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Abbreviations and terms 
We recognise with a multiplicity of different readers, there will be many unfamiliar terms and abbreviations. There are 
ŀƭǎƻ Ƴŀƴȅ ŎƻƳƳƻƴ ǘŜǊƳǎ ǘƘŀǘ ŀǊŜ ǳƴŘŜǊǎǘƻƻŘ ƛƴ ŘƛŦŦŜǊŜƴǘ ǿŀȅǎ όŜΦƎΦ ΨŎƭƻǳŘ ŎƻƳǇǳǘƛƴƎΩύΦ ²Ŝ ƘŀǾŜ ŎŀǇǘǳǊŜŘ ǎƻƳŜ 
terms below particularly for the benefit of the reader of the Extended Executive Summary. Most other terms are 
defined throughout and/or in the Appendices. This is not an exhaustive list.  

 

Country Abbreviations 

AT Austria 

BE Belgium 

BG Bulgaria 

CH Switzerland 

CY Cyprus 

CZ Czech Republic 

DE Germany 

DK Denmark 

EE Estonia 

EL Greece 

ES Spain 

FI Finland 

FR France 

HR Croatia 

HU Hungary  

IE Ireland 

IS Iceland 

IT Italy 

LT Lithuania 

LU Luxembourg 

LV Latvia 

MT Malta 

NL The Netherlands 

NO Norway 

PL Poland 

PT Portugal 

RO Rumania 

SE Sweden 

SI Slovenia 

SK Slovakia 

UK United Kingdom 
 

 

 

 

Term Explanation 

 

EU27+ This term refers to the participating countries, which 
includes all EU Member States (MS) and Croatia, Iceland, 
Norway, and Switzerland. 

20 Basic Services The 12 citizen and 8 business services that have been 
measured since 2001. 

5-stage maturity Model DƻǾŜǊƴƳŜƴǘǎΩ ǎŜǊǾƛŎŜǎ ŀǊŜ ŘŜǎŎǊƛōŜŘ ŀŎŎƻǊŘƛƴƎ ǘƻ ǘƘŜ 
following stages, as used in previous reports: (i) 
information, (ii) one-way interaction, (iii) two-way 
interaction, (iv) transaction, and (v) 
targetisation/automation. 

Sophistication A core benchmark indicator used to assess the 20 basic 
services against the 5-stage maturity model. 

Full Online Availability A core benchmark indicator used to assess the 20 basic 
services against the fourth and fifth stages of the 5-stage 
maturity model. 

eProcurement 
Availability 

 

eProcurement Process 
Benchmark  

New benchmark indicator assessing whether 
eProcurement is visible and available to potential suppliers 
online. 

New benchmark indicator measuring the availability of the 
main process phases of eProcurement, divided into the 
pre-award and the post-award phases.  

User Experience This term is measured using 5 criteria described in Part B. 
Other terms that are commonly used and related include: 
customer centricity; customer friendly personalisation; 
user-focused. 

Cloud Computing The consolidation and virtualisation of computing assets 
and data, including the use (by customers / partners) of 
web/internet-based services (thus both back and front 
office related). 
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Extended Executive Summary 
 

 
 

I. THE POLICY CONTEXT 

This 2009 report opens a new chapter in EU eGovernment benchmarking. We are now two years on from the last 
measurement in September 2007. The report captures the results of the 8

th
 measurement of eServices across Europe. 

It establishes the foundations for the progressive and planned modernisation of pan-EU eGovernment comparison.  

This benchmark has proven to be a policy-informing tool at both a European and Member State level since its 
inception in 2001. As we approach the end of the Lisbon i2010 policy timeframe, we now need new eGovernment 
policies to suit the next planning horizon. Technology is changing our lives in many ways, and changing the way that 
public services are governed and delivered. We therefore need new eGovernment Action plans.  

We are confronted by a new paradigm. One where the heightened expectations of customers must be delivered with 
constrained public resources. The short term economic crisis has resulted in a long-term fiscal and public budget crisis. 
This will lead to a decade of austerity. Yet there is much more than just economic and budget considerations that will 
cause grass root changes. New policies will be required that address global challenges in areas such as public security, 
climate change, and energy. New policies will be required for the very local challenges of societal cohesion: the result 
of continuing demographic changes, mobility, and urbanisation. And new policies will also be required that address 
national challenges like escalating healthcare costs, through aging society and life-style change; exacerbated by the 
imbalance between working and non-working populations. These represent a growing and substantial financial burden 
on society. This calls for transformational change. ¢ƘŜ ƪŜȅ ǉǳŜǎǘƛƻƴ ƛǎΥ άǿƘŀǘ ǊƻƭŜ Ŏŀƴ ŜDƻǾŜǊƴƳŜƴǘ Ǉƭŀȅ ƛƴ ǎǳǇǇƻǊǘ ƻŦ 
ǘƘƛǎΚέ  

Society will not stand and watch as politicians govern. Public Administrations serve citizens holding greater opinion 
and greater sway in what can and will happen. Society will expect more and they will hold Government to account 
more. This is already tangible.  

What is needed is a more mature and deeper relationship between the public and the private sector; sustained 
political will and strategic leadership; greater collaboration at all levels of government (including international); and 
different service delivery models. This will cause blurring of the boundaries between customer and administration, and 
between public, private, and third sectors. We can only address these new challenges by ensuring that we actively 
engage with stakeholders.  

What role then does technology play in policy setting?  What we know is that we live in an era of highly dynamic 
evolution of technology. With many new tools and many new possibilities. Society has realised this and is gaining from 
it; Administrations must do so too. It was observed

1
 that άevery policy initiative becomes sooner or later an ICT 

projectέΦ Lǘ ƛǎ ƛƴ ǘƘƛǎ ǇƻƭƛŎȅ ŎƻƴǘŜȄǘ ǘƘŀǘ ǘƘƛǎ ŜDƻǾŜǊƴƳŜƴǘ ōŜƴŎƘƳŀǊƪƛƴƎ ǊŜǇƻǊǘ ǎƛǘǎΦ 

                                                           

1
 Wolfgang Schäuble, German Minister of Interior, Statement at eGovernment Conference April 2007, Berlin 

Key Points 

1. 9¦нтҌ ŀŘǾŀƴŎŜƳŜƴǘΥ Cǳƭƭ hƴ[ƛƴŜ !Ǿŀƛƭŀōƛƭƛǘȅ тм҈ όрф҈Υ ΨлтύΤ {ƻǇƘƛǎǘƛŎŀǘƛƻƴ уо҈ όтс҈Υ ΩлтύΦ 

2. eProcurement (new) Availability: 56% EU27+ ave.; well behind 2010 target of 100%. Key for single 
open market. Several good practice examples of nationally controlled public expenditure. 

3. Some countries show leapfrog results; some continued high performance. Reasons offered. 

4. Increased focus on ICT as a means to address fiscal and budget constraints 

5. User Experience (pilot) measures show EU27+ averages from 34% to 81% for the four measures, 
with some notable examples of leading practices.  

6. Personalised services gaining ground and becoming more commonplace across Europe. 

7. User empowering technologies push Governments to redesign their eGovernment services. 

8. Upgrade of measurement system is needed and planned ς in collaboration with countries. 
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II. TECHNOLOGY AS A TOOL FOR TRANSFORMATION 

ICT is no longer the servant to business operations; it has become an integral partner. New devices (the 4
th

 screen
2
) 

have become commonplace. Social networking is very much on the rise. We are offered access through multiple 
(technology) channels that offer substantially lower costs and in many instances better service levels. Such change 
offers profoundly greater opportunities for active engagement and participation. Technologies enable visibility, 
structuring and transfer of information that can deliver more seamless services, from need to fulfilment. Business 
intelligence systems offer the potential to deliver customer insights to support choice and tailoring of services. It will 
also enable performance to be managed in far better ways.  

Technology is no longer the inhibitor. It is the mindset and resource of Administration, and of the customer that will 
make the difference.  

Recent steps are evident to change the model of government: to make Administration more open and transparent. 
Are these early signs of a fundamental change in user-centric service delivery and true participative democracy?  

There are challenges however in these developments. Building and retaining citizen confidence in the ability of 
Administration to appropriately manage personal information is a prerequisite. Providing choice in how personal 
information is managed will be important. Data security has thus become a priority concern. Whilst significant steps 
have been taken to advance the use of technology in public service delivery, there remains a significant gap between 
those digitally enabled and those not ς through choice or circumstance. Closing this gap is crucial to the economic 
performance of Europe. And it is important to the social cohesion of Europe too. The vital ingredient that all public 
agencies must focus on is the development of trust. This underpins many if not all of the ambitions to transform public 
services through technology. 

The sector has invested heavily in technology over the last decade. It is time to reap returns from these investments. 
Leaders and decision makers seek proof that these investments were wise. They need confidence in the ability of the 
technology to make evidence-based gains. It is time for the digital assets that have been created to be used and to add 
value. It is time for delivery.  

 

LLLΦ Ih² ²9 a9!{¦w9 9¦wht9Ω{ twhDw9{{  

This eGovernment benchmark is well established. We now start the process of modernisation.  In doing so we will 
ŀŘŘǊŜǎǎΥ άwhat is consiŘŜǊŜŘ ΨprogressΩ ƛƴ ŜDƻǾŜǊƴƳŜƴǘΚ !ƴŘ how Řƻ ǿŜ ƳŜŀǎǳǊŜ ǇǊƻƎǊŜǎǎ ǘƻǿŀǊŘǎ ǘƘƛǎΚέ 

Fundamental to the measurement process is the active participation of the Member States. The design, method 
enhancement, data collection and validation, are done in collaboration with Member State representatives.  

This year we have 31 participating countries including all EU Member States, Croatia, Iceland, Norway, and Switzerland  
We envisage further expansion in upcoming years. This becomes more important as the need increases to shift from 
internal EU comparison, ǘƻ ŎƻƳǇŀǊŜ 9ǳǊƻǇŜΩǎ ǇǊƻƎǊŜǎǎ ǘƻ ƭŜŀŘƛƴƎ ŎƻǳƴǘǊƛŜǎ ŀƴŘ ǊŜƎƛƻƴǎ ŀŎǊƻǎǎ ǘƘŜ ǿƻǊƭŘΦ  

²Ŝ ƘŀǾŜ ƳŜŀǎǳǊŜŘ ǘƘŜ άнл ōŀǎƛŎ ǇǳōƭƛŎ ǎŜǊǾƛŎŜǎέ ǎƛƴŎŜ ƛƴŎŜǇǘƛƻƴΦ ¢ƘŜǎŜ ǊŜƳŀƛƴ. They assess the availability of these 
services, and the sophistication of them as offered through 14,000 public service provider websites across Europe. For 
some countries these measures have become less relevant as they reach high levels of maturity. For others they are 
still of great relevance. What it does provide is a consistent progress measurement over time; something that we 
should not lose.  

This year already sees some enhancements to the measurement system.  

We have put focus on high impact service areas. eProcurement is one such area that is included in the survey. It is 
also a high-impact area that is receiving focus as one of the CIP (competitiveness and innovation programme) large 
scale pilots. tǳōƭƛŎ tǊƻŎǳǊŜƳŜƴǘ ǊŜǇǊŜǎŜƴǘǎ ŀǇǇǊƻȄƛƳŀǘŜƭȅ мс҈ ƻŦ ǘƘŜ 9ǳǊƻǇŜŀƴ ¦ƴƛƻƴΩǎ D5tΦ  Providing visibility of 
public tenders to the multiple suppliers across Europe is vital to the goal of a vibrant economy and an open single 
European market. Targets were set in 2005 for advancing eProcurement. We must measure how we are progressing in 
achieving these. The availability of eProcurement has been measured for 746 authorities across all tiers of 
Government. The single data point that measured eProcurement in past years, principally only on national platforms, 
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now evaluates 19 process data points that consider the pre-award sourcing, and post-award transaction phases
3
. These 

have been applied to 134 public eProcurement platforms. eProcurement is thus in its first year of measurement in 
much greater depth.  

User Experience is now recognised as being an essential gauge to the take-up of online services. This is a more 
complex area to measure as it is affected by culture and norms. It also requires more in-depth measurement, beyond 
the front-of-office website. We have piloted a User Experience measurement, and envisage that this will develop 
considerably going forward.  

A continuous process of enhancement to the benchmarking method is now underway, to create a dynamic 
measurement instrument that will retain the existing comparability over time, and the principle of open collaboration 
with participating countries.  This will enable new (policy) areas to be investigated. As these may be more or less 
relevant to participating countries, a system is foreseen with elective measurement building blocks. Such developments 
may consider: citiȊŜƴ ŀƴŘ ōǳǎƛƴŜǎǎ ΨƭƛŦŜ-ŜǾŜƴǘǎΩ όƛƴ Ƴŀƴȅ ƛƴǎǘŀƴŎŜǎ ŀƴ ŀƎƎǊŜƎŀǘƛƻƴ ŀƴŘ ŜƴƘŀƴŎŜƳŜƴǘ ƻŦ ǎƻƳŜ ƻŦ ǘƘŜ нл 
ōŀǎƛŎ ǎŜǊǾƛŎŜǎύΤ ŎƘŀƴƴŜƭ ƳƛƎǊŀǘƛƻƴΤ ǘƘŜ ŘŜǾŜƭƻǇƳŜƴǘ ƻŦ ΨŎƭƻǳŘ ǎŜǊǾƛŎŜǎΩΤ ƻǇŜƴƴŜǎǎ ŀƴŘ ǘǊŀƴǎǇŀǊŜƴŎȅΤ ōŀŎƪ-office 
development; regional progress; and domain specific measurement. We also intend to make full use of other available 
and relevant measurements to enrich the findings and insights that can be drawn from the process.  

 

IV. BENCHMARK RESULTS  

¢ƘŜ άнл .!{L/ {9w±L/9{έ 

Europe shows continued steady progress in 
terms of full online availability. The overall 
EU27+ measure has risen to 71% in 2009 from 
59% in 2007. This can be seen in the 
accompanying figure. The difference across 
countries is still significant, with a range of 
68% but with a marked reduction with respect 
to 2007 (85% range).  

In terms of sophistication, Europe stands at 
83%, compared with 76% in 2007. This 
assesses the degree of interaction between 
service provider and user, from simple 
information provision to personalised pro-
active case handling. Europe is presently 
ŎƭŀǎǎƛŦƛŜŘ ŀǘ ǘƘŜ ǘƻǇ ƻŦ ǘƘŜ άǘǊŀƴǎŀŎǘƛƻƴŀƭέ 4

th
 

(of 5) eGovernment levels. On this measure 
there is less difference between countries: a 
range of 44%.  

The most advanced countries show saturation 
against both of these measures for many of 
the 20 services. This underpins the need to 
refresh the measurement system.  
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Figure 1: Full online availability trend from 2001 to 2009 for EU27+ 

As in the past, there remains significant variance (20% fully online; 12% sophistication) between the results of services 
for businesses (of which there are 8) and services for citizens (of which there are 12). This reflects the inherent nature 
of business services, being more homogeneous in form. Services for citizens, by comparison, are highly diverse in 
range, and citizens have far more heterogeneous needs and behaviours.  

                                                           

3
 As is explained in the eProcurement chapter, only the pre-award data will be presented in this report. 
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For all 20 services, four clusters 
have been assessed: income 
generating (for government); 
registration (e.g. births, 
company, moving); service 
returns (e.g. health, social, 
libraries); and permits and 
licences (e.g. building, education, 
passport). The progress for each 
of these since 2007 is shown in 
the accompanying figure. This 
shows the greater maturity of 
income-generating services. 
Their form (homogeneous, high 
volume, income generating) 
make them more attractive to 
technology-enable first.  

Greater progress is however 
observed for the other clusters, 
notably permits and licences.  

 
Figure 2: Sophistication of service clusters in the EU27+ 

 

We also observe a small number of countries making very significant improvements ς ŜǎǎŜƴǘƛŀƭƭȅ ΨƭŜŀǇŦǊƻƎƎƛƴƎΩ ǘƘŜƛǊ 
peers. This is shown in the figure below.  

 

Figure 3:   Sophistication and growth in the EU27+ 
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The leading six nations on the full online availability of the basic 20 services are: Austria, Malta, Portugal, the United 
Kingdom, Sweden and Slovenia with the top 4 having the same score. 

Figure 4: Full online availability 2007-2009 

 
With regard to the online sophistication of the 20 basic services, the leading six nations are Malta, Portugal, Sweden, 
Austria, Slovenia and Estonia.  

Figure 5: Sophistication 2007-2009 
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ePROCUREMENT MEASURE (New) 

With 12 million companies, of which 99% are SMEs, and the value of public procurement advertised at EU level 
amountinƎ ǘƻ ŀǊƻǳƴŘ ϵмрлл ōƛƭƭƛƻƴ

4
, Europe has substantial opportunity to benefit from a single market approach. 

There are no or few single market measurement targets, in itself an opportunity.  

eProcurement targets were set in 2005 to achieve 100% online availability, and 50% electronic capture of above-EU-
threshold public procurements by 2010

5
. 

EU27+ average eProcurement availability is 56% on a comparable sample of 746 national, regional and local EU27+ 
Public authorities. Although far from the 100% European target, it reflects rapid growth across all government tiers. 
The previous more limited measurement focused only on national eProcurement platforms or a few national 
Authorities, and also did not reflect the value chain of government processes as our present indicator does. 

Figure 6: eProcurement Availability Benchmark 

 

The survey produced a comprehensive mapping of the European eProcurement landscape, including 134 eProcurement 
platforms: websites providing a suite of services for eProcurement such as eTendering, eAuctions, Electronic Markets. 
It also found many more websites providing supporting eProcurement services, publishing tenders in various ways to 
better inform suppliers, or specialising in single phases of the procurement process.  

It assessed the development of the major phases of eProcurement. This includes pre-contract-award (with 3 major 
phases and 14 process steps), and post-award-transaction (5 process steps). The EU27+ average Pre-Award Process 
measure is 59%. Data for the post-award measure proved hard to collect as this is related to back-office operations, 
and so is typically not reported. 

Of the 3 main pre-award phases: eNotification scores 68%, eSubmission 56%, and eAward (incl eAuctions) 48%. 
National platforms typically have higher scores. The major shortfalls include the level of interaction, and 
personalization of transactions with potential suppliers throughout the process.   

Implementation models vary across Europe. We found 10 countries that have mandated the use of their national 
platform: at least for central authorities. As a result some report capturing 95% of public tenders through their national 
site. Others take a more decentralised approach with several eProcurement platforms. For instance Germany has 46. 

                                                           

4
 http://ec.europa.eu/internal_market/publicprocurement/docs/public-proc-market-final-report_en.pdf  

5
 Ministerial óManchester Declarationò, 24th

 November 2005 ï http://www.epractice.eu/node/282708 
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Also at times, as in the UK, public platforms compete with private eProcurement service providers. Results at a country 
level are shown in the figure below. 

eProcurement is evolving to a networked more controlled process, cutting across the silos of Governments, and making 
public procurements more visible to suppliers, both within countries and across borders. This is an important step in 
making Europe a competitive and single market. There are also several examples of delivery of substantial savings. 

V. USER EXPERIENCE  

Part B of the report includes results of the pilot measures for User Experience and National Portals.  

Five sub-indicators have been used to assess User Experience:  

Á Accessibility: A web-crawler performed an automated assessment of compliance with Web Content 
Accessibility Guidelines (WCAG1.0 standards) of the national portal. Is the national portal accessible to people 
ǿƛǘƘ ŘƛǎŀōƛƭƛǘƛŜǎΚέ 

Á Usability: Can you use a channel of choice, does the website allow for progress tracking, is there help 
functionality available and is there a form of privacy protection in place?  

Á User Satisfaction Monitoring: Do websites allow for user feedback and reporting on this?  
Á One-stop-shop approach: What proportion of the 20 basic services are available on the principal portal(s)?  
Á User-focused portal design: What is the ease of finding information on the different websites and are they 

structured by theme or life-events for instance?  
 

The evaluation process considers all tier one (i.e. national) websites across the 14,000 sample, and 30% of regional and 
local sites. It also includes all national portals, and principal portals (for instance business, domain, sub-national). 

Average results for Europe show: a solid one-stop-shop approach, sound user centric portal design, room for 
improvement in usability, and limited user satisfaction monitoring. The latter suggests that public administrations, 
although considering, are not actively listening to their customers.  The shift in country policies towards customer-
centricity is likely to cause a marked improvement in these areas. 

 

Figure 7: User Experience in the EU27+ 

There is very limited difference in results between business and citizen services.  
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The leading countries, for each of the User Experience indicators, are shown in the table below. Malta, Finland, and UK 
appear regularly.  

Accessibility Usability User satisfaction 
monitoring 

ΨhƴŜ ǎǘƻǇ ǎƘƻǇΩ User focused portal 
design 

Webcrawler: 
Compliance of the 
national portals to 
WCAG10 standards 

Layout, channels, progress 
tracking, help, privacy 
protection 

User feedback 
mechanism 

Proportion of 20 services 
available 

Ease of finding information. 
Arranged by theme, life-event 
etc 

Austria 

Netherlands 

Denmark  

Norway  

Germany   

 

Finland 

UK 

Malta 

Estonia 

Poland  

 

Finland 

Malta 

UK 

Portugal 

Luxembourg 

 

Czech Rep 

Ireland 

Iceland 

Malta 

Slovakia 

Spain 

Switzerland 

UK 

Austria 

Cyprus 

Croatia 

Denmark 

Estonia 

Finland 

France 

Iceland 

Luxembourg 

Malta 

Netherlands
Portugal 

Slovenia 

Slovakia  

Spain 

EU27+ Ave = 64,2% EU27+ Ave = 46,8% EU27+ Ave = 34,8% EU27+ Ave = 81,6% EU27+ Ave = 71,5% 

Note: countries in bold ŀǊŜ ŀǘ ǘƘŜ ƳŀȄƛƳǳƳ ǇƻǎǎƛōƭŜ ǎŎƻǊŜ όΨ100%) 

 

It must be emphasised that this is a pilot indicator and further enhancements to the process are anticipated, designed 
in collaboration with Member States.  

Portals, perhaps not surprisingly, offer a better overall User Experience than service-specific web sites. Income 
generating services also offer a better User Experience: paying taxes may not be nice, however it can be made easy. 

Good practices were observed in a number of countries. Several countries have developed national portals that can be 
personalised ōȅ ǘƘŜ ŎƛǘƛȊŜƴΦ ²Ŝ ƴƻǘŜ ǘƘŀǘ ǎƻƳŜ ǎŜǊǾƛŎŜ ŀǊŜŀǎ όƻǊ ΨƭƛŦŜ ŜǾŜƴǘǎΩύ ŀǊŜ ōŜǘǘŜǊ ǎŜǊǾŜŘ ǿƛǘƘ ƳǳƭǘƛǇƭŜ ŎƘŀƴƴŜƭǎ 
of access (web, phone etc). Of note is job search, representing a significant life-event where there is important 
satisfaction and economic gains from providing a quality User Experience where that leads successfully to employment. 

 

VI. EMERGING INSIGHTS  

The survey and benchmarking exercise provides a valuable snapshot of Europe on which to draw useful observations. 
The combination of the evidence from the service evaluations, the findings from the User Experience measure, and the 
ƛƴǎƛƎƘǘǎ ŦǊƻƳ ΨǊŜŀŘƛƴƎ ŀŎǊƻǎǎΩ ǘƘŜ ŎƻǳƴǘǊȅ ǊŜǇƻǊǘǎ ŀƭƭ Ǝƻ ǘƻ ǎǳǇǇƻǊǘ ǘƘŜ ŜƳŜǊƎƛƴƎ ƛƴǎƛƎƘǘǎ ŎŀǇǘǳǊŜŘ ƛƴ tŀǊǘ / of the 
report. Several points of interest are noted. 

As such the benchmarking process can play an important and greater role in increasing learning.  

(i) WHAT DRIVES HIGH PERFORMANCE? 

A number of countries have ōŜŜƴ ƻōǎŜǊǾŜŘ ǘƻ ΨƭŜŀǇŦǊƻƎΩ ƛƴ ǘƘŜ ǊŀƴƪƛƴƎǎ. Others are seen to have maintained top-level 
performance over the years. Certain characteristics are in place in these cases that are revealed from the country 
reports that suggest means to achieve and maintain high performance. These include: 

Á Top level political sponsorship and sustained professional leadership of eGovernment  

Á Broad coverage of the eGovernment strategy that focuses on key business priorities, and the customer, and 
addresses skills, inclusion, and joint working 

Á Governance mechanisms that enable collaboration across public bodies (e.g. the likes of pan-Government 
CIO/CTO councils); that provide central solutions and leadership, and build local capacity where appropriate 
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Á ! ŎǳǎǘƻƳŜǊ ƳƛƴŘǎŜǘ ŀƴŘ ΨǳƴƛŦƛŜŘ ŀŎŎŜǎǎΩ ŦƻǊ ǘƘŜ ŎǳǎǘƻƳŜǊ ς ŀ Ψƴƻ ǿǊƻƴƎ ŘƻƻǊΩ ŀǇǇǊƻŀŎƘΣ ǿƛǘƘ ŘǳŜ ŎŀǊŜ ǘƻ Řŀǘŀ 
privacy and security 

Á A focus on delivering discrete tangible visible eGovernment programme gains that build confidence and 
passion for results and learning. 

(ii) IMPROVEMENTS TO SERVICES MEASUREMENT  

The current maturity and saturation against the 20 basic services within many of the leading European countries is 
evidence that the measurement system warrants review. The continuity of the measures since 2001 provides a sound 
and important basis for comparison. However improvements are required to ensure full relevance to all countries.  

The 20 basic service measures can be further developed, whilst maintaining the current comparison base. Additional 
services could be added that are most relevant to governments, citizens and businesses. These may include 
contemporary topics like energy, environment, transport and the like.  

Services Ŏŀƴ ŀƭǎƻ ōŜ ƎǊƻǳǇŜŘ ŀƴŘ ŀǳƎƳŜƴǘŜŘ ǘƻ ǊŜǇǊŜǎŜƴǘ ŀ ΨƭƛŦŜ-eventΩ ƻǊ ΨthemedΩ approach that will ensure more 
relevance to the customer. Such an approach will require deeper assessment of user expectations, needs and 
experiences. Of note, particularly for customer practices, we draw qualitative comparisons with some leading nations 
on a worldwide setting. Increased international comparison and benchmarking is an important element of assessing 
how Europe is progressing towards the worldwide aspects of i2010 goals.  

More attention will be required to measuring the efficiency and effectiveness of governments. In itself a complex 
exercise, requiring more than just a web-survey approach. It requires looking behind the website, through the end-to-
end fulfilment chain into the back office, assessing the enabling building blocks, and the governance structures that 
support delivery. Such augmentations will be part of the measurement development process which will be undertaken 
in collaboration with the participating countries.  

(iii) A COLD WIND OF BUDGET CUTS IN SIGHT 

The current economic crisis will result in long-term fiscal and budget constraints and high levels of public debt. This 
places potentially severe limitations on eGovernment investment plans. Against a backdrop of demographic change, 
aging, retirement of a high proportion of the public workforce, spiralling healthcare costs, environmental and climate 
change awareness, and growing customer expectations, this will place continued and heightened pressures on public 
service providers to improve service performance. Past investments that countries have made in eGovernment 
therefore must be maximised, and returns realised. 

The cost of government is going up. So achieving quantum savings, whilst securing service levels in tandem, is 
required. Countries are seen to be placing greater emphasis on consolidation and sharing of infrastructure and 
collaborative (service) delivery models as a means to use funds wisely. The goal set by some countries to implement 
shared services; often with mixed public/private/third sector delivery models in mind, has failed to materialise at the 
intended pace. Impending capital and revenue budget constraints will put additional emphasis on this, and could make 
these ambitions a reality.  

Several Member States have already proven the financial benefit of moving administration online, with notable 
savings being delivered. An EC-funded bench-learning pilot ǿƛƭƭ ǎƘƻǊǘƭȅ ǊŜǇƻǊǘ ƛƴ ŜȄŎŜǎǎ ƻŦ ϵмл million annual savings 
potential from single processes in Greece, Slovenia and Belgium. Streamlining presents considerable challenge for the 
more fragmented regional and local Administrations, and thus for countries with stronger sub-national tier structures. 

ά/ƭƻǳŘ ŎƻƳǇǳǘƛƴƎέ ς the virtualisation and sharing of computing assets across organisations ς is seen to provide an 
additional lever to cost savings and efficiency gains. It also supports the achievement of other policy objectives ς 
ƴƻǘŀōƭȅ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ Ǝƻŀƭǎ όǘƘǊƻǳƎƘ ΨƎǊŜŜƴ L¢ΩύΦ DƻǾŜǊƴƳŜƴǘ-ŎƭƻǳŘ όάD-ŎƭƻǳŘέύ ƛǎ ƛƴ ŘŜōŀǘŜΣ ŀƴŘ ǎƻƳŜ ŜŀǊƭȅ ƛƴƛǘƛŀǘƛǾŜǎ 
are in place in countries. However to date the skies over Europe are relatively clear.  

All these changes present informational and technical challenges. Political and structural barriers to consolidation will 
also have to be overcome to achieve these ambitions. As Gartner posed

6
Σ άWill Politics 1.0 swallow Gov 2.0?έ 

                                                           

6
 Gartner, Andrea Di Maio blog, 5

th
 October   
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(iv) KEY PRIORITIES EMERGING FROM COUNTRY REPORTS  

The country reports highlight a number of important shifts of focus towards: the customer; maintaining emphasis on 
the productivity; increased levels of collaboration; and a focus on delivery. As regards implementation, an increased 
emphasis is put on piloting as opposed to large scale programmes, particularly in newer Member States, where 
priorities are also biased towards establishing core (technical) infrastructures.   

eGovernment is generally well established in Government under Ministries of influence (Prime Minister; Finance; 
Interior, and Administrative Reform). eGovernment is more integrated than in the past with government operations 
όΨōǳǎƛƴŜǎǎ-techƴƻƭƻƎȅΩύΣ ŀƴŘ ǿƛǘƘ ƻǾŜǊŀƭƭ ƛƴŦƻǊƳŀǘƛƻƴ ǎƻŎƛŜǘȅ ƎƻŀƭǎΦ Plans to implement shared infrastructure and 
services are frequent, and are generally sponsored by high ranking officials. 

Neither the tier structure of a country nor its population would appear to affect performance, based on the results.  
The figure below segments countries by Federal and Central control, and by populations above and below 10 million. 
Centralised steering, longevity of eGovernment focus, (and strength of economy) provide conditions more conducive to 
strong eGovernment performance.  

Figure 8: Online sophistication by country size and governance type 

Increasing involvement of non-governmental parties is emerging in (eGovernment) strategies to support the 
development of policies and plans. This is important given the greater involvement that non-governmental parties 
(including the private sector) have in services delivery. And the increased expectations that citizens have of open, 
transparent Government ς also enabled through new media, technologies, social networking, and the like. 

With 2010 targets nearing, many countries are revisiting their eGovernment strategies. Some include ambitious plans, 
to address mature or stagnating eGovernment positions, or to close the gap to leading nations (typically newer 
Member States). 

Several contemporary challenges are best addressed by a more pan-European eGovernment approach to service 
design and delivery, like environmental, public security, and indeed economic performance. These benefit from a 
coordinated approach, and common building block solutions across Europe. The large scale (CIP) pilots for high-impact 
services like eProcurement (PEPPOL), electronic Identity Management (STORK), the new EU Services Directive (SPOCS), 
and eHealth (epSOS) are clear evidence of this need. Many of the advanced countries are playing an active role in these 
pilots. They thus benefit from the collective learning, stay current with (indeed influence) EU eGovernment plans.  
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(v) BETTER FOR THE CUSTOMER: USER-EMPOWERING TECHNOLOGIES DRIVE SERVICE DEVELOPMENT  

Increased focus on and involvement of the customer in service delivery is a common trait across Europe. Features like 
ǇŜǊǎƻƴŀƭƛǎŀǘƛƻƴ όŜΦƎΦ ΨƳȅǇƻǊǘŀƭΩύΤ ƻǊƛŜƴǘŀǘƛƻƴ ƻŦ ǎŜǊǾƛŎŜ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ǇǊƻǾƛǎƛƻƴ ƛƴ ŀ ǿŀȅ ǘƘŀǘ ƛǎ ƳƻǊŜ ƳŜŀƴƛƴƎŦǳƭ ǘƻ 
the customer (e.g. life-event); access through multiple connected channels; participation in service delivery process 
(e.g. problem reporting); and progress tracking of cases (e.g. job search) are all examples of this shift. Alongside 
providing better quality services, this can offer cost and efficiency savings for Public Administrations. 

New technologies (devices, mobility) and technology capabilities (interoperability, security, data analytics) offer new 
ways to make this achievable. And they are all being embraced by the sector to different extents and in different ways. 
The desire to be more open and transparent to the public is emerging in several countries, notably Austria, Belgium, 
Denmark, Germany, Netherlands, Sweden, Slovenia, and UK.  Here, comparison with and learning from other leading 
nations worldwide would be advisable: notably the US, Canada, and Australia. An ambition through such initiatives is to 
increase the engagement with the customer, attract usage, develop increased levels of trust, and improǾŜ ǘƘŜ ΨōǊŀƴŘΩ 
of government. This is important for many reasons. 

Empowerment and inclusion of citizens ƛǎ ƻŦ ǇŀǊǘƛŎǳƭŀǊ ƛƳǇƻǊǘŀƴŎŜΦ ¢ƘŜ ƛнлмл ǇƻƭƛŎȅ Ǝƻŀƭǎ ƻŦ Ψƴƻ ŎƛǘƛȊŜƴ ƭŜŦǘ ōŜƘƛƴŘΩ, 
ŀƴŘ Ψstrengthening participation and democratic decision making in EuroǇŜΩ are noted. The digital divide is very much 
more understood, if not perhaps the gap closed. Participation on the other hand is presently low. The availability of 
web 2.0 technologies (social networking and the like) offers an opportunity to address this. Much must be done to 
understand and engage the citizen through user-centred service provision, as a foundation to built trust and 
confidence. This will help increase online participation.  Significant gaps have been observed in customer insight, user-
cenǘǊŜŘ ǿŜō ŘŜǎƛƎƴΣ ǳƴƛŦƛŜŘ ŀŎŎŜǎǎΣ ΨǿƘƻƭŜ ŎǳǎǘƻƳŜǊ ǾƛŜǿΩΣ Řŀǘŀ ǎŜŎǳǊƛǘȅΣ ŎƘŀƴƴŜƭ ŎƘƻƛŎŜΣ ǘƘŜƳŜ ŀƴŘ ƭƛŦŜ-event 
orientation, and customer involvement in service design.  

Low levels of user take-up, particularly for citizen services, are observed. Comparing measured availability figures 
with (Eurostat) take-up

7
 highlights these gaps.  

Figure 9: eGovernment take-up gap
8
 

                                                           

7
 ñIndividuals or Businesses Using the Internet for interaction with Public Authoritiesò, 2008 Eurostat  

8
 No takeup data available for CH 

0

10

20

30

40

50

60

70

80

90

100

MT PT SE AT SI EE FI UK IE DK FR BE DE ES NL NO LU IT LV CZ LT IS HU PL SK CY EL CH BG RO HR

in
 %

Countries

eGovernment take-up gap

Online sophistication in 2009

eGovernment take-up in 2008

EU27+ take-up in 2008

EU27+ sophistication in 2009

53%

83%



Extended Executive Summary  

 

 12  

 

Steps must be taken to close these gaps in order to reap rewards from past eGovernment (and other) investments. 
Much can be done to change the current Ψ!ŘƳƛƴƛǎǘǊŀǘƛƻƴ-ƻǳǘΩ ŀǇǇǊƻŀŎƘ to the design of service delivery. A number of 
good practices have been noted that address steps taken before, during, and after service delivery to make 
improvements. Most include greater involǾŜƳŜƴǘ ƻŦ ŎǳǎǘƻƳŜǊǎΣ ŀǎ ǿŜƭƭ ŀǎ ǘƘŜ ƭƛƪŜǎ ƻŦ Ψƴƻ ǿǊƻƴƎ ŘƻƻǊΩ ŀǇǇǊƻŀŎƘŜǎ ǘƻ 
align service delivery around the customer, not Administration. For many parties, this represents a paradigm shift.  

όǾƛύ .9¢¢9w Chw ¢I9 9/hbha¸Υ Latwh±LbD ¢I9 ¢!{Y hC Ψ5hLbD .¦{Lb9{{ ²L¢I Dh±9wba9b¢Ω  

Take up of business services is generally more advanced, much the result of a growing set of incentives or indeed 
mandates for businesses to use online services.  

Making it easy for businesses to comply with Government requirements, and do so efficiently online, is a vitally 
important step to secure a vibrant European economy: both within countries and across borders. Reducing the barriers 
to business start up is particularly important for the SME community (representing 99% of businesses by number) 
where the administrative burden involved in dealing with Government is a factor of around 4 greater in comparison to 
larger companies. Many of the 8 business services measured relate to the process of business start-up. Results indicate 
a spread of maturity for these services with notably lower scores (see figure) for those that are provided by local 
service providers.  

Figure 10: Status of Business Services Maturity 

 

More needs to be done to make compliance requirements for business start-up bureaucracy free, thus freeing 
companies to focus on their core business. This is consistent with the ambitious 25% target for reducing administrative 
burden (to businesses) by 2012 that has been set by the Commission

9
.  

                                                           

9
 Action Programme for Reducing Administrative Burdens in the EU, http://ec.europa.eu/enterprise/policies/better-regulation/administrative-

burdens/index_en.htm  

http://ec.europa.eu/enterprise/policies/better-regulation/administrative-burdens/index_en.htm
http://ec.europa.eu/enterprise/policies/better-regulation/administrative-burdens/index_en.htm
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The Services Directive seeks to reduce the barriers for service providers across Europe, and thus support Single 
Market goals. The Directive, which comes into force on 28

th
 December 2009, is cited in many of the country priorities. 

Focus on the necessary compliance requirements within the Directive must shift towards supporting the value-added 
services that help make businesses competitive within and across Europe. 

(vii) BETTER FOR THE PUBLIC PURSE:  

eProcurement is an important enabler to far better management of public procurements. This is vitally important, 
particularly given budget pressures. There are a number of examples of countries that are benefiting from consistent 
and consolidated eProcurement approaches. We discussed in past reports the need to shift the focus from availability 
of on-line public services to take-up, and impact. eProcurement is one service area where there are clear examples of 
countries and regions that have corralled very high percentages of public procurement through a common platform. 
Frequently this has been through central government dictate or persuasion. This gives suppliers (across Europe) greater 
visibility of public procurement competitions, and !ŘƳƛƴƛǎǘǊŀǘƛƻƴǎΩ ƎǊŜŀǘŜǊ Ǿƛǎƛōƛƭƛǘȅ ƻŦ ǇǳōƭƛŎ ŜȄǇŜƴŘƛǘǳǊŜ. This makes 
doing business with government far easier for suppliers. It enables Administration to make better sourcing decisions, 
and manage transactions more efficiently. The proof is in higher levels of use of the on-line service, efficiency savings 
for both suppliers and Administration, and more effective use of public funds. Denmark, Ireland, Italy, and Scotland are 
countries that in particular can cite such benefits.   

The productivity of Administrations is clearly a heightening priority, and will continue to remain so with long-term 
forecast budget constraints. Complex administrative procedures and the unnecessary and disproportionate 
administrative costs they incur severely hamper government operations. Administrative burden reduction initiatives 
that support business-to-government efficiencies are in place and significantly supported by eGovernment. Likewise 
government-to-government productivity improvements in the form of better regulation, administrative burden 
reduction, and streamlined processing can also benefit from eGovernment. Increased attention to this are is required 
and expected. To achieve such improvements, increased sharing of information, cross-agency working and 
collaboration is required.  From an eGovernment standpoint, service-oriented architectures, standards, and inter-
operability provide important building blocks. 

 

VII. NEW eGOVERNMENT ACTION PLANS  

The five objectives of the i2010 Action Plan will be reviewed in preparation of the new eGovernment 2015 Action Plan. 
Recent work to outline actions for the 2015 timeframe has identified four areas of 
focus: 

Á Support to the single market 

Á Empowerment of businesses and citizens 

Á Administrative efficiency and effectiveness 

Á 9ƴŀōƭƛƴƎ ΨōǳƛƭŘƛƴƎ ōƭƻŎƪǎΩ. 

These themes will underpin the longer-term transformation of public services 
across Europe. And what is undeniable is that in setting the forward plan, ICT and 
eGovernment will play a major role in realising this transformation. 

Ambitious goals must be set, clear plans must be put in place, and rigorous 
management of these plans will be required. Technology has and will continue to 
prove to be a vital enabler to delivering smarter, faster and better eGovernment. 

Heightened customer expectations; desires for more open and transparent 
Government; pressures to make Europe a more open market for businesses; and 
economic reasons for Administrations to collaborate and deliver efficiencies are all 
motives for transformational change. 

Our future challenge will be to change the mindset of Administrations, and change the model of public services delivery 
to one that is clearly engaging and involving the customer in all aspects of the process. This opens the door to 
opportunities to reduce the cost-to-serve the customer, and improve service quality. We Ƴǳǎǘ Ǝƻ ƻǾŜǊ ŀ ΨǘƛǇǇƛƴƎ ǇƻƛƴǘΩ 
to reap such rewards, and in so doing move from an Administration-centric to a Customer-centric service delivery 

The five objectives of 
the i2010 Action Plan: 

1. No Citizen left 
behind 

2. Making efficiency 
and effectiveness a 
reality 

3. Implementing high-
impact key services 

4. Putting key enablers 
in place 

5. Strengthening 
participation and 
democratic decision 
making in Europe 
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ƳƻŘŜƭΦ {ŜǘǘƛƴƎ ƻǳǊ ŀƳōƛǘƛƻƴǎ ǘƻ ŘŜƭƛǾŜǊ ǎŜǊǾƛŎŜǎ ǘƘŀǘ ŀǊŜ άtwice as good, in half the time, for half as muchέΣ ŀƴŘ 
maximising the potential that eGovernment offers, will take us a long way towards that. 
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Figure 11: BŜȅƻƴŘ ǘƘŜ Ψ¢ƛǇǇƛƴƎ tƻƛƴǘΩ 

VIII. THE FULL REPORT STRUCTURE  

The full report is structured in four discrete and inter-dependent parts: 

Á Part A: 20 Basic Services: oǳǘƭƛƴŜǎ ǘƘŜ ƳŜǘƘƻŘ ŀƴŘ ǇǊƻǾƛŘŜǎ ǘƘƛǎ ȅŜŀǊΩǎ ǊŜǎǳƭǘǎ ŦƻǊ ǘƘŜ ǎǳǊǾŜȅ ƻŦ нл ōŀǎƛŎ 
services. It also includes the results for the new eProcurement indicator. 

Á Part B: User Experience: outlines the method and provides the results of the pilot indicators for User 
Experience and National Portals. 

Á Part C: Emerging Insights: captures the insights from the above measurement and from a scan across the 
country reports (in part four). These have been related to i2010 goals. 

Á Part D: Country Reports: provides key points of detail on the eGovernment setting and development for each 
of the participating countries. These include overall results; key facts on the country, information society 
indicators, position in international rankings, and EU activities; an overview of Governance; benchmark results 
for each of the indicators; and eGovernment good practices. 

The report contains Appendices that give full detail on the method and results for each of the 20 Basic Services, 
eProcurement, and User Experience.  

In recognition of the important focus on delivery, the report also includes examples of good practices as they relate to 
the pertinent sections. These have been offered forward by participating countries. 
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1. Introduction 

1.1 The 2009 report: context setting 

eGovernment is the most ǇƻǿŜǊŦǳƭ ŜƴŀōƭŜǊ ƻŦ ǘƘŜ ǇǳōƭƛŎ ǎŜŎǘƻǊΧ 

bƻǿŀŘŀȅǎΣ άevery policy initiative becomes sooner or later an ICT projectέ10. Technology, broad band and eServices 
are becoming the norm when seeking information and performing transactions with administrations. Moreover, 
eGovernment has been endorsed by countries as a means to deliver simpler, faster, cost effective services for citizens 
and businesses.  

eGovernment and more widely the i2010 Action Plan offer a whole-of-government picture of what can be achieved 
through consistent public sector transformation. ²Ƙŀǘ ōŜǘǘŜǊ ǇƭŀŎŜ ǘƘŀƴ ƘŜǊŜΣ ƛƴ 9ǳǊƻǇŜΣ ǘƘŜ ǿƻǊƭŘΩǎ Ƴƻǎǘ 
competitive region, what better time than now at the dawn of the 21

st
 century to set such ambitious targets: leaving 

no Citizen behind, making efficiency and effectiveness a reality; implementing high-impact key services; putting key 
enablers in place; strengthening participation and democratic decision making in Europe. 

During the Manchester Ministerial eGovernment Conference in 2005, the phrase "Transforming Public Services" was 
coined, becoming a European motto. Thus, over the past years, European countries have been continuously linking 
technology to policy by setting up national eGovernment strategies. In turn, business operations enabled to visualise 
the results at hand, thus confirming the role of ICT to transform governments and more generally, public sector. In 
implementing eServices and streamlining the recourse to IT enabled solutions, countries have encountered larger 
societal challenges: transformation must be thought as user-ŦƻŎǳǎŜŘΣ ǘŀŎƪƭƛƴƎ ǘŜŎƘƴƻƭƻƎȅ ŘƛǎŎƻƴǘƛƴǳƛǘƛŜǎ ǳǎŜǊΩǎ ŦŀŎŜΣ 
and guaranteeing take up. 

 

Χ¢ƻ ƳŀǎǘŜǊ ǘƘŜ нлнл ŎƘŀƭƭŜƴƎŜǎΧ 

Whereas the i2010 Action Plan fostered transformation stemming from a common understanding of the availability of 
eGovernment. Competitiveness acquired through service maturity creates greater value for all: administrations, 
businesses and citizens.  

As tailor-made services and one-stop-ǎƘƻǇ ŀǇǇǊƻŀŎƘŜǎ ǎƘŀǇŜ 9ǳǊƻǇŜΩǎ ƭŀƴŘǎŎŀǇŜΣ ƭŀǊƎŜ ƴŀǘƛƻƴŀƭ ŘƛŦŦŜǊŜƴŎŜǎ ŀǊƛǎŜΣ 
clearly showing eGovernment developments do not share level playing field in Europe. Indeed, Europe is a very 
ƘŜǘŜǊƻƎŜƴŜƻǳǎ ǇƭŀŎŜΥ ΨŜDƻǾŜǊƴƳŜƴǘΩ ƛƴ ǎƻƳŜ aŜƳōŜǊ {ǘŀǘŜǎ ƛǎ ǇŀǎǎŞ ς the policy agenda has moved to 
ΨǘǊŀƴǎŦƻǊƳŀǘƛƻƴΩΦ Lƴ ƻǘƘŜǊǎΣ ŜDƻǾŜǊƴƳŜƴǘ ƴƻǿ ŜƳōǊŀŎŜǎ ǘƘŜ ǿƘƻƭŜ ƴŜǘǿƻǊƪŜŘ όΨDƻǾ нΦлΩύ ŀƎŜƴŘŀ ς and is thus 
ǊŜŎŜƛǾƛƴƎ ƘŜƛƎƘǘŜƴŜŘ ŀǘǘŜƴǘƛƻƴΦ !ƴŘ ƛƴ ȅŜǘ ƻǘƘŜǊǎ όǘȅǇƛŎŀƭƭȅ ǘƘŜ ƴŜǿ aŜƳōŜǊ {ǘŀǘŜǎύ ƛǘ ƛǎ ǘƘŜ ΨƴŜǿ ŀƎŜƴŘŀΩ ǘƻ ΨŘƻ ǿŜƭƭ ƛƴ 
ǘƘŜ 9/ ŜDƻǾŜǊƴƳŜƴǘ ǊŀƴƪƛƴƎǎΩΦ 

Beyond targetisation and pro-activity of services, a series of grassroot concerns stem across Europe. What about pan-
European services, simply at cross-ōƻǊŘŜǊ ƭŜǾŜƭΧ ŀǊŜ ǿŜ ƛƴǘŜǊƻǇŜǊŀōƭŜΚ !ǊŜ ǿŜ ƳƻōƛƭŜΚ Iƻǿ ŘŜǾŜƭƻǇ ŦǳǊǘƘŜǊ ŀƎƛƭƛǘȅΚ 
Global but also situational challenges, such as the Services Directive, cause us to concentrate more on fixing things as 
Europe not just as individual Member States.  

Along these lines, a pan-European eGovernment approach to service design and delivery has developed. Within the 
frame of the Competitiveness and Innovation Programme (CIP)

11
, large scale pilots for high impact services have been 

set up to accelerate the deployment of EU-wide services; contribute to the development of the EU Market and avoid 
both geographical and qualitative fragmentation; help SMEs and service providers by bringing the EU Market to their 
doorstep. These projects, whether tackling eProcurement, eHealth, eID or the Services Directive, benefit from a 
coordinated approach, common building blocks for solutions, service-oriented architectures, and inter-operability 
across Europe. 

Although support from the European Union is growing in setting large scale challenges for the years to come, 
eGovernance remains a matter of national take up. Political will and strategic leadership are key. Top level political 
sponsorship and sustained leadership of eGovernment are key factors of success. So are governance mechanisms that 

                                                           

10
 Wolfgang Schauble op cit.  

11
 http://ec.europa.eu/information_society/activities/ict_psp/index_en.htm 
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enable collaboration across public bodies (e.g. the likes of pan-Government CIO/CTO councils); that provide central 
solutions and leadership, and build local capacity where appropriate.  

The initial outline of the nascent i2015 Action plan confirms the trend: supporting the single market; empowering 
business and citizens, fostering administrative efficiency and effectiveness, addressing key enablers. These themes 
will underpin the longer-term transformation of public services across Europe. What is undeniable is that in setting the 
forward plan ICT and eGovernment will play a major role in realising this transformation, and changing the way that 
public services are governed and deliveredΧjointly with citizens and businesses. 

It is a commonly held view that technology is changing our lives in many ways. Bringing the eService to the right level, 
thus empowerment of businesses and citizens is of parǘƛŎǳƭŀǊ ƛƳǇƻǊǘŀƴŎŜΦ ¢ƘŜ ƛнлмл ǇƻƭƛŎȅ Ǝƻŀƭǎ ƻŦ Ψno citizen left 
ōŜƘƛƴŘΩΣ ŀƴŘ ΨǎǘǊŜƴƎǘƘŜƴƛƴƎ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ŀƴŘ ŘŜƳƻŎǊŀǘƛŎ ŘŜŎƛǎƛƻƴ ƳŀƪƛƴƎ ƛƴ 9ǳǊƻǇŜΩ are noted. Developing a customer 
ƳƛƴŘǎŜǘΣ ŀƴŘ ΨǳƴƛŦƛŜŘ ŀŎŎŜǎǎΩ ŦƻǊ ǘƘŜ ŎǳǎǘƻƳŜǊ ς ŀ Ψƴƻ ǿǊƻƴƎ ŘƻƻǊΩ ŀǇǇǊƻŀŎƘ ς are in progress along with new 
communication instruments such as public service marketing.  

²ƛǘƘ мн Ƴƛƭƭƛƻƴ ŎƻƳǇŀƴƛŜǎ ƻŦ ǿƘƛŎƘ фф҈ ŀǊŜ {a9ǎΣ ŀƴŘ ŀ ǇǳōƭƛŎ ǇǳǊŎƘŀǎƛƴƎ ŜȄǇŜƴŘƛǘǳǊŜ ƻŦ ϵ1500 billion, Europe has 
substantial opportunity to benefit from a single market approach. Thus governments continue prioritizing the 
development of business services, ǿƛǘƘ ƘƛƎƘŜǊ όǎƻƳŜǘƛƳŜǎ ƳŀƴŘŀǘƻǊȅύ ǳǇǘŀƪŜ ŀƴŘ ƳƻǊŜ ǘŀƴƎƛōƭŜ ƛƳǇŀŎǘ ƻƴ ŀ ŎƻǳƴǘǊȅΩǎ 
economic performance. Accordingly, services for businesses have developed at a faster pace than their counterparts 
for citizens. The latter must not be left out. Society will not stand and watch as its expectations rise in demanding 
governments to over-deliver.  

What is needed is a more mature and deeper relationship between the public ς users ς  and the public sector; 
meaning different service delivery models that will blur the boundaries between customer and administration, and 
between public, private, and third sectors. We can only address these new challenges by ensuring that we actively 
ŜƴƎŀƎŜ ǿƛǘƘ ǎǘŀƪŜƘƻƭŘŜǊǎΦ ¢ƘŜ άǇƻǿŜǊέ ƻŦ Ƴŀǎǎ Ŏƻƴǎǳƭǘŀǘƛƻƴ όŜtŀǊǘƛŎƛǇŀǘƛƻƴύ ƻƴƭȅ ǘƻǳŎƘŜd upon by countries, could 
thus contribute more widely to building trust in government and governance.  

The future challenge will be to change the mindset of administrations and change the model of public services 
delivery to one that is clearly engaging and involving the customer in all aspects of the process. Whilst availability and 
sophistication of public eservices are enhanced, there remains a significant gap between those digitally enabled and 
those not ς through choice or circumstance. 30% of potential users do not ς and will not ς do eGovernment! Closing 
this gap is crucial to the take up of these services, in turn contributing to the economic performance of Europe. And it is 
important to the social cohesion of Europe too. The vital ingredient that all public agencies must focus on is the 
development of trust, thus guaranteeing robustness, data protection, privacy and security. This underpins many if not 
all of the ambitions to transform public services through technology. Then again, accessibility, inclusiveness, usability 
of services must be tackled as well, in order to support the willing, but unable.  

 

1.2 The 2009 report : purpose and structure 

Benchmarking: The reason why 

The eGovernment benchmark is now well established. Elaborated and decided upon with European countries, it 
serves both countries and the European Union. Two building blocks drive the measurement: the actual, hard-wired 
benchmark metrics and the transformation of ranking into insights. Assessment and consecutive learning and 
knowledge transfer.  

The eGovernment benchmark reports have achieved high political impact by supporting policy makers to build the 
case for better eGovernment. Acting as a policy accelerator, its findings must serve policy makers at EU-level, national 
and subnational level. Its main purpose is to demonstrate improvements in eGovernment service delivery, i.e. the way 
users experience eGovernment. This interlinks with internal efficiency and effectiveness improvements through the use 
of ICT in Government.  

Fundamental to the measurement process is active participation of the Member States and the European 
Commission. The design, method enhancements, data collection and validation are all done in collaboration with 
Member State representatives at every phase of the process. This approach fosters not only interest, but also 
ownership of the outcome of the measurement. 

The number of countries has grown over the years. This year we have 31 participating countries which include all EU 
Member States, plus Switzerland, Norway, Iceland and Croatia. We envisage further expansion in upcoming years. This 
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ōŜŎƻƳŜǎ ƳƻǊŜ ƛƳǇƻǊǘŀƴǘ ŀǎ ǘƘŜ ƴŜŜŘ ƛƴŎǊŜŀǎŜǎ ǘƻ ǎƘƛŦǘ ŦǊƻƳ ƛƴǘŜǊƴŀƭ ŎƻƳǇŀǊƛǎƻƴ ǘƻ ŎƻƳǇŀǊŜ 9ǳǊƻǇŜΩǎ ǇǊƻƎǊŜǎǎ ǘƻ 
leading countries and regions across the world.  

TƘƛǎ ȅŜŀǊΩǎ new tender of the benchmark offers a unique opportunity to modernise the instrument and pertaining 
methodology ς so a need for a new approach and a more flexible collaborative sustainable process. In some aspects, -
the 2009 measurement has been kept similar in order to enable comparison over time, notably with 2007 results. In 
others, this year already witnesses significant enhancements as well as detailed exploration of emerging trends.  

²Ŝ ƘŀǾŜ ƳŜŀǎǳǊŜŘ ǘƘŜ άнл ōŀǎƛŎ ǇǳōƭƛŎ ǎŜǊǾƛŎŜǎέ ǎƛƴŎŜ ƛƴŎŜǇǘƛƻƴΦ ¢ƘŜǎŜ ǊŜƳŀƛn. As in previous years, sophistication 
and online availability are benchmarked, as well as evaluated per country. The availability of these services and their 
sophistication are offered through 14,000 public service provider websites across Europe. For some Member States 
these measures have become less relevant as they reach high levels of maturity. For others the measures are still of 
great relevance. What it does provide is a consistent progress measurement over time; something that we should not 
lose.  

This year already sees some enhancements to the measurement system.  

High impact service areas have been added. eProcurement is one such area that is included in the survey. Indeed, 
eProcurement is a major driver for competitiveness and growth for public sector business It is also a high-impact area 
that is receiving focus as one of the CIP (competitiveness and innovation programme) large scale pilots. This indicator 
was piloted in 2007 and is applied to all countries in 2009. Thus assessing both pre-award and post award transaction 
processes. eProcurement is hence in its first year of measurement in much greater depth. Further high impact areas 
are envisaged to be benchmarked in future. 

User Experience is now recognised as being an essential gauge for high usage of eGovernment services and 
inclusiveness of eGovernment service provision. This is a more complex area to measure as it is affected by culture 
and norms. It also requires more in-depth measurement including a common understanding of User Experience versus 
user centricity, beyond the front-of-office website. We have piloted a User Experience measurement, and envisage that 
this will develop considerably going forward.  

Emerging insights have also been explored, highlighting key policy priorities across the EU27+ countries.  

Accordingly, the structure of the report has evolved to bring further qualitative analysis. The new report structure is 
illustrated in the figure below. 

Figure 12: The 2009 report structure 
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Part A: Building on 7 successful benchmarks, this supply-side benchmark allows the continued mapping of progress in 
online availability and sophistication in the EU27+. Importantly, eProcurement is added as a fully-fledged indicator to 
ǘƘƛǎ ȅŜŀǊΩǎ ƳŜŀǎǳǊŜƳŜƴǘΦ 

Part B: A composite User Experience indicator piloted to mirror to what extent service delivery is designed around 
user needs. Thus comprising a multitude of usability aspects, ranging from accessibility for different skills levels and the 
handicapped to user focused portal design. 

Part C: Emerging Insights showing the relevance of e-government to key policy areas, building on core bencharmking 
data, external sources as well as on enriched country reports. This section is deliberately meant to be qualitative to 
show progress and detect emerging trends upfront for policy makers. 

Part D: Country reports enriched by an introduction of relevant key facts covering the structure of government, 
information society indicators and policy priorities for the eGovernment agenda. Thus allowing the report to become 
much more relevant for learning processes across member countries 

 

The 2009 measurement pushes the current benchmark and methodology to the limits. The need to refresh and 
explore new indicators is commonly agreed by all.  

The current maturity and saturation against the 20 basic services within many of the leading European countries is 
evidence that the measurement system should be refined. The continuity of the measures since 2001 provides a sound 
and important basis for comparison. However enhancement is required to ensure full relevance to all countries.  

Where next with regards to new a benchmark?  

A continuous process of enhancement to the benchmarking method is now underway. This will retain the principle of 
open collaboration with participating countries. It will retain the existing consistent foundation measurements. It will 
enable new (policy) areas to be investigated that are most relevant to governments, citizens and businesses. These may 
include contemporary topics like energy, environment, transport and the like. The 20 basic service measures can be 
further developed, whilst keeping the current comparison base, and adding additional services. They can also be 
ƎǊƻǳǇŜŘ ŀƴŘ ŀǳƎƳŜƴǘŜŘ ǘƻ ǊŜǇǊŜǎŜƴǘ ŀ ΨƭƛŦŜ-ŜǾŜƴǘΩ ƻǊ ǘƘŜmed approach that will ensure more relevance to the 
customer. Such an approach may require deeper assessment of the User Experience, and a more joined-up evaluation 
through the service delivery chain. Thus potentially fewer sites analysed, with more attention to back-office operations. 
This augmentation will be part of the measurement development process. 

To remain relevant to all participating countries, so a system can be implemented with elective measurement 
building blocks. Such developments will considŜǊΥ ŎƛǘƛȊŜƴ ŀƴŘ ōǳǎƛƴŜǎǎ ΨƭƛŦŜ-ŜǾŜƴǘǎΩ όƛƴ Ƴŀƴȅ ƛƴǎǘŀƴŎŜǎ ŀƴ ŀƎƎǊŜƎŀǘƛƻƴ 
ŀƴŘ ŜƴƘŀƴŎŜƳŜƴǘ ƻŦ ǎƻƳŜ ƻŦ ǘƘŜ нл ōŀǎƛŎ ǎŜǊǾƛŎŜǎύΤ ŎƘŀƴƴŜƭ ƳƛƎǊŀǘƛƻƴΤ ǘƘŜ ŘŜǾŜƭƻǇƳŜƴǘ ƻŦ ΨŎƭƻǳŘ ǎŜǊǾƛŎŜǎΩΤ ƻǇŜƴƴŜǎǎ 
and transparency; back-office development; regional progress; and domain specific measurement.  

Building on emerging insights, there lays the 2015 Action Plan. Single market. Empowerment. Efficiency and 
effectiveness. Countries are increasingly looking to provide integrated service platforms, and are looking to review the 
potential for seamlessness between front, mid and back office. A key feature of eGovernment benchmarking in future 
will be to review interoperability across Government, as well as the future maturity of pan-European eGovernment 
services. 
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