONS ARE[®
Online transactions are twice as cheap

. compared to transactions via

telephone and 3,5 times
cheaper compared to
face-to-face
FACE-TO-FACE ‘
TELEPHONE
ONLINE

transactions.
[EI5E17:] SERVICES ARE DESIGNED AROUND
USER NEEDS

Available online, both for nationals and foreigners

Easily usable

Time saving & flexible
Personalised

Interaction through social media

‘Digital by default, or by detour’
Towards a new generation of eGovernment services

Adpressing collaboration,
commonality and transparency

Transformation is required to achieve a new ‘outside-in* model and
vital to achieve a new generation of eGovernment services. It requires
callaboration across government domains (joined up) to establish
common building blocks that all public service providers can use
consistently. Transparency is unmistakably part of that transformation:
to demonstrate how public administrations operate and function as
well as to empower citizens to access and control their own data.

USING TECHNOLOGY
TO REALIZE A NEW,
[¥57=. GENERATION
OF E-SERVICES
Key enablers enable
eGovernment
‘once-only’ registration
and use of authentic
sources to deliver
services electronically
or even automatically
Using data consistently
and securely across
public agencies
Big data analytics

Lt

The eGovernment Benchmark
offers comparison and insight on
3 inter-related areas

DEMAND-SIDE CITIZEN SURVEY
The survey reached 28,000 internet-using
citizens across 32 EU countries, exploring
1 ' 27 questions, and 19 most common
citizen services. This provides a picture
with 95% confidence (relevancy) of the
views of the 600 million European citizens

LIFE EVENT SERVICE PROVISION
RO 2
* N e ®

BUSINESS START LOSING AND
UP AND EARLY FINDING
OPERATIONS AJOB

STUDYING

Data on 15 to 30 specific services per
life event, in 32 countries resulting in
100.000+ data points

New life events will be added in 2013

AVAILABILITY OF KEY IT ENABLERS

elD Authentic sources
eDocuments Single Sign On
3 eSafe
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Figure 2.2: key findings Demand-side survey

MEET THE RESPONDENTS

™
eGOVERNMENT USE FOR EU27+ IS AT 46% z IRy 607
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B @ e Te g
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g LOOKING FOR DECLARING ENROLLING IN J Q
A JOB INCOME TAXES HIGHER EDUCATION

" SURVEY

T
WHAT EU CITIZENS THINK ABOUT

L

BELIEVER POTENTIAL DROP-OUT  POTENTIAL USER NON-BELIEVER

SERVICES FOR WHICH THE ONLINE CHANNEL 1S...
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use next ime.  NOT use nexttime  in the future: fulure services. APPOINTMENTS CRIME YOUR CAR
WHAT DO PEOPLE LIKE ABOUT IT? WHY ISN'T EVERYONE USING IT?
Those that use eGovernment services do so because they believe: Of those who avoided online services, did so because they were:

i B UNTRUSTING

It offers It saves Delivery process Are unaware Are Prefer Anticipate it~ Think it's Aren't Donothave  Couldnot  Too difficult
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information ailure

IZENS ARE BECOMING MORE CRITI

The citizen satisfaction scores with both government & commercial 1 Average satisfaction for 3 specific services:
services has decreased significantly compared to 2007: :

: DECLARING ENROLLING IN
eGOVERNMENT SOCIAL NETWORKS ~ :
SERVICES 'AND BLOGS : INCOME TAX HIGHER EDUCATION
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Figure 2.6: Preference eChannel vs. traditional channels for 19 citizen services (EU-27+, %)
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2.5 Citizen Satisfaction Figure 2.8: User Satisfaction with private online services (in red, to the left)

and public online services (in grey, to the right)
Public eServices lag behind

commercial eServices ]
? 8.5
6 = | 7.6 7.6
6.9
D D B - 6.5 6o
b C
& 0 1
D <
D) $ a
s ) o0 i
: D) g H 8 4
L 7 I / 0
- 4 ?
# 5 N
"® 4 =4@5 #
#
L "4
4 Ci@st
) 14
T )
i > Y citizens are significantly more satisfied by the
- + w Sservices provide by banks (satisfaction 8.5) than for
£ b regular public services (satisfaction 6.5).
$)
h# * & ,,
boooh
ho# L I
§0
% Table 2.9: online government services with high and low satisfaction
L
Services with high satisfaction Services with low satisfaction
oy s 0 BiC b o# @se
>4 2 ) oyt # BSC 0=
END
$ b 0
\ Y # 3 KS % BS H / C$
' 4 [ N cs? 1 C$
0 D ” " '
7
> 5 § CB 8 § § C$
I # N



User satisfaction has dropped 0
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2.6 Perceived Benefits Figure 2.11: eGovernment users that ‘in the end, got what was wanted or
needed’ (%)
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Table 3.1: Key insights and results for three life event measurements

Losing and Finding a Job

Business Start-up and Early
Trading Operations
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Figure 3.2: Generic process model for

‘Starting up a business and early
trading activities’
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Figure 3.3: Key findings Business Life Event ‘Starting up a business and early trading activities’

LIFE EVENT [

Every year start-up firms in Europe create over 4 million

jobs, and as it turns out almost half of citizens would
STARTING A BUSINESS e
prefer to work for themselves.
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‘‘‘‘‘ k BUSINESS eGOV SERVICES

Core services for entrepreneurs are more online available
than administrative and qualification requirements. It is
difficult to start-up a business in another European country:  :
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SATISFACTION OF eGOV SERVICES

However, entrepreneurs are more critical about online government
services than the average internet user. Indications for satisfaction
with eGovernment are:

09 go
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Insights into the user profile

of an entrepreneur
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Example of good practice: the Portuguese business portal.
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Figure 3.8: Key Findings Citizen Life Event ‘Losing and Finding a Job’

LIFE EVENT K
LOSING & FINDING A JOB
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The unemployed are a haj%group to reach; they use less eGov
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Unemployment rates in Europe have continuously risen in
the past four years.
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Figure 3.9: Generic process model Insights into the user profile

for the life event of ‘Losing and of an unemployed person
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This approach has saved
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Figure 3.10: Maturity of the Life Event of ‘Losing and Finding a Job’ (EU-27+)
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Figure 3.11: Generic process model 3.4 Studying ) b #
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Figure 3.12: Key Findings Citizen Life Event ‘Studying’
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EDUCATION IN EUROPE

The number of both national and cross-border students
in the EU27 continuously increased in the last decade:
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to national service delivery:
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STUDENT USE OF EGOV SERVICES

Of all students that have enralled in higher education
and/or applied for student grants:
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Students are profound internet users and more likely to
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Figure 3.13: Maturity of the Life Event of ‘Studying’ (EU-27+)
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Example of good practice: Germany’s approach to enrolling in higher
education (at the University of Applied Sciences Harz)

Applying (enrolling) for specific services at the
University of Applied Sciences Harz (Hochschule Harz)
in Germany
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3.5 Cross-border mobility
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Student and Business Mobility
across Europe: is the glass
half full or half empty?
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Figure 3.14: Indicators for cross-border assessment of ‘business start-up’ and

‘studying’ (%)
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ICT can play an important
role in improving
transparency, not only by
enabling information
provision but also
opening up new ways of
interaction (participation,
collaboration) and
enabling citizens and
business to take control of
their personal data)

B W ok & NH 0< NH 0<

What has been measured in

this benchmark?
6 b
b
* 0T b #
# 0
B0
E b
i) b $
b
b
b h "9 "
&
b h$
b # #
Transparency of public
organisations
T )
$ b $
i) b
"t )
& " 7
# "% b
ho# "
&
ho# .
i # b
" #
&
# "
+ ho#
7 i#
"8 b
D)
ho# &
" “# b))

& 2 R;*H*X:> ??@H DC:

OH

“# bk

Transparency of service delivery

Wt D il
7
$4d
7 +
b &
7 D # D
Pl b
# 0 $
hoOo#Ho#
D)
§ #
0 b D
&
Transparency of personal data
i
7 D)
b - $
D) )
7 ) #4
b &
b # #
+ b # # h
&
7 &
# b
LI A & 9
b
b D b))
b h
" *< 8 2720 4
2 : %
?@NDCN* ; >Bsg



(14

Only 25% of respondents
in the user survey
indicated they were
satisfied when consulting
policy documents or
decisions on local,
regional, national or
European Government
websites

b

N & # N b #0

Building trust?

6l

CA

fora.

to grow towards mature
transparency standards

online discussion

&

Stronger governance is needed

@ AS%

"
CCAS$

b



From passively informing to
proactively collaborating
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Figure 4.1: Key Findings Key Enablers
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Govemments are not yet reaping the benefits of
technology to provide cheaper, better, and faster
services, This rﬁ.nrec establishing some common
bunldmg blocks that all public service providers can use
to collaborate between providers and through service
delivery chains to transform outcomes. Without these
key enablers there is a limit to how good customer
experience will be — in country, and cross-EU.
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An electronic identification
solution to determine if the
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availability of services. It will
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and governments.
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Key enablers help realise these benefits for citizens and businesses.
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eDOCUMENTS

Allows citizens and
businesses to send
electronic documents and
reduce offline paper
processes.

It enables governments to
reduce burden of citizen by
simplifying and fully
digitising services while
reducing use of paper.
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AUTHENTIC SOURCES

Base registers used by
governments to automatically
validate or fetch data relating

to citizens or businesses.

It faciltates the ‘once-only’
principle, enabling govemments
1o re-use data and deliver
services automatically (without
the user having to do anything)
and/or pre-fill online forms.
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evgrﬂs is delivered
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personal electronic data and
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4.3 Findings: A gap to fulfil ) L
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Does integration & auto-
mation lead to Satisfaction?
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When looking at the
integration of key
enablers across the

different life events, \
there appears to be t
untapped potential to

improve matters, both in § b
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Figure 4.3: Assessment of integration of key enablers, automated services and user satisfaction

@ User satisfaction
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5 Towards a new
generation of
eGovernment
services

45

#5

5.1 Objective of the
eGovernment survey

The context is changing fast. To

enable European citizens,
businesses and governments to fully
benefit from the digital revolution
and to address current societal and
economic challenges, governments
have to actively anticipate and

exploit technological developments.
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5.2 Key Findings
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Three principal messages
emerge:

8 | The shift
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G “# # Figure 5.1: Potential for cost savings in Denmark41
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take
different routes to increase take-up

Observation 1: Countries

of eGovernment services
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Figure 5.2: Online availability of services (average 3 life events) vs. ICT expenditure as percentage of GDP*3, with
the size of countries represented by percentage of eGovernment users**
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Observation 4: Dealing with
decentralisation is a challenge, but

also offers opportunity
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5.4 Considerations for
Member States to
further stimulate

progress
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5.4.1 Consideration 1:
Implement strategies to
increase customer
centricity, improve the
design of public
services, and thus
increase online take-up.
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A core service design tenet should

be ‘customer-centric by default’(
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Improved eGovernment services at
local and city levels attract both
greater use and increased trust,
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5.4.2 Consideration 2: Increase
use of social media to
involve hard-to-reach
groups (‘non believers’)
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First, shorter-term quick win Example of good practice: ‘311 service’ San Fransisco
examples where business cases
were formulated and which

have demonstrated or claimed > Ak ,
concrete  efficiency  savings # 4 b 5
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The second type of impact is on
government’s longer-term,
preventative and development
requirements which, in
particular address ‘hard-to-
reach’ groups as well as enable
such groups to change their
behaviour and to participate in
shaping their own futures.
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6h

& Most examples

demonstrating or claiming short-

term quick wins do so for both the

public sector and for users.

b B )

Shifting channels, i.e. reducing
the use of, or closing, more
expensive traditional channels
and replacing these with the use

of social and mobile media.
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Increasing staff productivity, for
example the number of cases
successfully handled in a given
time or for a given resource.
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Experience in terms of longer-term
developmental benefits shows that:

The main focus is typically
described as preventive, pre-

emptive or early intervention,
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5.43

Although many savings are
made  through  back-office
organisational and process

changes, the main focus is on
changing user behaviour. L}
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Consideration 3:

Open up data to unlock
economic gains and
drive innovation
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Example of good practice: Open Data, NHS, England

Open Data identifies possible prescription savings worth
millions
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Without these key enablers there is # ") )
a limit to how good the customer ( b
experience will be - in country, and D L
cross-EU! Queensland, Australia,
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