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Abbreviations and terms

We recognise with a multiplicity of different readers, there will be many unfamiliar temdsadbreviations. There are
Ffaz2 Ylye O2YY2y GSN¥xa GKFG FNB dzyRSNARG22R Ay RATFTFSNE
terms below particularly for the benefit of the reader of the Extended Executive Summary. Most other terms are

definedthroughout and/or in the Appendices. This is not an exhaustive list.

Country Abbreviations

YN Austria

Z1=38 Belgum

{el Bulgaria

Term

Explanation

ol Switzerland

& Cypus

(748 Czech Republic

EW7+

This term refers to the participating countries, whi
includes all EU Member States (MS) and Croatia, Ice
Norway, and Switzerland.

BI=3 Germany

DI Denmark

20 Basic Services

The 12 citizen and 8 business services that have b
measured since 2001.

IS=8 Estonia

Greece

S5 Spain

Finland

5-stage maturity Model

D2JSNYYSyiaQ &ASNBAOS& N

following stages, as used in previous reports:
information, (ii) oneway interaction, (iii) tweway
interaction, (iv) transaction, and (v
targetisationautomation.

=288 France

38 Croatia

Sophistication

A core benchmark indicator used to assess the 20 b
services against the-&age maturity model.

IVl Hungary

Irelard

Iceland

Full Online Availability

A core benchmark indicator used to assess the 20cb
services against the fourth and fifth stages of thet&ge
maturity model.

Italy

N | ithuania

MU | uxembourg

(BYAR | atvia

Malta

NS The Netherlands

eProcurement
Availability

eProcurement Proces

Benchmark

New  benchmark indicator assessing  wheth
eProcurement is visible and available to potential suppl
online.

New berchmark indicator measuring the availability of tk
main process phases of eProcurement, divided into
pre-award and the posaward phases.

N[O Norway

S Poland
N Portugal

User Experience

This term is measured using 5 criteria described in Pal
Other terms that are commonly useda related include:
customer centricity; customer friendly personalisatio
userfocused.

NO Rumania

S1= Sweden

Slovenia

Cloud Computing

The consolidation and virtualisation of computing ass
and data, including the use (by customers / partners)
webl/internet-based services (thusoth back and front
office related).

Sl Slovakia
S/ Q8 United Kingdom




Extended Executive Summary

Key Points
1. 9' HTb FR@OIYyOSYSyldY CdzZt hy[AYyS ! @FAtlFoAtAl

2. eProcurement (new) Availability56% EU27+ ave.; well behind 2010 target of 100%. Key for sing
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 foas 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 measur
with some notable examples of leading practices.

6. Personalised services gaining ground and becomingenmmmonplace across Europe.
7. User empowering technologies push Governments to redesign their eGovernment services.
8. Upgrade of measurement system is needed and plangén collaboration with countries.

|. 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 theefasurement of eSenés across Europe.
It establisheghe foundations for the progressivand plannednodernisation of parEU eGovernment comparison.

This benchmark has proven to be a polisyforming tool at both a European and Member State levsince it
inception in 2001 As we approach the end of the Lisbon i2010 policy timeframe, we now need new eGovernment
policiesto suit the next planning horizofTechnology is changing our lives in many ways, and changing the way that
public services are governed and delivered. Weréifiore need new eGovernment Action ptan

We are confronted by a new paradign®ne where the heightened expectations of customers must be delivered with
constrained public resource¥he short term economic crisis has resulted in a {tmrg fiscal and pblic 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 changd$ew policies will be requiredhat address global challenges in areas such as publiciggcur

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 challeges like escalating healthcare cqdtsrough aging society and lifgtyle changegxacerbated bythe

imbalance between working and namorking populations. These represent a growing and substantial financial burden

on society.This calls for transformatnal change¢ KS 1 Seé ljdzSadA2y AayY ag6KI G NRES Ol
0KAAKE

Society will not stand and watch as politicians goverRublic Administrationserve citizensholding greater opinion
and greater sway in what can and will happen. &ycwill 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 theape sector, sustained
political will and strategic leadership; greater labloration at all levels of governmenin¢luding internationgl and
different service delivery model§ hiswill causeblurring ofthe boundaries between customer and administration, and
between public, private, and third sectors. We can only addressetreew challenges by ensuring that we actively
engage with stakeholders.

What role then does technology play in policy settiig What we know is that we live in an era of highly dynamic
evolution of technologyWith many new tools and many new possibdgi Society has realised this and is gaining from
it; Administrations must do so todt was observed that devery policy initiative becomes sooner or later an ICT
project ® LG Aa Ay GKA& LltAdOe 02y GSEG GKIFG GKAa SD2OSNYYS)

! Wolfgang Schauble, German Minister of Interior, Statement at eGovernment Conference April 2007, Berlin
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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 pafiew. devices (thetﬁscreeﬁ)

have become commonplace. Social networking is very much on the rise. We are offered access thuttigié
(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 tansfer 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 manabim far better ways.

Technology is no longer the inhibitoit 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 governmetat make Administration more opeand transparent.
Are these early signs of a fundamental change in-asetric service delivery and true participative democracy?

There are challenges however in these developmenBuilding and retaining citizen confidence in the ability of
Administraton 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 ethnology in public service delivery, there remains a significant gap between
those digitally enabled and those nqtthrough choice or circumstance. Closing this gap is crucial to the economic
performance of Europe. And it is important to the social catreof Europe too. The vital ingredient that all public
agencies must focus on is the developmentrakt. This underpins many if not all of the ambitions to transform public
services through technology.

The sector has invested heavily in technology ovke last decadelt 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 evidendeased gains. It is time for the digital atsthat have been created to hesedand to ald

value It is time for delivery

LLL® I h2 29 a9!{ w9 9] wht 9Q{ twhDw9{{

This eGovernment benchmark is well established. We now start the process of modernishtidieing so we will

I R R NIRatisxtondR S NBdgres) Ay SD2 OSHOWRSBydK YS§IRadzNBE LINPINBaa (26l
Fundamental to the measurement process is the active participation of the Member Statd®e design, method
enhancement, data collection and validati@re done in collaboratia with Member State representatives.

This year we have 31 participating countrigscludng all EU Member States, Croatiaeland Norway, and Switzerland

We envisage further expansion in upcoming years. This becomes more important as the need irorshgtdrom

internal EUcomparisoni 2 02 YL NB 9dzNRB LIJSQa LINRPANKaa G2 fSFRAy3I O2dzyi
2S KIS YSIFadaNBR (GKS aun ol aA0 Llzo Thay@ssésStazanabilfyafdhest A y OS
services, and theophisticationof them as offered through 14,000 public service provider websites across Europe. For
somecountriesthese measures have become less relevant as they reach high levels of maturity. For othersethe

still of great relevance. What it doesquide 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 suchthatas included inthe survey.lt is

also a higkimpact area that is receiving focus as one of the CIP (competitiveness and innovation programme) large
scale pilotst dzof A O t N2 OdzNBYSy i NBLINB&SY (& | LILINPPEkdNg tisoilitg of m cz7z 2
public tenders to the multiple suppliers across Europe is vital to the goal of a vibrant economy and an open single
European marketTargetswere 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 yganscipally only on national platforms,

2 firhe 4" Screeno (1% Movie Screen; 2™ TV; 3 PC; 4™ Mobile)
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now evaluates 1@rocesdata pointsthat considerthe pre-award sourcing, andpostaward transactionphase§. These
have been applied td34 public eProcurement platform&Procurement is thus in its first year of measurement in
much greater depth.

User Experiencds now recognised as being an essential gauge to thketap of online services This is a more
complex area to measure as it is affected by culture and norms. It also requires reptinmeasurement, beyond
the front-of-office website. We have piloted Hser Experienceneasurement, and envisage that thisliwdevelop
considerably going forward.

A continuous process of enhancement to the benchmarking method is now underway create a dynamic
measurement instrument that willretain the existing comparability over time, arte principle of open collaborain

with participating countries. Thiswill enable new (policy) areas to be investigatéd hese may be more or less

relevant to participating countries, a systasforeseenwith elective measurement building blocks. Such developments
mayconsider:cifi Sy | yR 0-888y86ae ®AYFElIye AyadlyoOoSa |y |33aNB3AlG
oFraxl0 aSNBAOSaoT OKIyySt YAINIGA2YT GKS RSOStaflidSyd 2
development; regional progress; and domairesific measurementWe also intend to make full use of other available

and relevant measurements enrich the findings and insights that can be drawn from the process.

IV. BENCHMARK RESULTS

¢KS dauwn .V {L/ {9wxL/9{¢

Europe shows continued steady progre§s
terms of full online availability. The overall

EU27+measure has risen t81% in 2009 from Full online availability

59% in 2007. This can be seen in - Trend from 2001 to 2009 for EU27+
accompanying figureThe difference acros

countries isstill significant with a range of 100

68%but with a marked reduction ith respect ’
to 2007 (85% range)

80
In terms of sophistication Europe stands a
83%, compared with 76% in 2007. Tt
assesses thalegree of interaction between
service provider and user, from simp
information provision to personalised pic 40
active case harlthg. Europe is presentl
OftraaAFASR G GKS

60

in %

Citizens

(of 5) eGovernmentevek. On this measure 20

there is less difference between countries:

range of44%. 0 - - - - - - - —
2001 2003 2005 2007 2009

The most advanced countries show saturati
against both of these measuresrfonany of
the 20 services. This underpins the need Figurel: Full online availability trend from 2001 to 2009 W27+
refresh the measurement system.

Years

As in the past, there remains significant variand@4Zully online]12% sophistication) between the resultss#rvices
for businessegof which there are 8) andervices for citizengof which there are 12). This reflects the inherent nature
of business services, being more homogeneous in fdBervices for citizens, bymparison, are highly diverse in
range, and citizens have far more heterogeneous needs and behaviours.

3 Asisexplained m the eProcurement chapter, only the pasvard data will be presented in this report.
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For all 20 servicedour clusters

. Sophistication of service clusters in the EU27+
have been assessedincome

generating (for government); P income generating 2009

registration (.9 births, Taxes, social contributons. 0 02007

Company’ mOVIng); Seer(-:e Mainly delivered at-

returns (e.g. health, social o 2tional Jevel.

} 3 8 op scores fo_r all =

libraries); and permits and countries!

licenceqe.g. building, education .

passport). The progress for ead

of these since 2007 is shown i Permits and licences © Registration

the accompanylng ﬁgur.e' Thl Blrlilding,pas"sport, C;cxr,company,birlh&marriage,moving,

shows the greater maturity of education, environment statistical data

income-generating services regiona?gneg delivered at Covers one-offlife events.

Their form (homo@neous hlgh Leastsophisticaletj Average performance and growth.
. ! . cluster but shows good

volume, income generating progress.

make them more attractive to
technologyenablefirst.

Returns

Health, libraries, procurement, policing, job
search, benefits

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

Comprises frequently used services.
Average performance and growth.

Figure2: Sophistication of service clustein theEU27+

We also observe a small number of countries making very significant improveméngsa Sy G A I £ £ & Wi S| LT
peers. This is shown in the figuselow.

Sophistication and growth in the EU27+
Leapfroggers Fast growers Moderate adopters Saturated top
§ 8 countries 8 countries 12 countries
I3V
5
! QED 2 countries
g T
(%]
2 9 —
[=%
o)
7oz
(@] o ;
| Bulgaria Lithuania
Denmark Luxembourg
Latvia Finland Sweden
Poland Ireland  Slovakia
15to 25% 10to 15% 5to 10% 0to 5%
Growth over the period 2007-2009

Figure3: Sophistication and growth in theU27+



Extended Executive Summary

The leading six nations on the full online availability of the basic 20 services are: Austria, Malta, Portugal, the United
Kingdom, Sweden and Slovenidth the top 4 having the same score.

Full online availability 2007-2009
90 -
80 -
71%
70 T I
& '4 i II
Sy L x
40 A I
30 1 .
mm== Full online availability in 2009
20 A Full online availability in 2007
----- EU27+ average 2007
10
—— EU27+average 2009
0 T T T T T T T T T T T T T T T T T T T T T T T T T T T T T
AT MT PT UK SE SI EE FI DK IE FR NO ES NL DE BE IT LU LV HU CZ LT IS SK PL CY EL RO BG HR CH
Countries
Figure4: Full online availability 2062009
With regard to theonline sophistication of the 20 basic services, the leading six nations are Malta, Portugal, Sweden,
Austria, Slovenia and Estonia.
Sophistication 2007-2009
100 A —
. I —_—
90 1 I . [
83% I I 1T'E=
80 - ‘76% — . )
70 1 II . [ -
II.
L
T 50 1
40 A
30 1
20 4 mm== Sophistication in 2009
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Extended Executive Summary

ePROCUREMENT MEASURE (New)

With 12 millon companies of which 99% are SMEs, atite value ofpublic procurement advertised at EU level
amountird (2 | NER dzy =4 Earapp has subsfafiitil dEdbaoftunity 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 1@0fne availablity, and 50% electronic captura aboveEU
threshold publigrocurementsby 2010.

EWR7+average eProcurement availability i56%on a comparable sample G446 national, regional and loc&U27+
Publicauthorities. Although far from thee00%European taget, it reflects rapid growth across all government tiers.
The previous more limited measurement focused only on national eProcurement platforms or a few national
Authorities andalsodid not reflect the value chain of government processes as our présditator does.

eProcurement Availability Benchmark
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Figure6: eProcurement Availability Benchmark

The survey produced @mprehensivanapping of the Eropean eProcurement landscape, includit®ft eProcurement
platforms websites providing a suite of services for @®rrement 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 procuremenépso

It assessed the development of the major phases of eProcurement.inidliglespre-contractaward (with 3 major
phases and 14 process steps), gubtaward-transaction(5 process steps). THeLR7+average PreAward Process
measure is59% Data forthe postaward measure proved hard to collect as this is related to lmdfike operations,
and so igypicallynot reported.

Of the 3 main preaward phases: eNotification score®%, eSubmissio»6%, and eAward (incl eAuctionsB%.
National platforms tyally 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 foufdc@untries that have mandated thase of their national
platform: at least forcentralauthorities.As a result some report capturir®$% of public tenders through their national
site. Others take a more decentralised approach with several eProcurement platforms. For instance Germahy has 4

4 http://ec.europa.eu/internal_market/publicprocurement/docs/public-proc-market-final-report_en.pdf
° Mi nisteri al 6 Ma n ¢ h"eNsversber 2aD% ichitpe//mant epracticé.eu/ndie/282708
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Also at times, as in the UBRublic platforms competevith 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 silosofiGents, 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 marKétere are also several examples of delivery of substantial savings.

V.USER EXPERIENCE

Part B of the report includes results of th#got measures fotJser Experiencand National Portals.
Five sukindicators have been used to assésser Experience

A Accessibility A webcrawler performed an automated assessment of coame with Web Content
Accessibility Guidelines (WCAGL1.0 standards) of the national portal. Is the national portal accessible to people
GAGK RAAFOATAGASEAKE

A Usability. Can you use a channel of choice, does the website allow for progress tracking, is tHpre he

functionality available and is there a form of privacy protection in place?

User Satisfaction MonitoringDo websites allow for user feedback and reporting on this?

Onestop-shop approachWhat proportion of the 20 basic services are available orptirecipal portal(s)?

Userfocused portal designWhat is the ease of finding information on the different websites and are they

structured by theme or lifeevents for instance?

> >

The evaluation process considers all tier one (i.e. national) websitessattr®44,000 sample, and 30% of regional and
local sites. It also includes all national portals, and principal portals (for instance business, domautjcsed).

Average results for Europe show: a solid -@b@p-shop approach, sound user centric pdrtdesign, 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
certricity is likely to cause a marked improvement in these areas.

User experience in the EU27+

EU27+ R Usability <

- 100
Min  12%
Max 92%

Assesmentmade on 20
services and national
portals

r-f rtal I
— Use ug porta Accessibility-automated
EU27+ AR EU27+ IS
Min 0% Min  10%
Max 100% Max  99%
Assesmentmade on
national portals only
User satisfaction -—

One-stop-shop approach

coor: B monitoring
] EU27+ 34.8%

Min 0% Min 0%
Max 100% Max 100%

Figure7: User Experiencm the EU27+

There is very limited difference in results between business and citizen services.



The leading countriedor eachof the UserExperienceéndicators are shown in theable below.Malta, Finland,and UK
appear regularly.

Accessibility Usability User satisfaction WhyS &ai2LJ Userfocused portal
monitoring design

Webcrawler: Layout, channels, progres: User feedback Proportion of 20 services Ease of finding information.

Compliancef the tracking, helpprivacy mechanism available Arranged by theme, lifevent

national portalsto protection etc

WCAG10 standds

Austria Finland Finland Czech Rep Austria Iceland

Netherlands UK Malta Ireland Cyprus Luxemipurg

Denmark Malta UK Iceland Croatia  Malta

Norway Estonia Portugal Malta Denmark Netherlands

Germany Poland Luxembourg Slovakia Estonia  Portugal
Spéln Fin'and SIOVenia
Switzerland France Slovakia
UK Spain

EWR7+Ave = 6£2% EW7+Ave =46,8% EW7+Ave =34,8% EW7+Ave =81,6% EW7+Ave =71,%

Note: countries ibold NB 4 G KS Yl EAYO®Y Ll2&daAofsS a02NB oW

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

Portals, perhaps not surprisingly, offer a better ovetrdBer Experienceghan servicespecific web sites. Income
generating services also offer a bettdser Experiencepaying taxes may not be nice, howeveran be made easy.

Good practices were observed in a number of countries. Several countries have developed natiisitipar can be
personalisedd @ (G KS OAGAT Syod 28 y20S (GKIFIG &a2YS aSNWBAOS | NBla o
of access (web, phone etc). Of note is job search, representing a significaetdife where thereis important
satisfactionand economic gains from providing a qualitger Experiencerhere that leadsuccessfly 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 evaluaidie findings from thdJser Experiencmeasure, and the
Ayairakida TNRYIAGNKIKEBAYOR diy@ NBE NBLIR2NIa Ittt 32 (2 ofdhdzlILI2 NI
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 HIGEERFORMANCE?

A number of countrieshave SSy 20 4 SNI8R A2 (i ®OifidslaFE Bdgergtanave maintained tégvel
performance over the years. Certain characteristics are in place in these cases that are revealed from the country
reports tha suggest means to achievand maintain high performanceThese include:

A Top level political sponsorship and sustaimedfessionaleadership of eGovernment

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

A Governance mechanisms that enable collaboration across public bodies (e.g. the likes®@bygnment
CIO/CTO councils); that provide central solutions and leadership, and build local capacityapgremiate



A1 0dzad2YSNI YAYyRaSi{ I yR Wdky AWFA2S R NRPOLES aR2(2 NE2 NJ LILENS? | QA
privacy and security

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

(i) IMPROVEMENTS BERVICES MEASUREMENT

The current maturity and saturation against the 20 basic serviosghin many of the leading European countries is
evidence that the measurement systemarrants review.The continuity of themeasures since 2001 provides a sound
and important basis for comparison. Howevemprovements argequired to ensure full relevance to all countries.

The 20 basic service measures can be further developed, whélsitainingthe current comparison basetdditional
servicescould be addedthat are most relevant to governmentscitizens and businesses. These may include
contemporary topics like energy, environment, transport and the like.

ServiceDly |fa2 o6S5 3ANRAzZLISR | YR -evedtd Y&edSPorodch thalBilLaNgGra Sigfel | W
relevance to the customer. Such an approashl require deeper asessment of user expectations, needs and
experiences. Of note, particularly for customer practices, we draw qualitative comparisons with salimg Ieations

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 requiredto measuring the efficiecy and effectiveness of governments itselfa complex
exerciserequiringmore than just a welsurvey approach. It requires looking behind the webditeough the end-to-
end fulfilment chaininto the back officeassessing the enabling building blockad the governance structures that
support delivery Suchaugmentatiors will be part of the measurement development procesgsich will be undertaken
in collaboration with the participating countries

(iiiy A COLD WIND OF BUDGRITSN SIGHT

Thecurrent economic crisis will result in longerm fiscal and budget constraints and high levels of public debhis

places potentially severe limitations on eGovernment investment plans. Against a backdrop of demographic change,
aging, retirement of a high propdan 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. Paskdtments that countries have made in eGovernment
therefore must be maximised, and returns realised.

The cost of government is going ugo achieving quantum savings, whilst securing service levels in tandem, is
required. Countries are seen to be placingegter 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 gledn mind, has failed to materialise at the
intended pacelmpendingcapital and revenududget constraints will put additional emphasis on this, and could make
these ambitions a reality.

Several Member States have already proven the financial benefithooving administrationonline, with notable

savings being deliveredn EGfunded benchlearning pilotg A f f & K2 NIi f & NBnhibN&nnual gavigs O S a &
potential from single processés Greece, Slovenia and Belgium. Streamlining presseovisderable challenge for the

more fragmented regional and local Administrations, and thus for countries with strongeratidmal tier structures.

a/ tf 2dzR O 2 Wheddrialisatibe and sharing of computing assets across organisatigsseen to provid an

additional lever to cost savings and efficiency gains. It also supports the achievement of other policy obgectives
y2aGlofe adzaidlAylroAtAde 32 k02 dZR EMBEBoZDK AYET MBS YR 06 QI0SIE D 2y%F
are in placen countries. However to date the skies over Europeratativelyclear.

All these changes present informational and technical challenges. Political and structural barriers to consolidation will
also have to be overeoe to achieve these ambitionads Gatner poseds Witt Politics 1.0 swallow Gov 2¢0?

6 Gartner, Andrea Di Maio blog, 5" October



(iv) KEY PRIORITIES EMERGING FROM COUNTRY REPORTS

The country reports highlight a number of important shifts of foctmwards: the customer; maintaining emphasis on

the productivity; increased levels obltaboration; 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 (technicaBstrfictures.

eGovernment is generally well established in Government under Ministries of influe@eme Minister; Finance;
Interior, and Administrative Reform). eGovernment is more integrated than in the past with government operations
OWodzaekhy @& 238 Q03X YR 6AGK 2 @S Rlarsfto impléfientNsiared Mnagtructur2 @ridS i @
services are frequent, and are generally sponsored by high ranking officials.

Neither the tier structure of a country nor its population would appear to affeperformance based on the results.

The figure below segments countries by Federal and Central control, and by populations above and below 10 million.
Centralisecsteering, longevity of eGovernment focus, (and strength of econgmropide conditions ma conduciveo
strongeGovernment performance.
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Figure 8: Online sophistication by country size and governance type

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

With 2010 targets nearingnany countries are revisiting their eGovernment strategi€dome include ambitious plans,
to address mature or stagnating eGovernment positions, or to closegtye to leading nations (typically newer
Member States).

Several contemporary challenges are best addressed by a more-Baopean eGovernment approacto service
design and delivery, like environmental, public security, and indeed economic performarese Banefit from a
coordinated approachand comma building block solutionacross Europe. The large scdl@H pilots for highimpact
services like eProcuremerRERPOL, electronic Identity ManagemenSTORK the new EU Services Directi8P0O0OS
and eHealthgpSOJpare clear evidence of this neddany of the advanced countries are playing an active role in these
pilots. They thus benefifrom the collective learningstaycurrent with ndeed influencg EUeGovernmenplans
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Extended Executive Summary

(v) BETTER FOR THE CUSTONWEEREMPOWERING TECHNOLOGIES [3ER¥ICE DEMOPMENT

Increased focus on and involvement of the customer in service delivierg common trait across Europe. Features like
LISNE2YFfAalGAZY 6Sd3d WYBLRNIIEQOUT 2NASYGlrGA2Yy 2F aSND
the cusbmer (e.g. lifeevent); 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 seifiges, this can offer cost and efficiency savings for Public Administrations.

New technologieg(devices, mobility) and technology capabilities (interoperability, security, data analytfes)new

ways to make this achievableéAnd they are all being embrad 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, comparisamdviearning from other leading

nations worldwidewould be advisablenotably 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, an@ @prai K S W6 NI
of government. This is important for many reasons.

Empowermentand inclusionof citizensA & 2 F LJ- NI A Odzf | NJ A Y L2 NIyIRy @S\@ Ad €Y X S
Iy Birergthening participation and democratic decision making in ElSafe 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 addressMbéh must be done to
understand and engage the citizen through usentred service provision, as a foundation to built trust and
confidence. This will help increasaline participation. Significant gaps have been observed in customer insight; user
cemliNBR 6806 RSaAdys dzyAFASR | 00Saazr WgK2t S Odza de2eMSNI DA
orientation, and customer involvement in service design.

Low levels of userdke-up, particularly for citizen servicesare observed.Comparing masured availability figures

with (Eurostat)take-up7 highlightsthesegaps.

eGovernment take-up gap
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Figure9: eGovernment takeip gap
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Steps must be taken to close these gaps in orderetip rewards from past eGovernment (and other) investments.
Much can be done to change the curredit! R Y A y A2idziNQ {IA t@iydbldes$igd Kf service delivenA number of
good practices have been noted that address steps taken before, during, and after service delivery to make

improvements. Most include greater in@IS Y Sy (i

2F OdaadizYSNA:Z +a ¢Sttt |a GKS ¢

align service delivery around the customer, not Administration. For many parties, this represents a paradigm shift.

6 DGAV

Take up of business servicés generally

9¢¢9w Chw ¢

9 9/hbha,yY Laf@wh2LbD Dh2owba¥bha W5hl

more advancedmuch the result of a growing set of incentives or indeed

mandates for businesses to usalineservices.

Making it easy for businesses to comply with Government requirements, dam so efficientlyonline, is a vitally
important step to secure a vibrant European economy: both within countries and across bdreescing the barriers
to business start up is particularly important for the SME community (representing 99% of basirimssiumber)
where the administrative burden involved in dealing with Government is a factor of around 4 greater in comparison to
larger companiesMany of the 8 business services measureldte to the process of business stagh. Results indicate

a spead of maturity for these services
service providers.

with notably lower scorssefigure) for those that are provided by local

100
Public
procurement LA
Customs
Best declaration Corporate tax
c 80 perfomer — 100%
2 . Social
o Business contribution
= registration
s 50% | Worst Statistical data
] perfomer
‘s
B
60 Best
perfomer
100%
Environment-
related permits
Worst
12% perfomer
40 ¢ >
Sub-national National delivery
delivery of service of service

FigurelO: Status of Business Services Maturity

More needs to be done to make compliance requirentsefor business stamtip bureaucracy free, thus freeing
companies to focus otheir core businessThis is consistent with the ambitious 25% target for reducing administrative
burden (to businessed)y 2012 that has been set by the Commis&ion

o Action Programme for Reducing Administrative Burdens in thénfhi//ec.europa.eu/enterprise/policies/betterequlation/administrative

burdens/index_en.htm
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The Servies Directive seeks to reduce the barriers for service providers across Eurapé thus support Single
Market goals. The Directive, which comes into force ol Recember 2009, is cited in many of the country priorities.
Focus on the necessacpmpliancerequirements within the Directive must shift towards supporting the veddeled
services that help make businessesnpetitivewithin and across Europe.

(vii) BETTER FOR THE PUBLIC PURSE:

eProcurementis an important enabler to far better management oflghie procurements.This is vitally important,
particularly given budget pressurethere are a number of examples of countries that are benefiting from consistent
and consolidated eProcurement approaches. We discussed in past reports the need to sfufiubéromavailability

of onHline public services ttake-up, andimpact 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.
Fequently this has been through central government dictate or persuasion. This gives suppliers (across Europe) greater
visibility of pblic procurement competitions, and RYA YA 2 G NI G A2y aQ 3INBI ( S.Nhisdiaked 0 A £ A i
doing business ith government far easier for suppliers. It enables Administration to make better sourcing degisions
and managearansactions more efficientlyThe proof is in higher levels of use of thelime service, efficiency savings

for both suppliers and Adminisition, and more effective use of public funds. Denmark, Ireland, ltalgt Scotlandre
countries that in particular can cite such benefits.

The productivity of Administrations is clearly a heightening prioritgnd will continue to remain swith longterm
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 businesgo-governmnent efficiencies are in place and significantly supported by eGovernment. Likewise
governmentto-government productivity improvements in the form of better regulation, administrative burden
reduction, and streamlined processing can also benefit from e@ovent. Increased attention to this are is required

and expected. To achieve such improvements, increased sharing of information-agesssy working and
collaboration is required. From an eGovernment standpoint, semimnted architectures, standardgnd inter
operability provide important building blocks.

VIl. NEW eGOVERNMENT ACTION PLANS

The five objectives of the i2010 Action Plavill be reviewed in preparation of the new eGovernment 2015 Action Plan.
Recent work to outline actions for the 201ifneframe has identifiedour areas of

focus
. . The five objectives of
A Support to the single market the i2010 Action Plan:
A Empowerment of businesses and citizens 1. No Citizen left
A Administrative efficiency and effectiveness behind
A 9ylofAy3a WoadzAt RAYy3a o6f2014a0Q 2. Making efficiency
i . . ) ) and effectiveness a
These themes will underpin the longerm transformation of public ervices reality

across Europe. And what is undeniable is that in setting the forward planand

. . . - . . 3. Implementing high-
eGovernment will play a major role in realising this transformation. : gng

impact key services
Ambitious goals must be set, clear plans must be put in place, and rigorous 4. putting key enablers
management of thes@lans will be required. Technology has and will continue to  in place

prove to be a vital enabler to delivering smarter, faster and better eGovernment. 5. Strengthening

Heightened customer expectations; desires for more open and transparent 3artucupat|_ondan_d_
Government; pressures to make Europe a enopen market for businesses; and mean;i?](g?r:l%u?gselon
economic reasons for Administrations to collaborate and deliver efficiencies are all

motives for transformational change.

Ourfuture challenge will be to change the mindset of Administrati@m change the model of publservices delivery
to one that is clearly engaging and involving the customer in all aspects of the prdé¢essopens the door to
opportunities to reduce the cogb-serve the customermndimprove service quality. Wgdza & 32 2 @SNJ | WG A
to reap such rewards, and in so doing move fromAaministrationcentric to aCustomercentric service delivery
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maximising the potential that e@vernment offers, will take us a long way towards that.

Beyond the dlipping Pointd
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VIIl. THE FULL REPORT STRUCTURE

The full report is structured in four discrete and intdgpendent parts:

A Part A:20 Basic Serviceodzi f Ay Sad GKS YSGK2R |yR LINRP@GARSA
services. It also includes the results for the new eProcurement indicator.

0KAa

A Part B: User Experienceoutlines the method and provides the results of the pilot indicators ttser

Experienceind National Portals.

A Part C:Emerging Insightscaptures the insights from the above measurement and from a scan across the

country reports (in part four). These have been related to i2010 goals.

A Part D:Country Reportsprovides key points afetail 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 @ne; benchmark results

for each of the indicators; and eGovernment good practices.

The reportcontains Appendices that giviell detail onthe method and results for each of th20 Basic &vices

eProcurement, andJser Experience

In recognition of thémportant focus on delivery, the repogtisoincludes 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 2009eport: context setting
eGovernmentisthemostJ2 6 SNF¥F dzf Syl of SNJ 2F GKS Lzt AO aSOi2NX

b 2 6 R levrd policy initiative becomes sooner or later an ICT profddl Technology, broad band and eServices

are becoming the norm when seeking information and performing transactions with administrations. Wworeo
eGovernment has been endorsed by countries as a means to deliver simpler, faster, cost effective services for citizens
and businesses.

eGovernment and more widely th@010 Action Plaroffer a wholeof-government picture of what can be achieved

through consistent public sector transformatiod. KI ¢ 06 SGGSNJ LJX F OS {(KIy KSNBI Ay
competitive region, what better time than now at the dawn of the 2icenturyto set such ambitious targets: leaving

no Citizen behind, making efficiencndaeffectiveness a reality; implementing highpact key services; putting key
enablers in place; strengthening participation and democratic decision making in Europe.

During the Manchester Ministerial eGovernment Conference in 2005, the phiasasformihg Public Servicéswvas

coined, becoming a European motto. Thus, over the past years, European countries have been contiimkgsly
technology to policyby 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: transfomtion must be thought as usé&f 2 Odza SR> G O1t Ay 3 G(SOKyz2ft 238
and guaranteeing take up.

X¢2 YIFadSNI GKS wnun OKFftfSy3asSax

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

As tailormade services and omsiop-da K2 LJ | LILINR | OKS& &aKI LIS 9dz2NRPLISQa I yR&OI
clearly showingeGovernment developments do not share level playing field in Europedeed, Europe is a very
KSGSNRr3ISyS2dza LX FOSY WSD2@SNYYSydithe pbligy ageddd as anBvéd NI  {
WiNI YAF2NXYIFGA2YQd Ly 2NIKGNE>I(I1RCH2PRINY FSY S i ¢e &k SRhosé wD2 @
NEOSAGAYT KSAIKGSYSR FGGSydAaz2ye 'yR Ay &S0 2GKSNRE odeé Ly
GKS 9/ SD2@SNYyYSyd NIylAy3aQo

Beyond targetisation and practivity of serices,a series of grassroot concerns stem across Eurdfbat about pan

European services, simply at cras®2 NRSNJ ft S@St X NS 6S AYyGSNRLISNIof SK ! NB
Global but also situational challenges, such as the Services Dérardivse us to concentrate more on fixing things as
Europe not just as individual Member States.

Along these linesa panEuropeaneGovernment approacho service design and deliverfas developed. Within the

frame of the Competitiveness and Innovatiororamme (CIP), large scale pilots for high impact services have been

set up to accelerate the deployment of &ilide services; contribute to the development of the EU Market and avoid
both geographical and qualitative fragmentation; help SMEs and serviséders by bringing the EU Market to their
doorstep. These projects, whether tackling eProcurement, eHealth, elD or the Services Directive, benefit from a
coordinated approach, common building blocks for solutions, semimnted architectures, and inteoperability

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 keg level political
sponsorship and sustained leadership of eGovernment are key factors of success. So are governance mechanisms that

®Wolfgang Schauble op cit.
" http://ec.europa.eul/information_society/activities/ict_psp/index_en.htm
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enable collaboration across public bodies (e.g. the likes ofGaavernment CIO/CTO councils); that provide central
solutions and leadershignd build local capacity where appropriate.

The initial outline of the nascenf015 Action plan confirmghe trend: supporting the single market; empowering
business and citizens, fostering administrative efficiency and effectivenesidressing key eraers. These themes

will underpin the longeterm 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 delivexgaintly with citizens and businesses

It is a commonly held view that technology is changing our lives in many Bagging the eService to the right level,

thus empowerment of businesses and citizeris of pafi A Odzf | NJ A YLIZ2 NI | y OS ® natdtifen l&fu nmn
OSKEY RMIRNBYW 3G KSYyAy3a LI NGAOALNI GA2Y | R noRd Devdolihgila xuStonieS OA & A
YAYR&SHZ YR WdzyATASRI | @983 NP ¥ ANIR @& BIRraytessiamig Svilliknew
communication instruments such asiblic service marketing

2A0K MH YAtfA2Yy O2YLIyASa 2F gKAOK ddi: 15008ion{ Budgedasl y R |
substantial opportunity to benefit from a single market approach. Thus governments continue prioritizing the
development of business servicegsA 1 K KA IKSNJ 04a2YSGiAYSE YIFIYyRFG2NRBO dzLdil 1 S
economic performanceAccordingly, services for businesses have developed at a faster pace than their counterparts

for citizens The latter must not be left out. Society wilbt stand and watch as its expectations rise in demanding
governments to ovedeliver.

What is needed is a more mature and deeper relationship between the pulgliosers¢ and the public sector

meaning different service delivery models that will bltietboundaries between customer and administration, and
between public, private, and third sectors. We can only address these new challenges by ensuring that we actively
Sy3alr3asS gAGK adlk{SK2t RSNE® ¢KS aLJ2 g SNE da@pdn bydodnties,@aulda dzf G |
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 engagingnd involving the customer in all aspects of the proce¥ghilst availability and
sophistication of public eservices are enhanced, there remains a significant gap between those digitally enabled and
those notg through choice or circumstance. 30% of potahtisers do not, and will not¢ 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 thiapablic agenciesnust focus on is the
development oftrust, thus guaranteeing robustness, data protection, privacy and secdfiitis underpins many if not

all of the ambitions to transform public services through technology. Then agaiessibility, mclusiveness, 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 establisheffllaborated and decided upowith European countries, it
serves both countries and the European Union. Two building blocks drive the measurement: the actualirécrd
benchmark metrics and the transformation of ranking into insights. Assessment and consecutive learning and
knowledgetransfer.

The eGovernment benchmark reports have achieved high political impact by supporting policy makers to build the
case for better eGovernmentActing as a policy accelerator, its findings must serve policy makerslav&national

and subnatimal 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.

Fundamentd 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 thegess. 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 coumthied include all EU
Member States, plus Switzerland, Norwé#geland and Croatia. We envisage further expansion in upcoming years. This
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leading countries and regions across the world.

TKA & &é&viteNderof the benchmarkoffers a unique opportunity to modernise the instrument and pertaining
methodology¢ so a need for a new approach and a more flexible collaborative sustainable process. In some aspects,
the 2009 measurement has been kept similar idesrto enable comparison ovéime, notably with 2007 results. In

others, this year already witnesses significant enhancements as well as detailed exploration of emerging trends.

2SS KI @S YSI&adaNBER G(KS awn o0l aixod Lz Ashirtpredichis\ydarsOssphisticadioh y O S
and online availability are benchmarked, as well as evaluated per countryavEilability of these services and their
sophisticationare offered through 14,000 public service provider websites across Europe. fRer dember 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 suchthatas included in the surveylndeed,
eProcurement is anajor driver for competitivenesand growth for public ector business It is also a highpact 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 bativgneand 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 Experiences now recognised as being an essential gauge high usage of eGovernment services and
inclusiveness of eGovernment service provisiofhis is a more complex area to measure as it is affected by culture
and norms. It also requires more-diepth measurement including a common understandindJeér Experienceersus
user centricity, beyond the frordf-office website. We have pilotedldser Experienceneasurement, and envisage that
this will develop considerably going forward.

Emerging insights have also been explored, highlighting key policy priorities achesEU27+countries.

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

Web survey of 31 countri¢s Pilot indicatorsy Emerging insights Country Reports
D
H N tdzof AO {SN @ @
Sophistication ":U”,IOE['IT
vailabili
Hn t dzof A CRZZur;trrt);
User experience Performance p
Progress e
New indepth brdA2yl € Jser
eProcurement User experience Empowernment
Indicator Annexes
The 2015 agendgaf
Refreshing the
Meausrement
Annex on
Method and
Detailed
Results a

Figurel2: The 2009 report structure
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Part A: Buildingon 7 successful benchmarkhijs supplyside benchmark allows the continued mapping of progress

online availability and sophistication in tHgJ27+ Importantly, eProcurement is added as a fdlgdged indicator to
GKAAa &SIFNRa YSIadNBYSyao

Part B: A composite User Experiencéndicator 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 focusqubrtal design.

Part C. Emerging Insightshowing the relevance of-government to key policy areas, building care bencharmking
data, external sources as well as enriched country reports. This section is deliberately meant to be qualitative to
show pogress and detect emerging trends upfront for policy makers.

Part D: Country reportsenriched by an introduction of relevant key facts covering the structure of government,
information society indicators and policy priorities for the eGovernment agendas @ltlowing 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 serviogghin 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 gaparison. 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 underwdys will retain the principle of

open collaloration 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 topicke 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
IANRBdzZLISR | YyR | dzZ3Y Sy (-SRS yii2 Qmkd aldaadh Shatiwill lensutef miofle Selevance to the
customer. Such an approach may require deeper assessment afsbeExperiengeand a more joinedip evaluation

through the service delivery chain. Thus potentially fewer sites analysed, with moreiati¢atbackoffice 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 con§dNY OA G AT Sy -$FRy oade Ao/ASya aY W& T8y a i+ y
FYR SyKFyOSYSyld 2F a2YS 2F GKS wuwn o6Faixd aSNBAOSaoT OKL
and transparency; baetffice development; regional progress; andmain specific measurement.

Building on emerging insights, there lays the 2015 Action PI&@ingle 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 offpmopean eGovernment

services.
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