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1 INTRODUCTION

This document comprises the overall reporting of the first three measurements of online
development of public services in Europe. The report presents the progress Europe made with
respect to the online sophistication of their public service providers’ Web sites and offers a high
level view on the most important enablers of eGovernment.

In chapter 2, the benchmark study conducted by Cap Gemini Ernst & Young (CGE&Y) is situated
in the broader context of the European Commission’s eEurope programme. Next to the context,
also the survey framework and the methodology of the benchmark study are detailed.

The global results of online sophistication of public service providers in Europe and the progress
realised since the first measurement in October 2001, are presented in chapter 3. The results are
considered from the following perspectives:

The target groups citizens and businesses
The service clusters income-generating, registration, returns and permits & licences
The different European countries participating in the study.

An analysis of the results, conducted on the basis of the analysis framework, is presented in
chapter 4.

Subsequently in chapter 5 a number of enablers for a future eGovernment implementations are
analysed and listed.

In Chapter 6 a best practice of an online application for each of the analysed public services
within the participating countries is presented and analysed.
Finally, the conclusions are listed in chapter 6.

Online Availability of Public Services: How Does Europe Progresse Page 1
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The EC’s Benchmark Study: Electronic Public Services in Europe

The scope of the survey within the eEurope programme of the European
Commission

This survey conducted by CGE&Y on demand of the European Commission is part of the
benchmarking programme that assesses the progress of eEurope. The eEurope initiative was
launched by the eEurope 2002 Action Plan endorsed by the Feira European Council in June 2000
and has been strengthened by the issue of the eEurope 2005 Action Plan in June 2002.

The objective of this Action Plan is to provide a favorable environment for private investment and
for the creation of new jobs, to boost productivity, to modernize public services, and to give
everyone the opportunity to participate in the global information society.

The Barcelona European Council in March 2002 called on the Commission to draw up an
eEurope action plan focusing on “the widespread availability and use of broadband networks
throughout the Union by 2005 and the development of the Internet protocol IPv6... and the
security of networks and information, eGovernment, eLearning, eHealth and eBusiness”

eEurope is about bringing the benefits of the information society to all Europeans. The benchmark
programme is about monitoring the progress and enabling the European Commission to take
informed decisions for the future.

eEurope benchmarking is based on a list of 23 key indicators agreed in November 2000. These
indicators are covering different domains:

* Internet Users and Usage

» Internet access costs

* E-learning

» A secure information structure
* E-government

* E-health

The Web-based Survey on electronic Public Services on the “percentage of basic public service
available online” covers one of the two indicators assessing the progress Europe makes
concerning the implementation of e-government. A second e-government indicator is covering
the percentage of Internet users visiting e-government sites. (Further in this study the correlation
between both indicators is analysed).

The indicator analysed in the CGE&Y study focuses on the supply site of the e-government
approach: it is focusing on the online front-end public service provision. It measured the
availability of the public services on the Internet and the level of online sophistication of the
delivery process. The objective of the benchmark is to enable participating countries to analyse
progress in the field of eGovernment and to compare performance.

Until now this study has been conducted on a bi-annual basis: October 2001, April 2001 and
October 2002. The current report describes the progress that has been measured between the first
survey in October 2001 and the third in October 2002.

Online Availability of Public Services: How Does Europe Progresse Page 2
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2.2 The survey framework

2.2.1 Participating countries

The survey initially covered 17 countries: the 15 member states of the EU, Norway and Iceland.
Switzerland also joined from the second measurement. The country codes used in this report are
presented in Table 1.

A Austria
B Belgium
DK Denmark
FIN Finland
F France
D Germany
EL Greece
ISL Iceland
IRL Ireland
I Italy
L Luxembourg
NL Netherlands
NOR Norway
P Portugal
E Spain
CH Switzerland
S Sweden
UK United Kingdom

Table 1: Country Codes
2.2.2 Twenty basic public services

The European Commission defined a common list of twenty basic public services for which the
online sophistication had to be benchmarked. Twelve of these services are aimed at individual
citizens (G2C, Government to Citizens), eight others are aimed at business (G2B, Government to
Businesses). The 20 services are presented in Table 2.

Citizens Businesses

Income Taxes Social Contribution for Employees
Job Search Corporate Tax

Social Security Benefits' VAT

Personal Documents” Registration of a New Company
Car Registration Submission of Data to the Statistical Office
Application for Building Permission Custom Declaration

Declaration to the Police Environment-related Permits
Public Libraries Public Procurement

Birth and Marriage Certificates

Enrolment in Higher Education

Announcement of Moving

Health-related Services

Table 2: Public Services

' The service “social security benefits” is measured on the basis of the following sub-services: unemployment
benefits, child allowances, medical costs and student grants

2 The service “personal documents” is measured on the basis of the following sub-services: passports and driver’s
licence

Online Availability of Public Services: How Does Europe Progresse Page 3
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2.2.3 The Scoring Framework: 4 Stages of Online Development and Beyond

In order to measure the level of online availability of the basic public services, the European
Commission worked out a four-stage framework:

» Stage 1 - Information

» Stage 2 - One-way Interaction

» Stage 3 - Two-way Interaction

» Stage 4 - Full electronic case handling.

The CGE&Y team clarified the definitions of the four stages in order to ensure the accuracy of the
benchmark study and a correct interpretation of the results:

Stage 1- Information: The information necessary to start the procedure to
obtain this public service is available online.

Stage 2 - One-way Interaction: The publicly accessible website offers the
possibility to obtain in a non-electronic way (by downloading forms) the paper
forms to start the procedure to obtain this service. An electronic form to order a
non-electronic form is also considered as stage 2.

Stage 3- Two-way Interaction: The publicly accessible website offers the
possibility of an electronic intake with an official electronic form to start the
procedure to obtain this service. This implies that there must be a form of
authentication of the person (physical or juridical) requesting the services in
order to reach stage 3.

Stage 4- Full electronic case handling: The publicly accessible website offers
the possibility to completely treat the public service via the website including
decision and delivery. No other formal procedure is necessary for the applicant
via "paperwork".

Besides these 4 stages a stage 0 was introduced to capture two possible research outcomes:

» Total absence of any publicly accessible website managed by the service
provider

* The public service provider has a publicly accessible website, but this one does
not offer any relevant information, interaction, two-way interaction or transaction
possibilities at all concerning the analysed service.

Online Availability of Public Services: How Does Europe Progresse Page 4
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The figure

Onfine

development

below demonstrates the scoring framework used for this benchmark exercise.

r 3

Stage O

Figure 1: The Scoring Framework

The online

availability of public services will thus be determined by the extent to which it is

possible to

provide the service electronically, or in other words to what extend the service

provision is online sophisticated.
The scoring framework presented above comprises the general framework. For each public
service included in the survey the scoring framework has been re-fined.

2.2.4 Delimitations

The fact that this study relies on a well-defined framework also implies some restrictions:

This survey evaluates the online accessibility of public services for citizens and
businesses on the Internet. This means that eGovernment initiatives, using
any other electronic means to reach their target groups, are not taken into
account.

The framework of this study implies a clear front office approach, only taking
into account the public service offering online. It does not evaluate the re-
designing of back-office procedures eGovernment often implies, neither the
use of these services by citizens or businesses.

The study does not evaluate the quality of the information provided, neither of
the delivery process.

The measurement is a snapshot: it provides a picture at a certain moment,
while the situation is evolving continuously. For example website-applications
of service providers that in the period of the measurement are for a longer
period suspended are considered as not available online (stage 0).

Full automated service provision systems, e.g. in several countries citizens do
not have to apply for child allowances as they are delivered automatically, can
be considered as beyond stage 4. The survey framework does not allow
honoring these high-level eGovernment solutions as they are considered as
not relevant given the scope of the survey.

Online Availabili
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2.3 Methodology: CGE&Y's Web-based Survey

The survey-process developed by the CGE&Y-team contains 4 modules:
» Screening the governmental structure of the participating countries

« Sampling of the multiple service providers
 Identification of URL’s

» Web-based survey and scoring of the websites
The process chart below demonstrates the different phases:

MODULE 1 MODULE 2 MODULE 3 MODULE 4
- - Screening the Sampling of Identification Web-based
Urizy governmental multiple of the URL’s survey and

PIOLESS] structure of service scoring
countries providers

Network:of; A statistical Awell defined Aweh-based
. - government methodology search strateqy scoring tool
I OWire expertsiinithe 18 combining injorder;tofind to)carry out

countries different every relevant web:-surveys
statistical website with built-in
methods checks and
controls

Figure 2: Survey Process

In the next paragraphs the different modules will be further described.

2.3.1 Module 1: Screening the governmental structure of the participating
countries and listing the service providers

The CGE&Y-team opted for a bottom-up approach in elaborating the research methodology. The
formulated start question to be answered was, from the point of view of an applicant (individual
citizen or business): “what is the responsible service provider for the delivery of a particular
public service in a specific country?” The websites of these service providers where then defined
as the observation units of the research.

In a first phase of the research a network of government experts in each of the 18 countries was
consulted to obtain an overview of the different ways in which the 20 public services are
organised and of the variety of Internet applications being developed in Europe.

Online Availability of Public Services: How Does Europe Progresse Page 6
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This governmental screening of each country was a combined effort of the Brussels co-ordination
team and the local governmental experts of CGE&Y in the 18 countries. This screening provided
a complete overview of the organisation of the service providers to be evaluated. The political
landscaping was updated for the second and third measurement.

The different categories of service providers taken into account are:

National governmental units

Regional governmental units

Cities and municipalities

Specific multiple service providers:
* Public libraries
* Hospitals
» Universities / institutes of higher education

* Police offices.

Module 2: Sampling of multiple service providers

As a fully exhaustive survey of the complete lists of all the multiple service providers was not
feasible, CGE&Y elaborated a statistical methodology to draw a representative sample if the
number of units was too large. This methodology combines different statistical methods,
depending on the size and character of the service providers:

» Stratification
« Systematic sampling with unequal probability
* Random sampling

A combination of stratification and systematic sampling was used for these service
providers organized on a specific regional base:

* Municipalities
* Regional authorities
* Local police offices

* Libraries
The weighing methodology that was elaborated for the systematic sampling also allows the
calculation of a scientifically valid aggregate score for the individual websites of multiple service
providers.

The sampling procedure was repeated for each measurement: the overall scores of public services
provided by multiple service providers were based on new samples.

Online Availability of Public Services: How Does Europe Progresse Page 7
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2.3.3 Module 3: URL identification

The next step in the set-up of the web-survey was the identification of the URL's of the multiple
service providers. To be able to give a maximum guarantee that service providers which were
selected to participate in the research and that manage an official website also effectively
participated, CGE&Y developed a search strategy that offered a maximum guarantee that the
website is found.

A first outcome of this study is then the percentage of service providers online:

From the 10.569 public service providers taken into account for the third
measurement, 9119 had a publicly accessible website. This implies that a
total of 86% of service providers are present online, an increase of 12%
compared to the first measurement.

In Annex 1. The analysed service providers and the percentage of online
presence - a table gives an overview of the number of analysed service providers
per public service in each country and of the percentage of online presence.

2.3.4 Module 4. Web-based survey and scoring of the websites

The URL’s of the service providers were introduced in a relational database. This database feeds a
web-based scoring tool developed by CGE&Y to carry out web-surveys.

The research team to execute the content analysis and scoring of the URL’s uses this web-enabled
application. As the number of URL’s to score per country is extensive and the exact interpretation
of the different stages is crucial, the tool contains a very precise and structured procedure. The
scoring tool guides the researcher through a well-defined path that leads to a score per service.

Checks and controls are built in and performed at various stages in this research tool. This
function of checks and controls guarantees a maximum level of accuracy in the results.

The scoring tool recalculates the scoring of the individual websites as percentage of the maximum
score per public service.

The average score of a service in a country is recalculated to an overall percentage of online
sophistication:

» Stage 0 =score 0-0,99 = 0% - 24%
» Stage 1 =score 1-1,99 = 25% - 49%
» Stage 2 = score 2 - 2,99 = 50% - 74% or stage 2
» Stage 3 = score 3 — 3,99 = 75% - 99% or stage 3
» Stage 4 = score 4 = 100% or stage 4

Online Availability of Public Services: How Does Europe Progresse Page 8
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For certain services the maximum stage was limited to Stage 3: personal documents, declaration
to the police, certificates (birth and marriage), announcement of moving and submission of data to
statistical offices.

The calculation of the percentages is then as follows:
» Stage 0 =score 0-0,99 =0% - 32%
» Stage 1 =score 1-1,99 = 33% - 66%
» Stage 2 =score 2-2,99 =67% - 99%

» Stage 3 = score 3 = 100%

The final percentage per country is calculated as the average of the percentages of the 20 services
for that country. The percentage per country for public services for citizens is the average of the
percentage of the services 1 to 11. The percentage per country for public services for business is
the average of the percentage of the services 12 to 20.

Some of the public service providers are classified as “not relevant” for certain countries due to
the legal context and administrative organization of that specific country. The overall score of that
country is then calculated as the average of the relevant services.

Online Availability of Public Services: How Does Europe Progresse Page 9
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Results: How does Europe Progress?

The improvement of Europe with respect to the online sophistication of public service provision
will be measured by comparing the results of the third eGovernment measurement in October
2002 with those of the first measurement in October 2001. In other words we will analyse how
much the surveyed European countries evolved over one year with respect to the online
sophistication of public services. All growth figures will be expressed in %-point which implies
that the absolute growth figures are presented.

An important remark is that, unless mentioned otherwise, the results of Switzerland are not taken
into account when analysing the progress since the country was not yet included in the first
measurement.

Overall progress

The third measurement resulted in an overall average score of 60% for the 20 public services in
the 17 countries when Switzerland is excluded. This means a considerable increase of 15%-points
compared to the first measurement in October 2001. On average the web-enabling of public
services in Europe reaches a level somewhere between one-way interaction (downloadable forms)
and two-way interaction (electronic forms) while in the first measurement one year ago only the
level somewhere between information and one-way interaction was attained. This means that
eGovernment in Europe was in 2001 already developed beyond the phase providing information
and that in 2002 the interactivity with the users was strengthened.

European progress of online availability of public services

100%
S
o
<
2
3 75%
L »
5 8 , —o 60%
» o —55%
£ 8 o
s =
S
s 3
S 25%
IS
g
o

0%
Oct 2001 Apr 2002 Oct 2002
Measurement
—e— Overall average score

Figure 3: Overall Survey Results

Online Availability of Public Services: How Does Europe Progresse Page 10
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Despite the significant growth between the third and the first measurement it is important to
remark that growth slowed down during the second six month period. The major growth in other
words was realised in the first six months (10%-point growth in the first half year compared to
5%-point growth in the second half year).

In the next paragraphs the overall average will be analysed in more detail from three perspectives:

» By target group to whom the service is offered: citizens versus businesses

» By the nature of the service: The 20 surveyed services are grouped into 4
clusters of related services, namely income generating, registration, permits &
licenses and returns.

* By country: here the different countries are analysed towards the level of
online sophistication.

An overview of the results and progress per service has been included in

3.2 Target group: Citizens versus businesses

As we can see in the graph below the level of online sophistication of public services has grown
for both Government to Citizen as Government to Business services.

For public services to citizens the third measurement registered an average of 52%, which can be
translated in a growth of 12%-points compared to the first measurement (40%). For the public
services directed to businesses an average of 72% could be found which indicates a substantial
growth of 19%-points compared to the result of the first measurement (53%).

Progress of online availability of public services according
to targetgroup

100%

75% - foo — 72%
i —a 60%
53% A/u
50% | Sau & E£ 52%
40%

25% A

Overall % of online
availability of public
services

0%
Oct 2001 Apr 2002 Oct 2002

Measurement

—®—Business Citizens == Total

Figure 4: Target group: Citizens versus businesses

Overall it can be said that in the results of the first measurement the public services for businesses
scored significantly higher than the public services for citizens and that this difference increased
even substantially over the observation period (from a difference of 13%-points to a difference of
20%-points).

Online Availability of Public Services: How Does Europe Progresse Page 11



Q CAP GEMINI
ERNST & YOUNG g EUI"OBE

A hypothesis that can be formulated to explain the higher level of online sophistication and the
more important growth of the Government to Business services is that national governments
choose as a political priority to enhance the climate for investors by organizing high level
eGovernment solutions for companies. An objective element explaining the difference between
the results of public services for both client groups is the fact that public services for business are
in general organized in a more centralized way. Thus the introduction of interactive full electronic
service delivery for businesses requires less complex decision processes and can evolve faster
than the introduction of eGovernment service delivery for citizens, organized more dispersed on a

local basis.

Nevertheless both categories of public services moved one level of online sophistication upwards

since the first measurement.

Public services for citizens moved from the information stage to the level of one-way interaction
(downloadable forms) while the public services for businesses almost reached the level of two-

way communication (= electronic forms). This is visualized in the graph below.

Online  , .
Progress for public
development services for businesses

Progress for public

services for citizens . .
Two-way interaction

(electronic forms)

One-way interaction
(downloadable forms)

Information

Progression of online sophistication between first and third
measurement according to the targetgroup citizens versus businesses

Transaction (full
electronic case handling)

v

Figure 5: Progress by Target Group

Moreover the same trend is also observed on a country level: in almost every country included in
the survey the public services for businesses score significantly higher than the public services for
citizens and additionally they also grew faster over time than the public services for citizens. This

analysis is further elaborated in paragraph 3.4 “Results by country”.

Online Availability of Public Services: How Does Europe Progresse
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3.3 The four service clusters

In order to identify common trends within groups of related services, the 20 analyzed public
services have been clustered in four types of services:

* Income-generating services: Financial flows from citizens and businesses to
the government:
0 Income taxes
Corporate taxes
VAT
Social contribution for employees
Customs declaration)

O o0oo0oo

» Registration: Services related to recording object- or person-related data in
official registers with respect to administrative obligations:
o Birth and marriage certificates
Registration of a new company
Car registration
Announcement of moving
Submission of data to statistical offices

O O0OO0Oo

o

» Returns: Public services given to citizens and businesses in return for taxes
and contributions:

Social security benefits

Public libraries

Public procurement

Job search services

Declaration to the police

Health related services

O O0OO0OO0OO0Oo

o}
» Permits & Licenses: Documents delivered by governmental bodies, which
allow you to drive, to travel, to build a house, etc.:
o0 Personal documents
o0 Application for building permission
o0 Enrolment in higher education
0 Environment related permits

Online Availability of Public Services: How Does Europe Progresse Page 13
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The graph below visualises the results and the evolution of the aggregated scores of each of the
service clusters. The next paragraph provides an in depth analysis of the evolution for each

specific cluster.
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Figure 6: Evolution by Cluster

3.3.1 Income generating services

With an average cluster score of 82% the income-generating cluster is the cluster with the highest
measured online sophistication. In this cluster every service scores higher than the global survey
average of 60%. The average growth rate of this cluster is 20%-point which is also the most
important growth of all four clusters. The reason behind this fast growth is two-fold : the
hypothesis that national governments make political priority introducing full electronic solutions
to collect taxes, and the fact that the tax collection is in most countries organized in a centralized

way, enabling a faster implementation of eGovernment solutions.

Evolution of online sophistication of income-
generating services on country base during
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Figure 7 Income-generating Services
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The left graph of Figure 7 points out to what extent each of the analyzed countries progressed for
the public services taken into account in this cluster. Five countries (Denmark, France, Italy,
Sweden and Finland) reached the maximum score of 100% for each of the 5 income-generating
services. This implies that they reached the maximum level of online sophistication, namely full
transactional case handling, for all of these services. The countries that made the highest progress
in 12 months are Sweden (60%-points), Ireland (45%-points) and Belgium (40%-points).

In the second graph, the average evolution and the growth of each of the public services included
in the cluster is shown. The average score of the income-generating cluster follows the same
trend as the overall survey average meaning that despite the significant growth of 20% between
the first and the third measurement, growth slowed down during the second half of the year. Also
on the individual service level we observe the same pattern. The only exception here is the service
“customs declaration” that generated a growth acceleration in the second half of the year. Despite
this growth, “customs declaration” still lags behind on the other services which have all reached
the online sophistication level of two-way communication.

Suprisingly, the initially lowest scoring service, namely “social contribution for employees”,
generated the highest growth rate of 35%-point which resulted in a score of 85% for the third
measurement. This finding is in line with the finding that services for business are growing faster
than services for citizens. In several countries important back-office reorganisations made it
possible to introduce single entry points via governmental portal sites where businesses can easily
introduce data concerning their employees.

3.3.2 Registration

With a cluster average of 58%, the cluster of registration services scores slightly below the total
average of 60%. The average growth of this cluster between the first and the third measurement is
15% which equals the overall survey growth rate.

Evolution of online sophistication of registration European progress of online availability of the

services on country base during 1 year 100% registration services
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Figure 8: Registration Services
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On country level only Sweden obtained the maximum score of 100% for all registration services.
Only three countries, Sweden, Denmark and Finland reached a sophistication level of two-way
interaction or higher while most other countries score around 50% which corresponds to the
online sophistication level of one-way interaction.

The second graph of Figure 8 demonstrates that the best scoring and fastest growing service of the
registration cluster is the “Submission of data to statistical office” with a score for the third
measurement of 79% and a growth rate of 23%-point. The obvious explanation here is that the
centralized organization of the statistical offices in the different countries enables the progress of
online sophistication.

On average the registration cluster growth has slowed down during the second half year.
Exceptions on this trend are the services “Birth and marriage certificates” and “Car registration”,
were growth accelerated slightly during the second half of the year. Despite their growth
acceleration they are still the lowest performing registration services, not reaching the online
sophistication level of one-way interaction. But as for the income-generating cluster it can be
noticed that the initially lowest scoring service (Birth and marriage certificate) generates a
substantial growth rate between the first and the third measurement.

3.3.3 Retfurns

The overall cluster average for the “returns” cluster is 53% which is below the overall survey
average of 60%. Also the growth rate of 13%-point over the last year ends below the overall
survey growth rate of 15%-point. The assumption can be made that European governments have
given less priority to enhancing the online sophistication of these services available for citizens
and businesses in counterpart of their tax contribution.

European progress of online availability of the
Evolution of online sophistication of returns returns services
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Figure 9: Returns Services

Looking at Figure 9 it can be noticed that the average score reflects two extreme values and that
four services are scoring close to 50% which corresponds with the one-way interaction online
sophistication level.
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The high-scoring service in the cluster is “job search services” with a score of 90%. In addition
this service is also the best performing service of the overall survey. 13 of the 17 surveyed
countries reached the maximum score of 100% on “job search services” meaning that a full e-
enabled case handling is possible. Public authorities seem to draw particular importance to
enhance the online sophistication of jobsites where supply and demand of employers and
jobseekers can meet. This is certainly in line with the European political priority concerning the
improvement of the employability in the Member states of the European Union.

The low-scoring service within the cluster is health-related services with a score during the third
measurement of 14%. The explanation here is that the research definition of the service — the
standard procedure to obtain an appointment at a hospital — seems less relevant as indicator for the
development of eGovenrment in this sector.

The highest growth rate is achieved by the “Public libraries” with a growth rate of 20%-points
between the first and the third measurement.

Similar to the previous two clusters also this cluster follows the same trend of a declining growth
during the second half of the year except “Job search services” where growth even accelerated
during the second half. This means that within this cluster the higher growth rates are not realized
by initially lower performing services but by the initially highest scoring service.

The best performing countries in this cluster are Denmark (95%), Sweden (85%) and Ireland
(83%) that score significant above the cluster average of 53%. The scores of all other countries
fluctuate close around 50% corresponding to the one-way interaction sophistication level.

Permits & Licenses

This cluster is the lowest performing cluster with a cluster average of 44%. It is the only cluster
that could not yet reach on average the online sophistication level of one-way interaction (50%).
Also the average growth of this cluster, namely 11%-point, is rather low compared to the other
clusters. The four services taken into account in this service are each organized on a decentralized
way and the delivery process is rather complex. The effort needed to enhance their online
availability is therefore more important and less effective.

European progress of online availability of the

Evolution of online sophistication of Permits & Permits & Licenses services

Licenses services on country base during 1 year 100%

75%

50%

=

25%

RL

average cluster % of online
availability of publicservices

\ @ Oct 2002 m Oct 2001 ‘

0% ‘
Oct 2001 Apr 2002 Oct 2002

Measurement

——g— Clusteraverage
—@—Personal documents

Application for building permission
—>¢—Enrolment in higher education
—— Environment-related permits

Figure 10: Permits and Licences
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Compared to other surveyed services, the growth rates of the services in the permits & licenses
cluster are rather low. The highest growth rates within the cluster are realized by “Enrollment in
higher education” (17%) and “Environment-related permits” (16%). The cluster also includes the
two slowest growing services of the survey namely “Personal documents” and “Application for
building permits” with a respective growth of 5%-point and 6%-point.

On a country level, Ireland is a remarkable exception in the cluster with a score of more than
twice the cluster average (92%). The centrally organized administration of Ireland combined with
the important efforts of the government to develop and implement electronic government
solutions explain these exceptional results.

Countries that made good progress between the first and the third measurement include the UK,
Denmark, Finland, Sweden and Luxembourg with growth rates of 10%-point and higher.

3.4 Results by country

Figure 11 represents the scores of the first and the third measurement and the respective growth
(in %-point) for each country.

As we can see all countries have a positive growth rate varying from 3%-point for Norway, up to
26%-point for Sweden.

The countries that made the most progress in the survey are Sweden (26%-point), Belgium (24%-
point) and Denmark (23%-point). Due to their high growth rate Sweden was able to take over the
leading position of online sophistication of public services from Ireland and Belgium was able to
double its score compared to the first measurement.

All countries except Belgium, Germany and Luxembourg have attained a score above 50%
meaning that they have on average at minimum reached the level of online sophistication of one-
way interaction. Four countries reached already on average the two-way interaction level
corresponding to a score above 75% (Sweden, Ireland, Denmark and Finland). In the first

measurement 8 countries were still scoring below 50% and zero countries achieved to score 75%
or higher.

Scoring and growth of the public services by country

100% +
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Scoring and growth (in %, %-
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Figure 11: Results and Progress by Country
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Figure 12 shows that except for Germany, Norway, Portugal and the UK, all surveyed countries
gained on average one level of online sophistication. The majority of the countries are now on
average situated in the one-way interaction stage of online sophistication. While in the first
measurement there were still 2 countries with no form of online sophistication (Belgium and
Luxembourg), in the third measurement all countries have a form of online availability of public

services resulting in a country score of at least 25%.

Online y

A, F, EL, ISL, Two-way interaction
I, NL, E (electronic forms)

75%-100%
B. L One-way interaction
’ (downloadable forms)
50%-75%

Information NOR, P, UK
25%-50%

No onljpe’service D
0%-25%

DK, FIN, Transaction (ful
IRL, S electronic case handlin

v

Figure 12: Progress by Country

Although none of the countries reached the stage of full electronic case handling for all their
relevant surveyed public services, some countries achieved the maximum score of 100% for more
than 50% of their services. The maximum score of 100% was received by Sweden for 66,67% of
the relevant surveyed services (12 out of 18), by Denmark for 61,11% of the relevant surveyed
services (11 out of 18) and by Ireland and Finland for 50% of the relevant surveyed services (9

out of 18). These 4 countries also take the first 4 places in the overall survey ranking.

A breakdown of the country-results by target group confirms the overall finding: in almost every
country included in the survey the public services for businesses score significantly higher than
the public services for citizens and additionally they also grew faster over time than the public
services for citizens. However for some countries the growth in online sophistication of public
services for businesses is lower than the growth in online sophistication of public services for

citizens.
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One of the possible explanations can be that for countries like Ireland, Finland and Portugal the
score for public services for businesses was already relatively high during the first measurement
compared to the other countries and therefore less possibilities for further growth remained.

Scoring in Oct 2002 for services for Citizen versus services for Businesses in %and their
respective growth between Oct 2001 and Oct 2002 in %-point

100%

75%
50%
25%

0%

A B DK FIN F D EL ISL IRL | L NL NOR P E S UK

@ Scoring for public senices for citizens M3 m Scoring for public senices for businesses M3

Growth for public senvices for citizens = Growth for public senices for businesses

Figure 13: Results and Growth by Target Group
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4 Analysis of the progress

An analysis framework was created based on the observation that the best results were achieved
by centrally co-ordinated public services that have limited complex procedures (such as job
search, VAT and income taxes) and that the services with the lowest scores are typically co-
ordinated by local service providers and have more complex procedures (such as application for
building permission and environment related permits).

The framework is not only used to analyse the position of each service in the benchmarking
exercise of online sophistication, it also serves as an explanation-framework on how public
service providers can progress to a higher level of eGovernment sophistication.

Within this framework, two main enablers can be distinguished for making progress:

» Co-ordinated eGovernment solutions or making the delivery process more
centralised

» Extensive back-office reorganisations or simplifying the procedure to obtain the
service

The analysis framework is illustrated in Figure 14. On the x-axis the typical organisation of the
service provider is presented: ranging from “co-ordinated at one centrally” to “dispersed at
different delivery points”. On the y-axis the complexity of the procedure behind the public service
is presented.

Although in this study the organisation of the back-office was not measured the political
landscaping of the governmental organisation in the different countries provided an indication on
the complexity of the back-office of service providers in the participating countries.

The on-line development of public services can be enhanced by:
1.  Coordinated eGovernment solutions
2. Extensive back-office reorganisations

Procedure

Simplified

[ +

x g

v

Complex

Service
Dispersed < » Coordinated proyision

|:| |:| | Back office reorganisation

|:| | | | eGovernment solutions

Figure 14 Analysis Framework

In the next paragraph the different quadrants are explained and growth paths for the enhancement
of the eGovernment for services situated in each of the quadrants are suggested.

The precise positioning of each service in the analysis framework is determined by the political
structure of a country with respect to the authority level (national-regional-local) by which the
service is provided and on the complexity of the legal context with respect to the complexity of its
underlying procedure(s).
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4.1 Coordinated service provision, simple procedure

Services in this

Procedure quadrant are
Simplified o , characterised by a
Codrdinated service . .
provision with a centralised service
simple delivery .. .
procedure provision with a

relative simple
service provision
procedure. Job
Complex search services are
Dispersed » Coordinated Pfg;‘i’ i in almost every
- analysed country a

typical example of

this category.

Those services score on average high, as the step to obtain a high level of online sophistication via
the organisation of a single access-point on the web does not require important back-office
reorganisations. The online sophistication of the public Job search services evolved from 81% in
October 2001 to 91% in October 2002. The growth of 10%-point scores under the average
growth: most countries had already a well-organised central access-point for their job search
offices. The average growth can be explained by the fact that in the last year the countries lacking
behind in this domain implemented comparable eGovernment solutions for job search services.

4.2 Dispersed service provision, simple procedures

Public service

Procedure providers in this
Simplified quadrant are
A Dispersed service Coodrdinated service characterised by a
provision with a — provision with a . i
simple delivery simple delivery dlspersed SE€rvice
procedure procedure

provision on a local
basis and a rather
simple provision
process. Those
service providers
Service can take advantage
Dispersed » Coordinated pmn of centralised online
initiatives offering
the users a single
point of contact:

v

Complex

D | | | eGovernment solutions

 Each of the regional/local service providers can build its own front office
application by adhering to best practice examples of peer service providers and
by taking advantage of knowledge sharing in the domain. A single access point is
then created as a portal website where the “customer” is re-directed to his local
provider.
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» A single point of access can also be designed as a fully developed virtual counter,
where the “customer” can apply for the service. In this case, the service
application needs to be forwarded to the back-office system of the local service
provider who will be responsible for the further treatment of the request.

Typical examples are public libraries: mostly organised on a local basis with a straight-forward
service provision. The service Public Libraries scored in average 38% online sophistication in
October 2001 and growth to 58% in October 2002. The growth is higher than the average growth:
several countries implemented eGovernment solutions and created a single access point for their
citizens to the local libraries. Both solutions were implemented:

» Central portal sites giving access to performant online application of local
libraries, allowing the users to consult the catalogues and to reserve information
carriers in those libraries.

» Centralised virtual libraries, with linked catalogues and the possibility to reserve
and pick up information carriers in each related local library.

4.3 Coordinated service provision, complex procedure

Procedure

Simplified

A

Codrdinated service
provision with a
simple delivery

procedure

v

Complex

!

Codrdinated service
provision with a
compex delivery
procedure

Dispersed <

|:| |:| | Back office reorganisation

» Coordinated
Service

Provision

Public service providers in
this quadrant are
characterised by centralised
service providers, but rather
complex delivery procedures.
A typical example of a
service in this quadrant is for
most countries the
declaration of a new
company: a central physical
point of access on the
national or regional level, but
a complex back-office
organisation. The service
scored in average 58% of
online sophistication in
October 2001 and growth to
68% in October 2002.

The online development of the services in this category with more complex underlying procedures
is more slowly as it requires more extensive back-office reorganisation. This is rather a long-term
operation but solutions are considered more profound as the back office organisation is adapted
simultaneously with the front office solution.
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4.4 Dispersed service provision, complex procedures

Procedure
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Dispersed service
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In general, services in the most
difficult quadrant (complex
procedure and dispersed service
provision) are still far from a full
interactive stage. The public
service “application for building
permission” is a typical
example: applicants are
confronted with local or regional
organized administrations with
complex back office
organizations.

The service application for
building permission scored in
average 33% of online
sophistication in October 2002,
only a growth of 5%-point
compared to October 2001.

For these services a combination

of both enablers is needed to enhance their level of eGovernment sophistication. The diagram
below demonstrates the need to combine the solutions explained in paragraphs 5.1.2. and 5.1.3. :

Organisation of centralised online initiatives offering the users a single point of

contact

Back-office reorganisations (re-engineering delivery procedures and linking

databases).
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5 Enablers for further eGovernment development

This benchmarking study was based on the concept that complete interactive transaction of public
service delivery is the ultimate goal for the eGovernment development at the supply side. In the
meantime new concepts of a more holistic view on eGovernment were developed. eGovernment is
considered as a global change programme towards a custom oriented governmental organisation.
A transition of this importance needs a clear vision and leadership.

CGE&Y is a partner for a number of eGovernement projects in Europe and the lessons learned
from these projects are listed in this chapter. These lessons are translated in a model with
important enablers for the further development of eGovernment. These enablers are clustered into
the following categories:

» Leadership
* Organisation
» Culture

« Technology
A successful eGovernment strategy should contain all elements of the model in a balanced way.

* Vision
* Commitment
* Policy

* Process
* Management
- Skills LEADERSHIP

eEgovernment

ORGANISATION

» Customer orientatio
« Communication
* Partnership

» Security
» Connectivity
* Infrastructure

Figure 15 Enablers for further eGovernment Development
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5.1

5.1.1

5.1.3

5.2

5.2.1

Leadership
Vision

The actual evolution of the concept of eGovernment from a technology focus towards a tool for
the further development of a customer oriented governmental organization is crucial. The vision
on eGovernment beyond the concept of “bringing public services online” must be integrated in
most eGovernmental strategies. Governments must develop a clear vision on eGovernment as a
global governmental change programme.

Commitment

Strong political commitment at all levels of government is necessary to ensure the presence of the
eGovernment vision programme as a priority on the political agenda. High-level political
responsibles must publicly announce their involvment towards eGovernment programmes.

Policy

The translation of the vision in a regularly updated strategic plan for the development and
implementation of eGovernment on federal and regional level is a key success factor for further
improvement. The eEurope plans of the European Commission triggered the Member States to
elaborate and implement such national strategic plans. Annex 3: eGovernment Policies in Europe
contains an overview of the most important points of these national policies, linked to their
concrete realisations.

A secure funding of the rollout of eGovernment strategies is an essential element of this planning.
Scattered and uncertain funding organized on an agency-by-agency basis is problematic for the
realization of eGovernment.

Organisation

Process

In order to create added value of a fully automated service delivery towards the customer
profound back-office re-organisation of all administrative and decision-making bodies
involved in the provision of a certain service needs to be envisaged. This re-organisation not
only implies an organizational revision of the procedures but also a technical integration of
all related administrations involved. A lot of countries have already made huge investments
in that direction, which may result in an increase of the online sophistication of public
services in these countries in the near future. It is expected that these countries will move
very quickly beyond stage 4.

In that model front- and back-office systems are integrated and the administration is
organized towards the needs of the customer.

An important aspect of back-office re-organisation involves simplification of the underlying
procedures to obtain public services which often implies legislation adjustments.

5.2.2 Management

The implementation of eGovernment has to be seen as an overall governmental programme
organizing different eGovernment projects. An appropriate high-level programme-management is
thus a key success factor for the implementation of eGovernment programmes. It contains:
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» The definition of precise goals, scope, objectives and ground rules of each
project

* A detailed overall work plan and underlying project plans

* Risk management defining the possible risks and planning the possible
recovery actions

* Monitoring, control and project-change systems.

e Measurement of outcomes and progress.

Governments start to be aware that further eGovernment implementations also require a change
process approach. eGovernment in the approach of revolutionary change of the whole functioning
of the administration is one of the most important challenge modern states are actually facing.
Change management techniques are necessary to lead these transformations to a success.

The implementation of the eGovernment policy needs a central agency and the building of
bridges between the different bodies. Fragmented political eGovernment bodies organized on the
model of the traditional administrations are slowing down further development of an
eGovernment change programme.

Skills

The development of eGovernment demands a specific approach towards different customer-
groups: citizens, businesses, and civil servants. The measurement and enhancement of the e-skills
of each of this customer-groups is crucial. An e-capability-development plan based on a skill gap
analyses for each of these stakeholders should be an integrated part of the national and regional
eGovernment policies.

Specific coaching and training programmes have to be developed to overcome the gaps between
the e-enablement of the user-groups and the technological possibilities. A difference in e-
enablement of categories within one target group demands a tailor made approach.

5.3 Culture

5.3.1

Customer orientation

eGovernment involves that a cultural change must be stressed: the new eGovernment concept
should be built around the central positioned customer (citizen, business or civil servant).

This implicates a government tailored toward the customers’ needs:

« Common public services are delivered automatically and customers do not longer
have to introduce “demands”. (E.g. the delivery of child allowances is already
organized that way in some European countries)

» Optional services are proposed to the customer. (E.g. a new passport is proposed
when the old is expired)

» Permits are organized around life-events and delivered via a centralized demand.
(E.g. for the construction of a house, one demand organizes all the necessary
permits)

» Customers have direct access to the back office to control their files and to follow
up the delivery processes

» This direct access guaranties a permanent accessibility (24x7) of all the public
service providers
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Data concerning citizens are as much as possible organized in linked databases and reports based
on these data are submitted to the citizens and businesses for validation.

Communication

The research-team measured the correlation between the offer of e-government services and the
percentage of Internet users visiting e-government sites (June 2002), a second e-government
indicator’. No correlation was measured, which implies that no significant link exists between the
eGovernment offer and its use. This finding demonstrates that an important effort is necessary to
promote and communicate about the use of eGovernment services in most countries. Marketing
efforts are essential to promote the eGovernment initiatives towards the users.

Internal communication and transparency within the governmental eGovernment programmes and
organisations are necessary: the development and implementation of further eGovernment
services as a global government change programme is a complex ongoing process. Knowledge
sharing speeds up the process and increases the efficiency. Lessons learned and best practices of
each project have to be made available by different channels internally and externally.

Internal and external benchmark exercises comparing the results of one country to another or to
other continents can help defining best practices.

Partnership

Not only the funding of governmental programmes but also the efficiency of the implementation
will be accelerated by the introduction of models of larger partnerships. The concept of Public
Private Partnership in which governments work together with private partners for the realization
of programmes and projects can be an important enabler for further eGovernment development.
The partners can be involved in the concept and design, the rollout and the maintenance of the
programme.

5.4 Technology

5.4.1

Security

It is obvious that security is an important enabler for further development of electronic public
services: customers will only make use of the online offer if complete security is guaranteed. The
five most important requirements for secure Internet applications are: authentication,
authorization, privacy guarantees, integrity and incontestability. As such, it is not only important
to safeguard the content of messages that are sent over the internet, but also to make sure that the
recipient of the message is the person he/she pretends to be: an impermeable link between key and
identity therefore needs to be established. This link can be realized by means of a PKI or Public
Key Infrastructure. A PKI enables users of a public network to secure and privately exchange data
through the use of a public (digital certificate) and a private (digital signature) cryptographic key
pair that is obtained and shared through a trusted authority.

An extra asset in enabling the further development of electronic public services, is obtained when
the legitimacy of the digital signature within the frame of a PKI has been settled in the legislation.

* European Comission Flash Eurobarometer 125 "Internet and the public at large" (Gallup Europe)
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Connectivity

Connectivity for eGovernment services is the availability of these services for the end-user with
an acceptable performance level. This enabler expresses the extent to which the population is
technically equipped in order to reach the offer of onlineonline public services. The connectivity
of the population should not only take into account whether or not the citizens/businesses dispose
of an internet connection but also whether they dispose of other devices, such as WAP-enabled
mobile phones and interactive TV. These might be used as alternative channels to offer public
services to the customer.

More and more customers of public services want to use different channels through which they
can be helped, preferably 24/7. These customers are entitled to receive the same qualitative
services through all channels provided by governments: the Internet through e-services, use of
telephone services through call-centers, classic services over the counter, snail mail, ... and maybe
in the future, services provided by governments through WAP. The use of different channels adds
to the increased complexity of gearing public services to one another.

Infrastructure

The technology core is crucial for the proper functioning of e-Government. The infrastructure
needed to provide the eGovernments services includes in its broadest sense: hardware,
middleware & software. These not only ensure the proper functioning of e-Government services,
but also cover maintenance issues, such as corrections, changes and improvements.

To efficiently use the government’s infrastructure, infrastructure strategy should include a policy
focusing on a common use of existing and newly implemented infrastructure. Considering the
efficient application of infrastructure, the use of internet/technology-based services provides new
challenges to the hardware: the number of transactions to be processed within an acceptable time.
Another issue to address is the speed in which software can be implemented (new development or
customizing software) to support new services.
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A Best Practice for Every Service

This paragraph provides a best practice for each of the analysed services. The best practices ware
chosen ad random on the basis of a lists of high scoring applications. A more in depth context-
analysis is given.

Income Taxes

The project “Integrated Management of Wealth and Income Tax” was initiated by the Spanish
Tax Agency (AEAT) in 1999. The project, which is illustrated here as a best practice for the
declaration of income taxes by citizens, covers the entire process of tax management (information,
electronic tax return filling and payment, certifications, etc) for all types of tax payers. The project
aims to help the tax payer meet his tax responsibilities, simplify procedures and facilitate earlier
tax refund.

Tax declarations are filled online and tax payments can be made through online banking facilities.
For filing tax return, citizens obtain a Digital Certificate from the Spanish Federal Reserve. For
businesses, the AEAT’s Website offers services such as declaration of corporate tax and VAT.
This project has already won several national and international awards among others the citation
as eGovernment best practice by the European Commission and the WITSA (World Information
Technology and Services Alliance) award.
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*

La Agencia Tributaria Las comunicacionsa con eale senidor a6 reafzan cifradas

Informacitn Tricutaria

Adkuanas o | Especiales.

Best Practice

j Achi Ver Fresentacin Ltldades ATATenlaWeb A

Fa [T i

DECLARANTES

MIF DECLARANTE | APELLIDEYS ¥ ROMBRE FADDH SOCAL

Income Taxes
{Spain)

<

A Ty AT T www.aeatl.es
I g || -

Tal, contcty

- dol dachesein sbeves
Declyacion nusthutey I

Doson adbcanclet parala mpres
Dielegaciin AEAT Adniinackin AEAT
| =
Via plblics.

Descarga Programas =
C.lutinomsy Mimeso Escsbun Pira Pusts
= = [~

Cicga postal

Figure 16: Tax Declaration in Spain

Online Availability of Public Services: How Does Europe Progresse

Page 30



6.2

CAP GEMINI

ERNST & YOUNG ZEurope

Job Search Services

The responsible authority for job search in Austria is the Ministry of Labour and Economy
(Bundesministerium fiir Wirtschaft und Arbeit). The actual service provider, which is presented as
best practice, is the Public Employment Service Austria (AMS, Arbeitsmarktservice). Since 1994
the AMS is an officially recognized company providing services on the basis of public law. The
AMS website is a central website providing job offers from all over Austria. Contact information
of local branches of the AMS in the different “BundesLénder” and regions is available.

The eJob-Room service of the AMS aims to offer an interactive platform where job-seekers can
meet potential employers. Both job-seekers as potential employers receive support in the labour-
matching process. Next to online job search by type of job, region or educational background, the
AMS also offers additional support with drawing up of CV’s and job applications.

Equal changes for man and women and minority groups are a high priority for the AMS. In this
context an adapted service is provided for special target groups such as female job-seekers and
older people.

Next to job offers in Austria, a special section is provided (Eures job search) where applicants can
look for job vacancies in Europe.

@S @ Job-Room fiir Bewerberinnen

willkommen im "elob-Room" des Arbeitsmarktservice Osterreichs! Best Practice
- Sie haben bereits ein eJob-Room Konto
Job Search
Austria)
SV-Nummer: Kennwort: Anmelden (
Nummer Tag Monat Jahr
Anrnelden (Wohnsitz susserhalb Ssterreichs)
Haben Sie Ihr Kennwort vergessen? w
Falls Sie Probleme bei der Anmeldung haben, wenden Sie sich bitte an unser AMS Help-Centd
- Sje| Der eJob-Room bietet Ihnen folgende Maoglichkeiten nach Stell geb I
Mit Ohne
Konto  Konto
.| B Stellenangehot-Suche
w | Siekbnnen hier nach AMS Stellenangeboten sushen. v v
.
@ Stellenangebot-Suche
Sie konnen hier nach elob-Room Stellenangeboten suchen v
Gefunden werden e

Ihte Bawerbungen kinnen ven im eJob-Room registrieten Untermehmen gefunden warden, auch wenn Sie nickt Online sind.

Bewerbung speichern

Ihte gespeicherten Bewerbungen kénnen fur Suchen beliebig oft L kénnen diese auf Wunsch auch von im elob-Room registneren v
Unternehmen gefunden werden, wenn Sie nicht Online sind

E-Mail Service
Zu jeder Ihrer gen gibt es eine Mailbox, Dot finden Sie i won i i v

Benachrichtigungsservice
Hierkdnnen Sie auf Wunsch automatisch per SMS undfoder v
E-Mail b hrichtigh werden, wenn i wan Untemeh ingegangen sind.

wir erméglichen Thnen den kostenlosen Gebrauch dieser Plattform. Mit der Benltzung akzeptieren Sie jedoch ausdricklich die Einhaltung bestimmter Regeln. Wir ersuchen
Sie, vor Benitzung diese durch Anklick des Haftun hil zustimmend zur Kenntnis zu nehmen.

Das AMS ist zur Einhaltung des Datenschutzgesetzes verpflichtet, Ihre personlichen Daten werden nur mit Ihrer ausdricklichen Erlaubnis an Dritte weitergegeben,

Figure 17: Job Search in Austria
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Social Security Benefits

The service social security benefits is investigated by taking into account the following sub-
services:

e Child Allowances
 Medical Costs
e Student Grants

* Unemployment Benefits
The best practice presented concerns the reimbursement of medical costs by the medical insurance
in France.

Since the re-organisation of the social security in 1996, a convention was signed between the state
of France and the national fund of medical insurance for employees to settle the objectives and
resources for the functioning and the execution of well-defined actions. The national fund has a
double custody as it comes under both the Ministry responsible for Social Security and the
Ministry responsible for Economy and Finances.

On a local level the insurance funds are responsible for the registration of the insurants and the
daily management. This is an example of a service where the physical service provider is
dispersed but where the citizens can consult their files and reimbursement status, which is
maintained on local level, from a single access point on national level.

AMeGc. &
tAssuranceMatadicenlisne B

SELECTION DE SITES QUESTIONS-REFONSES FORMULAIRES CONTACTS WISITE DU SITE ACCUEIL

Recherche

consulter vos décomptes,

Tok

WOTRE CPAM ANMUAIRES

A la une Assurés
Plafond de la : e
L’Assurance Maladie gagne  sécurité sociale En din Best Practice
4 etre connue ! Le plafond mensuel de 0T
Découvrez I'ensemble de nos la =écurité sociale est FAQ
mizsions et de nos actions pour fixé & 2 432 euros au Les § qug
améliorer la qualité des soins, 1er janvier 2003, lues i
autravers de notre nouvelle et M Ed I cal COSts
campagne de communication M Nilocani s (F ran ce)
» Covibter ce duier Congé sans solde
Pendart toute la durée i as)
o de vatre congé sans Y'tale' ey o
L'événement salde, vous bénéficiez, Ioitaine YW, amel |.fr
o & compter de |z date de Que faire
Les antibiotiques, ¢'est pas R papiersim
= ALLOSECU
C Itez vos reml ts en ligne

ALLOSECU vous permet de connattre le montant des dermiers remboursements
7 effectuls sur votre compte.
Yeuillez taper votre numire de Sicuritt Sociale (N* 0013 chiffres) :

et votre mot de passe :

“Wotre mot de passe, ou code confidentiel, vous a it transmis par courrier
Mot de passe perdu ou inconnu, contactez votre Cai Jrimaire d'assurance
e

Figure18: Medical Costs in France
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Personal Documents

The service social security benefits is investigated by taking into account the following sub-
services:

» Passports

* Driver’s Licence

The best practice presented concerns the application and renewal of passports in the UK. In the
United Kingdom, the Passport Service is an executive agency of the Home Office, which is the
government department responsible for internal affairs in England and Wales. The passport
service is responsible for issuing passports to British nationals living in the UK.

The Website of the UK passport service is designed in such way that applying for a passport is
simple and convenient. The character of the service implies that a full electronic case handling is
not applicable, as a passport needs to be dully signed and provided with a passport photo.
However, the UK passport service has reduced the paper work for the applicants to a strict
minimum,.

On the Website, applicants are guided to complete the passport applicant form correctly. Upon
receipt of the application form, the passport service prints the details on an official application
form which is posted to the address of the applicant, who then has to sign the form and post it
back together with the required documents (e.g. a copy of the old passport) and two passport sized
photographs.

| FASSPPORT SERVICE

For assistance in completing
your apploation onkine

l‘. APPLICATION REQUEST | (@) Suitucs

= Ro speak to an cperator

Please select the type of passport you require or retiiave your pre-applicat R CRER EREE T 8118
saved your details within the last 72 hours.

What is the applicants date of birth?

Day |Select ¥ | Month | Select v | Year

Title | Select.. v | or othertitle |

Surname

Forenames |

T

i i ? z
What type of passport is the applicant applying for? R an

O Renewal previous
O Extension names
O First [ i o
Fosteode | | Please don'tinclude a space e.g. BH125AB
() Replacement o =
O Change autoill address
Present
Was the applicant born in the United Kingdom? address

thouse
number,
street
name)

CYes Oho

Best Practice

(town)

Passports s

Daytime 5
(UK) telephone |
nurrber =

Ewening
telephone
humber

www.passpori-application.gov.uk

e-rmail

Figure 19: Passport in the UK
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The SNRA (Swedish National Road Administration) is active in the following task areas:

» sectoral responsibilities: co-operating with and coordinating the work of

relevant parties and promoting developments in the road transport system.

» role as a public authority: drawing up and applying regulations for vehicles,
driving licenses, road traffic environments and commercial traffic, register

management as well as managing state subsidies,

e national road management: developing and managing the state road

network in the role of client

« contracted works: carrying out road planning and design, construction,

operation and maintenance as contracted by the SNRA and others.

In its role as public authority, the SNRA aims to make it as easy as possible for the individual to

contact the authority and fulfill his obligations. The current example is a best practice for car

registration offering the citizen a 24 hour online service. In Sweden, as in many other countries,
this service is provided on a national level.

L vigverket
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Figure 20: Car Registration in Sweden
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In Norway, the administrative responsible level for the service “application for building
permission” are the cities and municipalities. The best practice that is illustrated is a local
application of the city of Fredrikstad, where citizens can apply for a building permission online.
This best practice and the lessons learned in building this application can serve as an example for
other Norwegian cities.
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® By
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printer og leveres direkte til Sericetorget. Der vil de bii levent videre 1il sakshehandler.

Elektroniske skjemaer er en viktig del av den interaktiiteten kommunen snsker & bygge
kunne gi bedret sewvice 0g samtidig oppnd kostnadsefekintet

Building Permission

Best Practice

Application for

® Skole og bamehags {(Norway)
erforberedt for signatur og 1 et format (ML) for direkte overfaring 1

videre om

NE! Viktig infoermasjon for
bn
Explorer versjon 5.5

re med lnternat

www.fredrikstad. kemmune.no

\Veilednina for laarina/utskrift av skiemaer

For 3 kunne sive SRV OT

t blankattene p} 55 =

;ukumen!bn‘un el & 51 S gy o SR,

tranger du Adobe C-

Actont Reader 40 = Gjenpart av nabovarsel

ellat rpere T Wit b 3 tanf fend det i henhold til
E o1 ar de

Wik pJ Bildat for 3 laste ned siste = By« ¥
wersion av Acrabat Readar &

foriiak atlor plan- ag bygningsiovas (pbi) bestemmelsene i § 94 nr. 3 i plan- og bygnings-

loven av 14. juni 1985 nr. 77, sendt falgende

Last ned siste "~y -
) * nabovarsel:
- ONE o o
Explorer ontroliplan f }:"d’fﬂ‘shdkc‘m“"‘c 3 = Tor Tramerr e
orosjektaring Servicetorget
Last Fod e ans H 16
fad Netscape St i PByg::;liszelm (B
siste warsjon av Nebzoape, el an lor uilarelse Fosh TPostred
f 1602 FREDRIKSTAD —
Telefor: 69306000 Telefuks: 69306004 ——
E-post: torgeti®fredrkstad kommate no

De varsles herved om at felgends soknadmelding er sendt til

[ITittak som krever soknad og tillatelse =6 plan- og bygningsloven, pbl § 53
[CIMelding om tittak  etier pian. og tygning = g Pl § 81
[[IMelding om tiftak  etter plan- - mincre ph pol§ 85 e

Nabo eller GEnbosr S0 Nar r Mot 1aket, kan kreve: ot meldngen bir behandet som seknad
SH kray 8 vaere komemet fram il kommunen innen 2 uker etter of dette varsel er sendt.

[lrrmsggende  [JTimyon, plbyon, undertyon [anesy Oves
[(rarsenngspiass [Clvesertige terrengnngrep

[kenstruksion [ IFasade ClRepsrasion  [Tvirom
[Clensending [ Vesentsg endring av tidigere drift

i) [CJHelebygg  [lDeler av byg [JAniegy

(Eygringsternizhe
il\_,:;';l_rim’ 1 | CIiyaniegy [encing

Nys bygg o srisgg

Endiing w bygg

Endring w bruk

Tilkakets art
- DE!§ !3

[CIReparasion

Figure 21: Application for Building Permission in Fredrikstad, Norway
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Declaration to the Police

Declaration to the Police is a service that is typically provided on a local level. In the different
measurements that have been conducted it was observed that progress in this type of services is in
most of the cases realized in countries that invest in e-portal solutions.

This does not automatically imply that the physical service providers are no longer dispersed: it
means that the dispersed service providers are reached through a single point of access or a central
“virtual” service provider.

The service declaration to the police is illustrated with a best practice in Denmark. This best
practice is an example of an e-government solution, where citizens can declare IT-related criminal
activities through the Internet. The national unit that is in charge of IT related crime will handle
their declaration. If necessary the declaration is automatically forwarded to the local police
department authorized for the territory where the crime has occurred.

IT-related crime, ranging from hacking and dealing in illegal software to child pornography and
cyber terrorism has grown steadily with the penetration of the Internet over the world. In this
example of an eGovernment solution, the same technology that enabled the widespread of
criminality in the first place is used to beat the criminality.

Rigspolitiets IT-stetteenhed

Best Practice

HEFENS AFD. A
NATIONALT EFTERF
TN - Declaration to the Police
Sl Armeldslser om kiminalitel indgives almindeligis t den stedlige politmester i det omride, b (Denmark)
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Figure 22: Declaration to the Police in Denmark
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6.8 Public Libraries

The ALEPH network comprises a common catalogue of the national library of Luxembourg and
of associated libraries. Currently the network consists of about twenty libraries resulting in a
catalogue of more than 400000 entries, but it has all potential to grow both in terms of associated
libraries as in terms of catalogue entries (as for the moment electronic catalogues are not yet
available for all associated libraries).

The application offers the possibility to search/browse through the database of catalogue entries
by author, title and subject. For each entry, the user can display a file with detailed information
about the piece of work and the library(ies) where it is available.

A function is provided to make reservations ot borrowing a piece or receive a photocopy of it.
Registered users can request to see the details of his/her account concerning payment of
transaction such as reservations and photocopies. This function also allows a user to keep his
address information up to date.

Initialisation | Préférences | Alde
Recherche LUXD1 - Liste des notices Best Practice
Parcourir un index Auteurs=Eco, Umbero
Liste de risultats triée par Titre, puis annie
Afficher la liste . . .
:!;"Iiﬁe' 5 E;,‘;l 2 121 440 sur 102 Cliquer surle numéra souligné pour voir le dét Public Libraries
hrar
Messagerie {Luxembourg)
Sauvegarder # Autew Titre Anmie
Historique
Panier 21 | Carmi, Eugenio Eugenio Carmi 1992
Uhilisateur 22 Baumann, Hans D Der Film: Der Mame der Rose 1966 aleph.etat.lu:4505’ALEPH
23 |Eco, Umberto Foucaults pendulurn 1950
24 Eco, Umberto Das Foucaultsche Pendel [Enregistrement sonore] 19% B i ¥
25 | Eco, Umberto Das Foucaultsche Pendel 19689 Bibliothéque-nat. Luxembourg
2 | Eco, Umberto Das Foucaultsche Pendel 1983 Bibl.municipale-Luxembourg
Biblisth#que-nar.-Luxembourg
27 Nunberg, Geoffrey The future of the book 199 Biblisth8 que-nat, Luxembaurg
28 Eco, Umbero Die Granzen der Interpretation 1952
29 |Eco, Umberto La guerre du faux 1985
30 Eco, Umberto La guerre du faux 1985
31  Eco, Umberto How to travel with a salmon 1993 Bibl.-municipale-Luxemb
H Initialisation | Prétérences | Alde
. Recherche
3 A N Mumeéro de lecteur:
Parcourir un index
Liste de risultats Huméro de - . .
Historigue iR MNote pour les utilisateurs enregistrez votre numéro de lecteur
Panier Le mot de passe des lecteurs inscrits dans SIBIL est constitué par défaut des cing
Utilisateur premiéres lettres de votre nom de famille (ex: Anderson donnera Ander)
Compte d'utilisateur Si ce nom comporte une particule, celle-ci n'est pas utilisée {ex.. Da Silva donnera Silva)
Mat de passe: Si le norm compte moins de cing lettres, il est complété par |3 ou les premigres lettres du

prénom; {ex.. Antoine Cox donnera Coxan)
Les utilisateurs ont avantage & changer de mot de passe en seélectionnant "modifier mot
de passe" de I'écran Inforrnation utilisateur aprés s'étre fait identifier.

Trés important pour les utilisateurs d'un poste public: assurez-vous de déconnecter la session avant
de quitter votre place afin d'éviter une utilisation abusive de votre mot de passe et de vos données
personnelles.

Figure 23: Public Libraries in Luxembourg
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Birth and Marriage Certificates

ZEurope

Requesting a birth or marriage certificate is a service with a rather simple underlying procedure
that falls typically under the administrative responsibility of cities and communities.

The example that is illustrated here as a best practice is the online counter of the department of
civil affairs of the city of Basel (Switzerland). The department is online accessible since May
2001 and offers among others documentation on special events in the citizen’s life such as birth,
child recognition, marriage, change of name, decease. Next to documentation, citizens can
communicate with the department on a 24h/24h basis to order extracts out of the population
register.
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4010 Basel
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Figure 24: Birth and Marriage Certificates in Basel, Switzerland
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6.10 Enrolment in Higher Education

In Sweden, all universities and university colleges are public authorities that are directly
accountable to the Government. The Government and Parliament are responsible for national
education planning, while the institutions themselves are responsible for planning at the local
level. The National Agency for Higher Education is responsible for providing guidance data for
decisions and assessments at both the national and local

level. Its tasks include quality assessments,
supervision, reviews, development of higher education, research and analysis, evaluations of
foreign education and provision of study information.

The website www.studera.nu which provides information about studies and careers has been
constructed on the initiative of the National Agency for Higher Education (www.vhs.se).

The system is based on the cooperation between many organizations, of which institutions of
higher education constitute the largest group. The National Board of Student Aid, the National
Agency for Services to Universities and University Colleges and the National Labor Market
Board are other major participants in the project.

The aim is to provide prospective Swedish students with a one-stop Internet site containing
relevant information about higher education opportunities, as well as information about careers
and postgraduate studies. Enrolment in higher education is only one aspect that is covered. The
website provides all information on how to apply and offers the possibility for students to send
their application through the website. Currently this function is not available as the applications
for the academic year 2002-2003 have been closed.
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Best Practice

Enrolment in Higher Education
{Sweden)

Vilkommen till VHS !

Verket fir higskoleservice (VHS) ar en uppdragsmyndighet

www.studera nu
@ ANTAGNING som har tre verksamheter.

WWWwW.vhs.se

UPPHANDLING Antagningsavdelningen genc
prograrmutbildningar vid universi

rh Owversikt
© OM VHS

Upphandlingsavdelningen el
© PRESS farm av konsulthjalp till universi Pz Antagningens sidor far du information om den samardnade antagningen til universitet och hogskolor
myndigheter

Kort om Antagningen sammanfattar antagningsprocessen  Kicka nedan pz den del i processen du
IT & Systemavdelningen & fi il veta mer om.
stiidsystem ph uppdrag av flera
interna IT-stadet

© KONTAKTA VHS

@ NYA-PROJEKTET

Anmélan
LEDIGA JOBB

IT & System siker tre Anmdlan ’ ::::;l';ijag sHkes
Sista anmdlningsdag till verterminen i

2003 & den 15 oktober. ih o latnonge
-+ Hur fyller jag i

anmalningskianketen?

Man kan dven skicka in anmdkan per
post. Anmdlningsmaterial bestdls via
et hemsida ellsr pe tin 05-613 99 00
eller faxnt 05-613 93 01 WHS tar emot
anmalningar 20m poststdmplats senast
clen 15 oktober.

Wil syripunikter ang. innehel skicka e-post til infog@vhs e

Figure 25: Enrolment if Higher Education in Sweden
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Announcement of Moving

In a lot of countries citizens have to deal with their local communities to announce their change of
address. When existing back-office solutions, such as a national register of the population become
web-enabled, progress can be realised quickly.

A good practice of an e-portal with a centralised system of announcement of moving is this
Finnish website linked to the national register of the population. When moving in Finland, the
Local Register and the Finland Post Corporation need to be notified.

The notification can either be made by phone or by submitting a form on this website. To make
the notification through the internet, a Finnish electronic ID card is necessary. This central system
of notification enables a quick processing of the change of address towards several authorities
such as congregations, vehicle administration, KELA (the social insurance institutions of
Finland), the tax administration and the Finnish Defence Forces. In addition, many pension funds,
banks, insurance companies, publishing houses and private companies receive new address data
straight from the population information system.

Best Practice

Viestorekisterikeskus

Befolkningsregistercentralen Announcement of Moving

<7 - {Finland)
<Al

Muuttoilmoitus
Flytthingsanmaélan

www. Vaestorekisterikeskus.fi

Sahkéinen muuttoilmoitus pe svenska Motification of Move (pdf-form)
Sahkepinen muuttoilmoitus

Suomen Posti Oy:n ja vaestdkinahallinnon (Vaestirekiste ®

yhteigelld muuttoilmaoituksella voit tehda lakisdateisen il

maistraatille ja ozoitteenmuutoksen postille. Tiedot valitty

ja Postin osoitetietojdrjestelmaén.

Sdhkginen osoitteenmuutos ¥

Suomen Posti Oy ja viestpkirjahallinnon [ ]

( WS jar L]

muuttoilmoituksella voit lehdd lakisddeisen iimoituksen .

muutosta v

. . - . o jaltai sopimuksen Suomen Posti Ovn kanssa AR
Muuttailmoituksella voi ilmoittaa myds muuton ulkomaille osoiteenmuutos- (a edelleenidhetiimispalveluista

Pohjoisraahan muuottavan on lisaksi hankittava maistraz MAISTRAATIT &
muuttokirja ja toimitettava se tulomaan paikalliselle rekist

& pE=) b Muutioilmoituksella yoi imoittaa mygs muuton ulkomaille ja Par on lisoksi
vaStaava.Stl Pohjolsmaasta A AmoImitettars le i pohjoismainen Hokirja ja toimi 58 paikallizelle rekisteriviranomaiselle,
maistraatille. Hun 5hetdt lomakkeen sthkgisesti Sinulla tulee olla i i i ja kortin lukulaite.

Kun teet ilmaoituksen sahkaisesti Sinulla tulee olla kaytos [ Paperilomake 1dytetddn mudulla
ja kortin lukulaite
= aseta kortt lukulaitteesean
AkE . " » anna perustunnusiuk (PIN1-koodi) I Paperilomake, t5ytetddn kisin
Sahkdinen minittailrmnitns = 1yt lomake seuraamalla thyltgohjeita ja halutessasi tulosta
lomake
= ennen IGhettdmistd varmista vield, et lomake on tytetty oikein I Tee sbhkginen muuttoilmoitus

= Hyikesy lopuksi muuttoilmoitus, jonka jdlkeen sinuta pyydetdin
allekiroitustunnus (PIN2-koodi)

i Lataa soveltuva selain 15std
Woit ottaa vhlevith tai antaa nal ja s liithwissh asioissa
Voit mygs fulostaa yhteisen nakkeen HTML- tai PDF ] ja I6hettdd sen postissa.

Figure26: Announcement of Moving in Finland
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6.12 Health Related Services

Health related services measure the extent to which a citizen can obtain an appointment in a
hospital through the internet. Throughout the three measurements that have been conducted so far,
this has been the service with the overall lowest score.

However, the example that is illustrated here is an experiment by the National Cancer Institute in
Milan, Italy, investigating to the introduction of electronic forms for making an appointment in
the hospital.

For the moment the scope of this facility is limited to patients with sarcoma. Patients that submit
the form will receive an appointment by e-mail within 96 hours, which they have to confirm in
return.

Prenotazione di prime visite e consulenze per Pazienti con sarcoma
presso I'Istituto Nazionale Tumori di Milano
To ask for a visit or a second apinion on behalf of a sarcoma patient at the
Istituto Nazionale Tumori, Milan, Italy

Attraverso questa pagina Web & possibile richiedere una prenotazione per una "prima visita® o
una "consulenza® per Pazienti con sarcoma presso I'Istituto Nazionale Tumon di Milano. 1
servizio, sperimentale, & limitato esclusivamente ai casi di sarcoma (richieste su altre patologie
non verranno  considerate). A seguito della rchiesta si nceverd una e-mal con un
appuntamento entro 96 ore dalla data di invio. Per finalizzare l'appuntamento, si prega di
rispandere alla e-mail confermande I'appuntamento

This Web page makes it possible to ask for a3 first wisit or 3 second apinion 3¢ the Istituto Nazionale Tumoar,
Milsn, Italy, on behalf of any patient with sarcorma. This Is an experimental facility which is available anly 1o
patients with sarcoma (requests related to other neoplasms will not be considered). After sending the
request, you will recaive an appointment via e-mail within 96 hours. You are kindly asked o answer and
confirm in order to finalize the appointment,

Best Practice

Health Related
Services

{Italy)

Cognome del Paziente - fatent’s sumame

Nome del Paziente - Patient's nams

www.istitutotumori.mi.it

Data di nascita - &rth date

Citta di residenza - ity

Indirizzo di posta elettronica - £-mail address

Telefono - Bhone number
Preferenze sulla data - freferences on date

Problema clinico - Climcal probier

(se possibile, indicare in poche parole il problema clinico
& la competenza che si ritiene idonea, ciod chirurgia,
oncologia medica o radioterapia)

(if possible, please describe in & few words the clinical
problem and the discipline likely to be requested, ie
surgery, medical oncology or radiation oncology)

"Inviando® 13 richiesta, si registrano tuthi | dati presso I'lstituto Nazionale per lo Studio e la Cura
dei Tumori di Milano. Per questo si intende forito il consenso informato del Paziente, anche ai
sensi della Legge 675/96 e successive modifiche, che disciplina le norme e le garanzie secondo
cui i dati saranno trattati. Grazie.

8y “sending” the request, data are registered at the Istituto Nazionale per jo Studio e fa Cura dei Tumor,
Milano, Italy. To this end, patent’s informed consent is assumed to be given, also according to the Law
675,96, including subsequent changes, which provides for the rules and guarantees according to which
dats will be handled. Thank you.

INVIA - SEND Reset

Esci senza inviare dati / Exit without sending data

Figure 27: Health Related Services in Milan, Italy
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6.13 Social Contribution for Employees

The website of the social security administration in Belgium is a good example of the
combination of back-office integration and an e-portal solution. This site is a front-office result of
a long-term effort that the Belgian government made over the last years linking different
databases. It is a unique window for social security in Belgium: the site is developing a
transactional link between employers and the social security administration.

The portal site has been designed in such way that each citizen or employer can easily find the
answer to all of his questions concerning the Belgian social security.

For employers it is possible to arrange a number of declarations (such as social contribution for
employees) through online electronic forms. In the course of 2003 the website will be extended as
to enable electronic transactions for citizens as well.

Alle aangifies op een ;ij . i

Sociale - Zekerheid.be

Do sociale rekerheid Horme

D ot s bl Welkam op de portaalsite van de sociale zekerheid

O T e T s o s et e sboie_ Best Practice

vinden op de uragen die hij zich stett. Dit portaal is dus een uniek toegangspunt waarlangs u kennis
kunt nemen van de algerens informatie in verband rmet uw rechten an plichten inzake sociale
zakerhaid: het zorgt er tavens voor dat u automatisch toagang krijgt tot preciezars informatie die u
zou wensen te bekomen,

D warkgever

Dit portaal werd ook o u de ijkheid te bieden elek ische berichten wit te

Social Contribution for
-mlmn mc;:.mn:;z:llmgmljn dou_:u xgnmac:r ! dr-v::lnl‘:nhngla.us:;i hat gaval ‘I‘::;:;it E m p|°yees

n
portaal. In de loop van het jaar 2003 zullen ook de sodaal verzekarden zelf geleidelik

mogeljkheden krijgen om elekbronische tranzacties te doen. (Belg i u ]

Deze portaslsite van de socale sekerheid zal aldus seer regelmatiq sangevuld warden, Hij heeft tot
dosl de vale ralaties dia de verkgavers en da sociaal varzekerdan onderhouden mat de instellingen
wan sociale zekerheid steads meer te vereenvoudigen,

Dit portaal is de vrucht van een samenuverking tussen de Federale Overhaidsdienst Sociale Zakerheid
en alle Cpenbare Instellingen van Sodale Zekerheid.

www.sociale-zekerheid.be

HMat het linkermenu kunt u sich op een senvoudige manier ardnteran.

Sociale-Zekerheid.be

Alle aangiftes op eenrij.. ¥

NL FR DE

De sociale zekerhaid Hame = Aanmalden

De sociasl verrekerde P p——— "

Gebruikersnaam:
Wachtwoord:

- Detadherins rosin

buitenland
Door u als gebruikar aan te malden, krijgt u toagang tot:

tewerkstelling ® een aantal baveiligde & op de partaslsit
+ Aangifte * hat gedeslts toegangsbahasr’ voor uw

Socisle rsico’s
+ Bousnrerken

Indien u nog geen gebruikersnaam en wachtwoord heeft, kunt u dit aanvragen,
Klik hier voor meer uitleg.

Ascmelden
Beveiligde

tosgang
- Contact conter

Figure: 28 Social Contribution for Employees in Belgium
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6.14 Corporate Tax

ZEurope

The Irish Revenue Online Service (ROS), an internet-based electronic tax system provided by the

Revenue Commissioners, enables citizens and businesses to file a series of tax returns using the
internet.

The facility is an integral part of the Irish Government’s commitment to use the Internet to
improve both the quality and speed of its service delivery and can be considered as the flagship
eGovernment project in Ireland. Revenue’s online service enables users to access tax details on

screen, calculate liabilities, file returns and pay tax liabilities online by laser card or direct debit,
24 hours a day.

The service provides Ireland’s Revenue’s business customers with a quick and secure method for
the electronic payment and filing of: monthly and annual payroll returns and employee cessation
return details; bi-monthly VAT returns and annual return of trading details; annual business
Income Tax and Corporation Tax Returns.

[E5 A0S Difline HEE “\
Fle Help =
NEERE ¢
' = (&
CT1 - Revenue Commissioners <
— ™,
(i) Company Detalls »
./'.

— — — — 13
Denotes required field v/ CT Instructions - Please Read 25
Reference Number 13;;55?&2? ompany Name ¢ [ ]

Company accounting period From ) v
(dd/mminyy) (daimmanyy)

Please Indicate:

if .]C(G_'HUI’](_] penod has cnan-;e-:l since last CT1 was filed
- ifthe company ceased tm::ur.g in this R{CDU.’:T.IHI; period
- ifthe company IS a close company
- ifthe company is a member of a group

fthe company IS trading in the state through a branch or an agency
Expression of Doubt 0
- Indicate if you are unsure about the tax treatment of an item in your return BeSt PraCtIce
Directors' Remuner ation

Corporate Tax

Pleasa provide detalls of diractors’ remunaration and benefits below (Ireland)

= = 1 _AmnuniofSalary Fees | — =1

WWW.ros. e

Figure 29: Corporate Tax in Ireland
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6.15 VAT

The structure of the Icelandic tax authorities is such that three institutions each have their specific
working area. The offices in question are the Internal Revenue Directorate, the State Internal
Revenue Board and the Directorate of Tax Investigations. Additionally, there are nine district tax
offices located around the country.

The Internal Revenue Directorate is in charge of the co-ordination of tax measures between the
districts and is the head of tax control of the country. It implements advisory services for the
public on tax related matters and manages the operation of computer systems that link the tax
authorities.

The best practice example for VAT is implemented by the Internal Revenue Directorate. Next to
the possibility of applying for VAT refund online by Icelandic companies, the Website also
provides downloadable forms for application of VAT reimbursement to foreign companies.

Virdisaukaskattur

Ef pu ert pegar med veflykil bjddurm vid pig velkamin(n) i Wefskdl 4 rsk.is

Kennitala: ‘ Weflykill: | m

_ _ _ Best Practice
Til & fa abgang parf ad =18 inn kennitdlu og veflykil.
Hazgt er ad saskja um veflykil med pvi ad fylla Gt umsdkn um veflykil.
VAT
SPURT OG SVARAD -5.0.8 lceland
Ef pad lendir § einkverjum vandrazdurm i rafraznurm skilum virdisaukaskatts ( celan )
pa eru svir vid algengum spurningum ad finna 4 sidunni: Spurt Og Svarad (S.0.5)
WWW.rsk.is

b getur einnig hatt sarmband [ sirma 563 1100 eda sent talvupdst til vefskil@rsk.is.

.

Figure 30: VAT in Iceland
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6.16 Registration of a New Company

The registration of a new company in Greece is organised by the different prefectures (regions)
and the authorities in charge are the different regional Chambers of Commerce and Industry. The
website below, presented as a best practice, is enabled by the Chamber of Commerce and Industry
of Lasithi, the prefecture on Eastern Crete (Greece). Their website gives complete information and
all necessary instructions on how to start up a new company according to the type (independent
professions, corporation, etc...):

» Information on how to register a new company according to the type of
company plus a downloadable form to register your company.

« A 9-step plan to start-up a new company...

Besides information for new companies the website also provides several other services to
businesses:

* An online database of all companies in the region according to their type and
sector that gives all basic information about the listed companies

* Online forms to ask information or to formulate questions on every business
related topic. An answer will be send to your e-mail address.

» Online registration possibility for participation in tradefares and other initiatives
organised by the Chamber.

* Online registration possibilities to advertise the weblink of your own company on
Chamber’s website.

A EmpsAntipio AamBiou - Microsoft Internet Explorer

Fila Edt Wiew Favorkes Tooks Help

@ Back ~ KJ = gl - Search Favorites q‘ Media &-‘ = & j - [_;)
Auckdress | ] htkp: s, epimls. gy finde. phe v Bo
e =
@ ENIMEAHTHPIO
Home - Eidficeic - ApBpo - Xphaoipa Links - Tuxvic Epwrioeic - Emkovwvia - Tehidec MeAuwv 13 favovapiou; 2003
»Home
*Erdnoceg 10n Aigbvn¢ ExBeon Hardware & Paint "9"13"'"31\{’ o
*apBpa 10/01/2003 Acwp. ZupPolley no
»MoTpwo on-line ay
=
SYoRoin Links Ty Kuvoravnvoinehn Siopravivera SieBvic xBeon Hardwars & Paint and Tic 3 éug & Anpikiou
rEuyvic tpwThneic 2003 070 CHR Expo Center. 01 ev5I0pEpBUEYDl UINOPOUY ¥ ENIKOIVGVATOUY CTIC NOPAKATY
*Emkoivavia
»Movipo ExBeripio 1 _—
*Kpnmied MoTpogn 3 toner ELE EI-“ME
AHTHPIO

1 Fax: +902.
Web Site: . xhibitions.
E-mail: info@itf-exhibitions.cc
Contack: Mr. Remzi Basak

AALIIOIOY

Eag evliapEpouy

* Mijvupa Npoédpou
* Miyvupa ArevBuvr
. ;MM . . . . < . . i ' '
5 :?;':::’,nlpclzur Alaywvigpoi Ymoupyeiov  Home - Eidnoeic - ApHpa - Xprioipa Links - Fuyvéc Epwinoeic - Enikoivovia - Tedidec Mehwvy
« Eedide Mehmy 10/01/2003

* Xphopa évtuna

+ Avalimon Empek. snp - Home

« MnTpwo online
*Home 2 .
»Eidnozig FiveTe cUVEpYUOHEVOG TUVTAKTNG

rllepiegopseva

S : I
»EURVEC EPWTHOEIG Userhatie:

FEnikoivmvia

y Atrohoyionikr Huepida I *ApBpu 3
[ g 10/01/2003 *MnTpwo on-line OvopeTENGYUUD: l:l

fpl 5 »Movipo ExBernpio Ermnail: [
»EpnTiKn AlaTpogn
Best Practice
s " Zag evilnpepouy EmpePaiwon l:l
Reglstratlon Of a « Mijvupa Npotdpou Fassword:
+ MAvupa A ] =
New Company + Danyog MME [ sendRe n |
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(G reece) * Zehidec Mehdv
+ XpRopa £vTuna
i + AvalnTnon Empseh.
www.epimlas.gr e

Figure 31: Registration of a New Company in Greece
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Submission of Data to the Statistical Office

The Federal Statistical Office in Germany is responsible for collecting, processing and
disseminating objective, independent and highly qualitative statistical information to all, namely
politicians, government, administrative agencies, business and industry, and the citizens in
general.

In accordance with the federal state and administrative structure of the Federal Republic of
Germany, federation-wide official statistics (federal statistics) are produced in cooperation
between the Federal Statistical Office and the statistical offices of the 16 Lander. This means that
the system of federal statistics is largely decentralised. In the context of that division of labour, the
Federal Statistical Office has essentially a coordinating function, while conducting the surveys
and processing the data falls within the competence of the statistical offices of the Lénder.

Regarding the monthly trade statistics, the Federal Statistical Office has introcuded the possibility
to all registered enterprises to submit these data online via a central website. Today, already more
than 3000 enterprises are taking advantage of this opportunity. It is planned to carry out the whole
process of collecting and processing official statistics online.

QBack - :‘J 2 ' ) search ' Favortes @ medie &) R @P
Addrecs | ] hitps:fwistat. destatis, de/meldung/inde:x. html v s

sind dann m Formular rot gekennzeichnet, Kannfehler sind gelb hinterlegt Dariiber hinaus wird die von Thnen emgegebene Warennummer auf thre Aktualitat hin
aberprift

Wenn Sie Ihre Meldung absenden mochten, werden Thnen die Daten zar Kontrolle erst noch einmal angezeigt Uber “Meldung bestatigen” werden die Daten dann
tatsachlich versendet, Uber “Meldung korngieren® kénnen Sie eine eventuelle Berichtigung wornehmen.

Versandte Daten werden wihrend des Meldevorgangs in eine Meldeliste emgeschrieben, die die wicht Merkmale der Meldeposition enthalt. Die Meldeliste
dient o3 Threr Kontrolle uber bereits versandte Daten und kann fitr Thre Unterlagen ausgedruckt werden Beachten Sie jedoch, dass die Meldeliste mur zur
Verfigung steht, solange Sie den Meldevorgang nicht beenden. Thre Daten konnen Sie dann aber spater m kumulerter Form im Melderkonto emsehen

-:E‘U-[llh'nlmlldelsfmmulare fir Online- [elihmgen: /\
Versendung
wistat-Server Online-Formular Versendung
(hMeldebste mur m Euro)

User name: €l v

Falls Sie Hilfe beim Ausfullen der § Password: hns wenden
T Best Practice
[ canet ) Submission of Data to

i Statistical Office
e (Germany)

www.destatis.de

Figure 32: Submission of Data to the Statistical Office
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6.18 Custom Declaration

Dutch Customs is the controlling administration on the field of import, export and transit of
goods. This implies that Customs:

« Control the import, export and transit of goods
» Collect import and domestic excise duties and taxes

» Enforce Dutch and European Union regulations

The Netherlands holds an important position as a transport and distribution country in Europeand
outside Europe. This importance is not only on the increase; it also influences the workload of
Customs. There is an increase in container transport in the harbor of Rotterdam and also in the
expansion of goods and passenger traffic at Schiphol Airport. The growth to a 24-hour economy
demands flexibility in the working power of Customs.

The client concept, the development of new automated systems, the national and international
fight against fraud and cooperation form a number of spearheads in the Customs policy. Both
trade and industry and the Dutch Customs make more and more use of automated information
systems to improve their management. The Customs Service invests in particular in the
development of systems for processing declarations and combating fraud. The best practice for
making electronic declarations, which is illustrated here, has been available already for a number
of years already.

2l Elekironisch aangeven - Microsoft Internet Explorer
Fle Edt View Favorbes Took Help i

Qo - O ] A B Osener frrwones @vets @ 215 B L P

=55 | @] hittp:fwww, belastingdierst. rif 5229237 tfea-intro.htm v ByGo iunks ?

Belastingdienst Douane Elektronisch aangeven

4 Startpagina Dosane

L WY u regelmatig aangiften indient bij de
» Bastollen Douane kunt u ook elektronisch gaan aangeven,
3

Downloaden

Een groot deel van de formulieren die bij de aangifte
horen, kan dan vanuit uw kantoor, via de computer
verstuurd worden.

In hoeverre u van de vele voordelen van elektronisch
aangeven profiteent, hangt af van uw specifieke
situatie. De belangrijkste voordelen zijn:

elektronisch aangeven is sneller dan schriftelijk

aangeven, een elekironische aangifie kan in drie __ﬁ:
minuten afgehandeld worden; - 3 i
u hoeft in een aantal gevallen niet meer langs de

Douane om documenten in te dienen;

elektronisch aangeven kan 24 uur per dag, /7 dagen per week. Wel

moet u rekening houden met de o tijden van de d t waar
u de aangifte doet;

de ingevulde gegevens worden direct door het prog 13
gecontraleerd, de kans op fouten is hierdoor kleiner,

Best Practice

bij witvoer van landbouwgoederen kan automatisch een
restitutieaanvraag worden ingediend bij &én van de Products

als u vitvoeraangiften indient kunt u gebruik maken van de re|
Laden”. U hoeft dan niet naar de Douane, deze komt, als ee
nodig is, naar de locatie waar geladen wordt

Custom Declarations
{The Netherlands)

www.belastingdienst. nllidouane

Figure 33: Custom Declaration in the Netherlands
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Environment-related permits

The best practice that is illustrated for environment-related permits concerns Reachservices, a
public service e-government initiative in Ireland. Reachservices offers the possibility to apply for
an environmental permit online regardless of the country where the company resides. Registered
users can submit their application online and obtain a full electronic case handling. For users who
do not want to register, the option is foreseen to download the official application forms and send
these by regular mail to the responsible authority.

The Irish Government established the Reach Agency in 2000 to develop a strategy for the
integration of public services and to develop and implement a framework for electronic
government. Reachservices was developed with this goal in mind and is designed to offer a single
gateway to governmental services online.

Reachservices provides the citizens and businesses with quick and secure access to public sector
information and interactive services: a wide range of application forms for public services
delivered by various public sector bodies such as government departments, state agencies, local
authorities and the health sector are available.

ection --> CARLOW COUNTY COUNCIL

Best Practice

Environment-related Permits
o ww (Ireland)

0 6

AMENITY GRANTS SCHEME

www.reachservices.ie

2

E
< =
9 0

CARLOW COUNTY COUNCIL
T CUBE mLoGiN |
o APPLICATION FOR LICENCE TO DISCHARGE
EFFLUENT

APPLICATION FOR LICENCE TO DISCHARGE EFFLUENT

PPS No,
Name

Address line 1

1
1
l
Address line 2 i
Address line 3 1
County |

l

Country
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Figure: 34: Environment-related Permits in Ireland
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6.20 Public Procurement

This Portugese public procuremenet site is administered by Imprensa Nacional - Casa da Moeda,
a public limited liability company.

The site Diario da Republica Electronico can be accessed in two ways:

- Free access.

- Access for registered members.

When using the free access, you can consult by year, number, publication date, etc. some articles
published by the Official Journal.

Registered users get a registration number and a corresponding password.

It allows for a registered user to receive by electronical message interesting news corresponding to
his domain/competences. This occurs on the basis of keywords that are transmitted at registration.
The client pays an amount for each package of e-mails (f.e. 15 euro for 50 e-mails).

ELECTRONICO 2003-01-13 11:57

Acesso Gratuito Acesso por Assinatura

Trranens I Legislacdo

(desde 2000/01/01) Série (desd= 1970/01/01)
11 Actos da Administracdo Piblica
1 Sumarios Série  [desde2000/01/01)

Série  (ilimos 45 dias) Concursos Piblicos

111 (am wigor)

Datas de Distribuicdo Série ot
(desde 1974/01/01) %

Portal Juridico foxiates Buscas no D.R.E.

Informacdes

Unido Europeia 4 Jornais Oficiais }> Lingua Oficial Portuquesa

Instalacdio e Utilizacio

4184388 aces DIARIO DA REPUBLICA

i ELECTRONICO . 2003-01-13 12;00
Aconsuita das ) SERIE VALIDAGAO DE UTILIZADORES

Acesso a Assinantes do DRE - Concursos Piblicos

Best Practice

utilizador:

Public Procurement
(Portugal)

Password: |

www'dr' nem. t Para esclarecimentos ou em caso de dificuldade de acesso a este servico

poderd contactar-nos pela nossa Linha Azul {dias dteis das 9h as 17h).

Figure 35: Public Procurement in Portugal
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7 Conclusions

Europe is making steady, but slowing, progress on the road to eGovernment.

From the 10.500 public service providers analysed in this study across the 15 EU member states,
plus Norway, Iceland and Switzerland, 86% where found online. This shows a growth of 12% in
one year (October 2001 — October 2002).

The online sophistication of the analysed public services grew with 15%-point up to an average
score of 60%. This represents an important move up the maturity ladder towards the goal of fully
e-enabled transactions between citizens and government departments.

Significant differences are observed between the varieties of public services. Overall, services to
businesses are more developed than those for citizens (72% against 52%), and interestingly also
this gap is growing.

Among the categories of public services, income-generating services (taxes, social contributions)
are the most developed (82%) online, followed by registration-services (registration of car and
new companies) and returns, such as social security. Services related to documents and permits
(drivers’ licence, passports, etc.) are the least developed online (44%).

Organisation of the service provider — either centralized or decentralized — together with the
delivery approach of complex or simple services — are key determinators for the position of online
sophistication. Each service and service organization needs a specific approach, combining citizen
access channels (eg portals) and back-office reorganization.

Although almost all countries have made substantial progress, a wide spread between results for
different countries is observed, with country averages varying between 32% and 87%. The great
majority of the participating countries improved onlineonline maturity beyond the second level of
‘one-way interaction’ towards ‘two-way interactivity’.

Further growth beyond the stage of interactivity requires a clear vision; a committed leadership to
eGovernment as an integral part of a national governmental change programme; and a greater
emphasis on the customer. This is required to achieve not just the target of public service delivery
online but to deliver the more important aspiration of a transition to a customer focused
governmental organization.
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8 Annex 1. The analysed service providers and the percentage of

The table gives an overview of the number of analysed service providers per

public service in each country and of the percentage of online presence.

ServiceNM BEL FR NL LUX DK DE FIN GR ICE IRE T NO AlUS PT SpP UK SE CH |TOTAL
Income taxes 1 1 1 1 1 1 1 1 1 2 1 1 1 3 1 1 1 27 A7
T00% | 100% | 100% | 100% | 100% | T00% | 100% | 100% | 100% | 100% | 100% | 700% | 100% | 100% | 100% [ 100% | 100% | 100% | 100%
Job search serices 5} 1 1 1 1 1 1 2 1 2 1 1 1 4 20 2 1 26 73
00% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 700% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
Unemployment banetits g 1 2 1 368 1 2 2 1 1 1 1 1 2 1 1 39 27 125
80% | 100% | 100% | 700% | 100% | 100% [ 100% | 100% [ 100% | 100% | 100% | 100% | 100% | J00% | 100% | 700% | 44% | 100% | 96%
Child Alowances MR | MR | MR 1 h.R. 3 MR 2 LR 1 1 1 2 1 1 1 hLR. ey 41
MR MR WA | 100% | MR | 100% | MR | {00% | MR | 100% | 100% | 700% [ 100% | 100% | 100% | 100% | MA. | 100% | 100%
Medical costs 8 a7 3 3 KR 9 MR 1 1 KR MR KR 9 2 2 MR MR 67 162
5% | 00% [ 100% | T00% | MR | T00% | MR [ 100% | T00% | WA | MR MR | T00% | F00% | J00% | MR | MR S | 93%
Student arants 3 1 1 1 1 M.R 1 1 M.R. 1 51 1 1 2 2 g5 1 44 197
g 00% | 100% | 100% | f00% | 100% | N.R. | 100% | 100% | AR | T00% | 88% | T00% | f00% [ 00% | 100% | 96% | 100% | 100% | 99%
Passports 90 a0 91 56 3B 100 1 I a3 1 2 1 47 21 2 1 1 25 628
" O4% | 88% | 08% | 98% | 700% | 95% [ 700% | 89% [ 72% | 100% | T00% | 100% | 98% | 76% | 100% | f00% [ 100% | 100% | 95%
Driver's ficance a0 a0 a1 1 35 100 1 8 a3 1 1 1 47 3 1 2 1 26 555
Q4% | 88% | 98% 0% | 900% | 98% | 700% | 89% | 72% [ 100% | 100% | 100% | 98% | 700% | 100% | 700% | 100% | 100% | 90%
Car reagistration 1 a0 1 2 35 100 | MR 8 1 1 1 2 37 2 101 1 1 26 403
e 00% | 88% | 100% | S0% | 700% | 98% | MA | 89% | 100% | 700% | 100% | 700% | 92% [ {00% | 83% | 700% [ 100% | 100% | 94%
Annlication for building permission 92 101 85 55 74 100 a2 126 52 3 101 7 105 76 99 84 75 26 1445
o qp 95% | 66% | 98% | 100% [ 100% | 98% [ 100% | 70% [ F1% | 94% | 78% | 9% | 90% | 57% | B83% | 96% [ 100% | 100% | §9%
Deciaration to the police N 101 2B 60 I 101 1 N 42 1 1 10 94 96 1 g5 22 26 900
o 95% | 662 | 100% | {00% | J00% | 98% [ 100% | FO0% [ F1% | 100% | T00% | 100% | 89% | 81% | J00% | 96% [ 100% | 100% | 92%
Public librariss (cataloguss, search tools) N 93 Ell 8 75 100 g2 9 52 30 101 7B 93 76 118 a4 75 97 1445
95% | 66% | 98% | f00% [ T00% | 98% [ T00% | FU% [ F1% | 7% | F9% | 9% | 89% | 87% | 6% | 98% [ 100% | 90% | 88%
(Bith and maniage) Certificates 90 100 =:=] a4 74 100 | MR 92 1 1 100 M.R. 96 2 100 84 1 97 1081
i O4% | 66% | 98% | {00% [ 700% | 95% [ MR | 63% [ 100% |700% | 79% | MR | 89% | {00% | 83% | 96% [100% | 90% | 91%
Ervolment in hizher education 45 61 43 7 22 67 35 33 15 29 a1 3 35 35 67 78 & 44 745
@ 95% | 100% | 100% | 700% | 100% | 97% | 100% | 100% | 100% | 100% | 88% | 100% | 700% | 80% | 100% | {00% [ 100% | 95% | 98%
Announcemeant of movie 90 2 83 a4 75 100 1 hLR. 1 KR, 100 7 97 hLR. 99 1 1 26 813
o Q% | 100% | 100% | 100% | 100% | 98% [ 100% | MR [ 100% | MA. | 79% | 9% | 89% | MA | 83% | 100% [ 100% | 100% | 95%
Hoalh related samvices 75 a7 MR 20 KR 96 a4 60 MR KR 116 KR a6 52 108 | MR MR 77 841
36% 2% R 25% | MR 89% | 46% | 25% | MR MR 3% | MR 51% | 27% | 16% | MR MR B4% | 38%
Sacisl contribution for employees 2 1 12 1 M.R. 23 1 1 1 1 1 2 9 2 1 1 1 54 114
00% | 100% | 100% | f00% | MR, | 100% | 100% | 100% [ 100% | 100% | {00% | 100% | 100% [ 700% | 100% | {00% [ 100% | 258% | 96%
Coroorate tax 1 1 1 1 1 1 1 1 1 1 1 1 1 2 1 1 1 ) 45
d T00% | 100% | 100% | 100% | 100% | T00% | 100% | 100% | 100% | 100% | 100% | 700% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
VAT 1 1 1 1 1 1 3 1 1 1 2 1 1 2 1 2 1 1 23
00% | 100% | 100% | 100% | 700% | 100% | 100% | 100% | 100% | 100% | 100% | 700% | 100% [ 100% | 100% | 100% | 100% | 100% | 100%
Registration of & new company 2 2 1 1 2 100 2 8 1 2 1 1 1 1 20 1 1 26 204
00% | 100% | 100% | 100% | 7100% | 100% | 100% | 100% | 100% | 100% | 100% | 700% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
Submission of data to stabistical offices ! 3 ! ! ! 13 2 ! MR ! ! h.R. ! ! ! ! MR ! £g
100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | MR | 100% | 100% | N.A. | 100% [ 100% | 100% | 100% | MR | 100% | 100%
Customs deciaration 1 1 1 1 1 2 3 1 1 2 1 2 1 1 1 1 1 1 23
00% | 100% | 100% [ 100% | 100% | 100% | 100% | 100% | 100% | 100% | {00% | 100% | 100% [ 100% | 100% [ 100% | 100% | 100% | 100%
Ervironment-related parmits 3 4 &= 1 19 100 a3 1 1 1 101 7 1 i} 19 2 21 26 357
o 00% | 100% | 98% | f00% | 100% | 98% | 100% | 100% [ 100% | 100% | 79% | 91% | 100% [ 00% | 100% | {00% [ 100% | 100% | 98%
Public procurement 1 3 1 1 2 3 3 1 1 1 2 2 2 1 1 1 1 ) 54
T00% | 100% | 100% | 100% | 100% | T00% | 100% | 100% | 100% | 100% | 100% | 700% | 100% [ 100% | 100% [ 100% | 100% | 100% | 100%
TOTAL 790 788 730 333 837 | 1228 | 360 661 291 112 739 389 782 395 767 520 281 852 | 10555
30% | 68% | 98% | 05% | 100% | 98% | 92% | F0% | V4% | O1% | V3% | 92% | 7% | F8% | FV% | OF% | 02% | 86% | 87%
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9 Annex 2: The Service Classification

The graph below gives a detailed overview of the average results and the growth in percentage point of
the surveyed public services in the 18 benchmarked countries.

Public services classification and growth in % point
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10 Annex 3: eGovernment Policies in Europe*

ZEurope

Country IT strategy and e-government Concrete realizations
initiatives

Austria 1998: formulation of the development strategy | The "HELP" project wishes to develop a unique and

of the Information Society homogeneous access for all the information and services
April 2000: launching of the eGovernement provided by the central government, the ldnders,
program provinces and the municipalities
June 2001: creation of IKT Board, instance www.help.gv.at
composed by the CIO's of each federal
ministery and responsible of the coordination | Best practices:
of the programme implementation - http://jobroom.ams.or.at/entry/as_aut_login.htm
(jobsearch services)
- http://www .feldkirch.at/rathaus/bibliothek/bestellun
g (public libraries)
- http://www.elda.at (social contribution for
- employees)

Belgium National modernisation plans of the initiatives| 700 websites
of the federal government and the Flemish 200 electronic forms available for downloading
and Walloon regional authorities. Belgium
fixed utilisation objectives for the electronic | Best practices:
signature, PKI’s and for the development of a| -  http://www.sociale-zekerheid.be (social
web portal of public administrations. contribution for employees)

- http://www.vdab.be (job search services)
- http://www.minfin.fgov.be/
- nl_admin/0003/btw_menu.html (VAT)

Denmark 1994: priorisation of the development of the | www.danmark.dk constitutes the central access point
information society by the government www.blankettorvet.dk is intended for private persons
2000: benchmark of the services offered on | www.indberetning.dk is intended for firms
line to measure their availability in order to
reach 24h/24 7d/7 for the whole Best practices:

- http://www.anmeldelse.politi.dk (declaration to the
police)

- http://www.aak-ajs.dk (unemployment benefits)

- http://www.toldskat.dk/ (income taxes)

Finland The Ministry of Internal Affairs and the 19 www.suomi.fi constitutes the central access point
Regional Councils have a coordination role of| The 448 Finnish municipalities offer electronic services.
the actions taken at municipal level
concerning eGovernement Best practices:

- http://www.vaestorekisterikeskus.fi (announcement
- of moving)

- http://www.tyvi.org/tyvi.nsf?Open (income taxes)

- http://www lib.helsinki.fi/finelib/ (public libraries)

* Source: IDC, 2002
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France 1998: launching of the eGovernement strategy] www.service-public.fr constitutes the central access
with the « Programme d'Action point
Gouvernemental pour la Société de 5 000 sites web de I'administration publique
I'Information » (PAGSI) 150 services disponibles en ligne
Best practices:
- http://www.cnamts.fr/loca/loca.htm (medical costs)
- http://www .finances.gouv.fr/douanes (customs
declaration)
- www.cnous.fr (student grants)
Germany 2000: launching of the project "Bund www.bund.de constitues the central access point for the
Online" that aims to place at one’s disposal |federal level
367 electronic services for 2005 and that Most Lénders have initiated projects on their own.
represents a budget of 1,6 billions of Euros. | uBest practices:
- http://www.arbeitsamt.de/hst/index.html (job search
services)
- http://www.aok.de/ (medical costs)
- http://www.destatis.de (Submission of data to
statistical offices)
Greece 1999: white book "Greece and the www.government.gr constitutes the central access point
Information Society" Best practices:
2000: Operative Program for Information - https://www.taxisnet.gr/web/ (income taxes)
Society (OPIS) aims to augment the - http://www.oaed.gr/ (job search services)
penetration of ICTs - http://www.epimlas.gr/index.php?option=
registration&task=register (registration of a new
company)
Ireland Action Plan "Implementing the Information |www.reachservices.ie and www.irlgov.ie constitute the
Society in Ireland" central access points
In this scope, launching of "REACH", www.oasis.gov.ie is intended for the private persons
eGovernment program that aims to develop |www.basis.ie is intended for the enterprises
smart cards, to implement a Personal
Number for access to the Public Service, and | Best practices:
to develop a web access platform - http://www.ros.ie/ (income taxes)
- http://www.basis.ie (environment-related permits)
- http://oasis.gov.ie/housing/planning permission
/building_a_house.html (application for building
permission)
Italy February 2002: publication of an action plan | www.italia.gov.it is the central access point
by the Ministry of Innovation and
Technology Best practices:
This plan aims to promote on line public - http://www.institutotumori.mi.it (health related
services, electronic identification and services)
eProcurement for 2005 - http://www.edisuparthenope.org/prima.htm
(students grants)
- http://www.legnano.org/reteciv/biblio/ (public
libraries)
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Netherlands Action Plan "Dutch Digital Delta: The www.overheid.nl constitutes the central access point
Netherlands Online" aspires to promote the | www.overheid.nl/burgers.html is intended for the
use of ICTs through the development of citizens
electronic services and eProcurement www.overheid.nl/ondernemers-en-organisaties.html is
intended for the enterprises
www.overheid.nl/ambtenaren-en-politici.html is
intended for the administrations
Best practices:
- http://www.belastingdienst.nl/2001/aangifte2001/fr
ame.htm (income taxes)
- https://www.werk.nl/login/startsessie (job search
services)
- http://www.bibliotheeksite.nl/alblasserdam/ (public
libraries)
Norway 2000: launching of "eNorway" action plan www.norge.no constitutes the central access point
that aims to develop the eProcurement and
the electronic treatment of the demands of Best practices:
the users in the public administration - http://www.drammen.kommune.no/bibliotek
(public libraries)
- http://www.fredrikstad.kommune.no (application
for building permission)
- http://www.samordnaopptak.no/ (enrolment in
higher education)
Portugal The document "Portugal in the Information | www.portugal.gov.pt constitutes the central access point
Society" defines the development priorities | Best practices:
of the ICT projects in all the sectors and - https://www.dgci.gov.pt/de/main.html (income
aims particularly at modernizing the public taxes)
administration as wel in front-office as in - http://www.dgrn.mj.pt/rnpc/frame_rnpc.htm
back-office (registration of a new company)
- http://www.dr.incm.pt/dr (public procurement)
Spain Action Plan for the development of the www.map.es constitutes the central access point
information society from 2000 to 2003 for
which coordination is assured by the Best practices:
Ministry of Public Administration - http://www.aeat.es/ (income taxes)
The autonomous Communities, Catalonia - http://www.ayto-gijon.es/default.asp? Valor=1040
for example, also launched their proper (application for building permission)
initiatives - http://www.bibliotecaregional.carm.es (public
libraries)
Sweden March 2000: launching of the project www.sverigedirekt.se constitutes the central access
"Virtual Sweden: an Information Society for | point
everyone" that aims to give access to all the | Best practices:
Sweden homes to high flow technologies - https://securel.ore.vv.se/bilregistretdirekt/Avstallni
Promotion of the use of electronic signature ng 1l.asp (car registration)
in the public administration - http://www.lu.se (enrolment in higher education)
- http://194.16.202.10/opac/sv/ (public libraries)
Switzerland 2000: development strategy for a "single www.gov.ch constitutes the central access point
point of contact" through which the users
can access to the public services of the Best practices:
central government, the cantons and the - http://job.ai.ch/fachkraft/fachkraft.shtml (job search
municipalities services)
- http://www.zivilstandsamt.bs.ch/Geburtsschein.htm
(Birth and marriage certificates)
- http://kbipac.gr.ch/flmono.htm (public libraries)
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Great-Britain

1999: publication of the white book
"Modernizing Government" that initiates the
deployment of eGovernement by focusing
on the users

the "eminister" and "e-envoy" Office are
responsible of the coordination of the
different initiatives and are directly
connected to the Prime Minister

The "UKGateway" is the services platform of the central
government (www.ukonline.gov.uk).

The "Local Councils" also offer many integrated and
multi-canal services.

Best practices:
- http://www.worktrain.gov.uk (job search services)

- http://www.studentsupportonline.co.uk/homepage.c
fm (student grants)

- www.passports.gov.uk (personal documents —
passports)

One of the main objectives of the Icelandic
Government’s vision of the information
society is that the Government, with the
help of information technology, facilitate
access to governmental information and
services to level the status of individuals
and companies without regard to residence
and economic resources.

Luxembourg The eLuxembourg Action Plan has been www.eluxembourg.lu constitutes the national
presented in January 2001 by the Minister egovernment website of Luxembourg
delegated to the Communications. This Best practices:
plan contains eight challenges among which | -  http://www.aleph.etat.lu:4505/ALEPH (public
“To put new technologies at the service of libraries)
the citizens and the companies as well as
government officials and public
organizations.”
Iceland www?2.stjr.is/framt/vision00.htm presents the Icelandic

Government’s vision of the information society

Best practices:

- http://www.rsk.is/vefskil/Vefskil demo_stgr/myndi
r/vefskil stgr demo skra 1 af 3.gif (social
contribution for employees)

- http://www.rsk.is/vefskil/vefskil.asp (income taxes)

- http://www.tollur.is (customs declaration)
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