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ALBANIA

EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average

[%, 2019 2020]

USER Online Availability 87.2
CENTRICITY Mobile Friendliness 88.4
User Support 91.2
| a3
Service Delivery 56.9
TRANSPARENCY
Personal Data 68.3
Service Design 61.6
| 62
elD 59.1
KEY ENABLERS eDocuments 71.9
Authentic Sources 61.4
Digital Post 73.3
ET
Online Availability 61.1
e e User Support 67.8
SERVICES
elD 21.7
eDocuments 48.1
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average
[%, 2019 2020]

USER Online Availability 87.2
CENTRICITY Mobile Friendliness 88.4
User Support 91.2
| a3
Service Delivery 56.9
TRANSPARENCY
Personal Data 68.3
Service Design 61.6
| 62
elD 59.1
KEY ENABLERS eDocuments 71.9
Authentic Sources 61.4
Digital Post 73.3
ET
Online Availability 61.1
e e User Support 67.8
SERVICES
elD 21.7
eDocuments 48.1
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average
[%, 2019 2020]
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average

[%, 2019 2020]

USER Online Availability 87.2
CENTRICITY Mobile Friendliness 88.4
User Support 91.2
[ 643 |

Service Delivery 56.9

TRANSPARENCY
Personal Data 68.3
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.









SWITZERLAND

EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average

[%, 2019 2020]

USER Online Availability 87.2
CENTRICITY Mobile Friendliness 88.4
User Support 91.2
| 643 |
Service Delivery 56.9
TRANSPARENCY
Personal Data 68.3
Service Design 61.6
|52 |
elD 59.1
KEY ENABLERS eDocuments 71.9
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Digital Post 73.3
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e e User Support 67.8
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eDocuments 48.1
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities
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[%, 2019 2020]
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.









CZECH REPUBLIC

EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average

[%, 2019 2020]

USER Online Availability 87.2
CENTRICITY Mobile Friendliness 88.4
User Support 91.2
[ 643 |

Service Delivery 56.9

TRANSPARENCY
Personal Data 68.3
Service Design 61.6

Overall scores m

elD 59.1
KEY ENABLERS eDocuments 71.9
Authentic Sources 61.4
Digital Post 73.3
| sas |
Online Availability 61.1
g::\fz::RDER User Support 67.8
elD 21.7
eDocuments 48.1
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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eGovernment performance across policy priorities
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average
[%, 2019 2020]
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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eGovernment performance across policy priorities

EU27+
average
[%, 2019 2020]
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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eGovernment performance across policy priorities

EU27+
average

[%, 2019 2020]
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Authentic Sources 61.4
Digital Post 73.3

Online Availability 61.1

e e User Support 67.8
SERVICES

elD 21.7

eDocuments 48.1

61% of the services

are online

Overall scores m

=
D=
=

38% of the government
portals

show whether
personal data was
consulted

34%

,))])
of the services

accept elD login

n ®

8% of the services

are online for
cross-border
users

How are services delivered?

|
.

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.









LITHUANIA

EGOVERNMENT STATE OF PLAY 2021

eGovernment performance across policy priorities

EU27+
average
[%, 2019 2020]

USER Online Availability 87.2
CENTRICITY Mobile Friendliness 88.4
User Support 91.2
[ 643 |

Service Delivery 56.9

TRANSPARENCY
Personal Data 68.3
Service Design 61.6

Overall scores m

elD 59.1

KEY ENABLERS eDocuments 71.9
Authentic Sources 61.4

Digital Post 73.3

Overall scores m

Online Availability 61.1

e e User Support 67.8
SERVICES

elD 21.7

eDocuments 48.1

87%

of the services

are online

|

ff‘E‘:‘\‘\
0

of the services

of the government 45% of the services

portals

89%

are online for
cross-border
users

accept elD login

show whether
personal data was
consulted

How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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How are services delivered?

The Key Dimension User Centricity indicates to what
extent (information about) a service is provided online,
how the online journey is supported and if public websites
are mobile friendly.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

Mobile Friendliness: indicates if the website provides a
service through a mobile-friendly interface; an interface
that is 'adopted' to the mobile device.

The Key Dimension Transparency indicates to what extent
governments are transparent regarding:

Transparency of Service Delivery: indicates to what
extent governments are transparent as regards the process
of service delivery.

Transparency of Service Design: indicates to what extent
governments are transparent as regards the process of
service design.

Transparency or Personal Data: indicates to what extent
governments are transparent as regards personal data
involved.

The Key Dimension Key Enablers indicates the extent to
which 4 technical pre-conditions are available online. These
are: electronic Identification (elD), electronic documents
(eDocuments), Authentic Sources, and Digital Post.
Digital post refers to the possibility that governments
communicate electronically-only with citizens or
entrepreneurs through personal mailboxes or other digital
mail solutions.

The Key Dimension for Cross-border Services indicates to
what extent EU citizens can use online services in another
country.

Online Availability: indicates if a service is online. Ranging
from offline (0%), only information online (50%), fully
online (100%).

User Support: indicates if support, help and (interactive)
feedback functionalities are online.

elD: indicates if a national elD from country A can be used
in country B.

eDocuments: indicates if eDocuments can be transmitted
from country A to country B.
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