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INTRODUCTION

At the beginning) of the twenty-first century the challenge to
governments is to.engage citizens in democratic activities and to

improve citizens’ trustiin governments (SALA, 2003):

Tihere isia hope infmany: countries that information and

communication technologies (ICTs) will' increase the degree of:

interest andl invelvement ofi Citizens: in politics.

The interactivity of the Internet is alse expected to improve

government accountability making government more responsive to

the needs andl demands of citizens.

Inithe sameiway: asiini the 19905} there was global pressure;for
introducing New! Public Management (NPM) reforms!in the public
sector globalizationiis creating an| offer off interactive initiatives are
putting) public; bureaucraciesiworldwide tunder pressure to.change and
innovate the way: in whichithey: relate to citizens:

However e-government aimsiat beyond NPM reforms: the doal of e-
government isito transform the relationshipsi betweeni the public sector
andlsociety and te'explore new: chamnnels off service delivery.




The objective ofi this paper is toi sitidy the development of e-
government initiatives at regional and local level in the EUfthrough
the opinion of those agents' directly’ invelvedtin| the; projects:

Accordingl te Schedler and Schmidt (2004), there;are two kinds! of
studies:
-thoseiwhichihave been published by governmentsior’ by
consultants and

-these which have been carried out by, academics.

The former have! interests in the development off e-government; so, &
priori the results shown by the latter group of studies shouldibe more

objective.

E-GOVERNMENT AS A TOOL OF GOVERNANCE IN PUBLIC SECTOR
REFORMS.

Governance is al flexible pattern off public decision-making:
Five principlesiunderpin good governance: 6penness, participation,
accountability, effiectiveness and coherence (White Paperonr ELrepean
GOVEANCE):

Theradvent of e-government has provided new: opportunities to
enhance governance.

At present, there are variousiinterpretations of what e-gevernment:
means. The differences are not just semantic but reflect priorities in
government strategies.




The definitions|fall'into two groups:

u- Intherfirst one’e-government is definedas the Internet: (online senvice
delivery) and other Internet-based activities focusedi on the delivery: of:
Services.

=~ In| the second! grolp e-government is defined as aicapacity/to transform
publiciadministration throtghithe tse of IETS.

Iihe narrow approach is simply: the translation of e-commerce
private sector experiences tol the public sector (one-way! delivery off static
information, provision off e-services and back office initiatives -e-
administiation-):

The broader approach embraces the whole range of governance and
administrative projects’includingl e-democracy, e-voting, e-justice, e-
education, e-healthcare,...

METHODOLOGY

1) We sent a guestionngire to) the five biggest: cities of each EU
country, and regions' o other sub-national'|level administrations, in
order torknow/ theiit degree of development of e-government
iitiatives (werobtained responses; fiom 48 of them).

From theanswers received, weiselected the groupiofi regional and!local
governmentsiwithithe highest degree|of experiencelin e-government
developments.

2) This'group), called*panel of experts’ in ouisurvey, wasinvited to
participate inia Delphi study focusedion the identification and
analysis of relevant factors which could condition the
implementations of e-gevernment initiatives.




Tihe: Delphi method s a systematic means; of synthesizing the
judgments, off experts:

The techinique comprises) al series of questionnaires) sent te a group) of
experts, designed'to elicitiindividual responses to the problems posed
and to enable therexperits to refine their views as the grolp/s work
progresses.

Inreach succeedingl round off guestionnaires;, thelrange of responses
will presumably’ decrease andl the medianiwill move toward the, “best”
anNswer.

The main features off the technique are anonymity and feedback.

The application| of: thisimethod! followed these steps:

ul) selection of the panel off experts to belinterviewed,

u2) develepment ofi the first round off Delphilinternviews;

u3) analysis of: the fikst round responses,

»4)| prepanation| of the second round of quUeSLIoNS for INtERVIEWEES,
u5) analysis of the;second round responses,

u6) third round, and

/) the synthesis of the final results.




During| thel central months of 2004 we interviewed the group of
eighteen regional and locall gevernmentsiwithr high performance inje-
government developments) (panell of experts) about:

. Top) diiivers for the development off e-government
. Top: barriersitore-government development
. Tlop! prionities!in creating benefits for the citizens
. Top! benefits fior the administration
. Top) benefits for the government
. lop! fiears)inle-government implementation
- aMONQ| Citizens
u- Within administrations
-1 2MONG| governments
7. Information| facilities provided onigovernment Web sites
8. Facilities whichenhance “ease off use™ on government web) sites

- I the first round the interviewees were asked to score each issue
includediinfAnnex 2 from 1 to 4

(4ivery important, Siimportant, 2 marginally important and 1 Unimportant)

according to its relevance in the successfulidevelopment off e-government:
Iffthe;mean/value off answers (Column A) was between 1 and 2 or
between 3 and 4: the opinion; of thelexperts had reached a consensus:

Tihe answers withra mean value between 2/ and| 3 were sent: to the experts
to belconsidered again.

- Therissues involved inl the second round (column B) mean that their
contribution; to the success) off e-government implementation| isinot clear
fior' the experts interviewed.




Stage I:
information

Stage 2:
inferaction

Stage J: two-way
interaction

Stage I: Stage 2: Stage 3: two-way

information interaction interaction | Stage 4: transaction | Total

N % row N | %row N % row N % row N
Income taxes 5O m% 6 I BB% | 2 | % 5 | u78% | 18
Job search services 31 166%% 5 0I8% | 9 | 5000% | 1 S556% | 18
Personal docurments b0 10 Ss% | 3| 166 | 1| ss6% | 18
Car registration S OII% | T | 388% | 4 | 2% 2 | 1% |18
Application for building permission 4 0% 9| 5000% I 5.56% 4 2.20% 18
Declarations o the police S | 9S00 | 2 | ILI% | 2 | IL% | 18
Public ibraries 3166 | 2 L% | 6 | B3% | 7| 388w | 18
Certficates § | MM% | 3 | 1667% | S | 2178% | 2 | 1Ll% | 18
Enrolment n higher education 6 B3% |3 1667% | T | % | 2 | 1% | 18
Changes of address 70 se% | s || 3 | eem | 3| 166 | 18
Health reated services 100 SsS6% |5 | 0% | 2 | |1 | ssen |18

Stage 4: transaction

% row

N %row

N | %row

Y% 10w

Social contribution for employees
Corporation tax; declaration. nofification
VAT: declaration. nofification
Registration of a new company
Submission of data to statistical offices
Customs declarations

Environment-related permits

Public procurement

)
2857
B
0%
24%
4.15%
2078%
3B

33.33%
1429%
6.67%
20.78%
50.00%
23.08%
50.00%
33.33%

[ ] 556%
35.7%
33.33%
020%
B35Th
23.08%
16.67%
21.78%

16.67%
2 43%
2667%
11.78%
0.00%
7.69%
5.36%
5.36%




MAIN FINDINGS

Questionnairerand Delphi study: answers show: arhigh degree of
convergence across countries about the benefits, barriers and
fiears suirounding) the implementation off e-government, projects in thel EU.

Tihe first guestionnaire shows that, at present, most reqgional'and local
governments have opened a Web site to'deliver information and/or
services: Globalization is putting public bureaucraciesiworldwiderunder
pressurie; tojchange andlinnovate theiway' in'which they relate to
citizens.

Nevertheless, they:are at early: stages. Most e-government: projects are
centred on the ‘narrow concept of e-government’, whichientails a gap
between the rhetoric of' potential e-government: benefitsiand! those which
have actually' been brought about.

MAIN FINDINGS

Governments are interested injopeningl a Webi site; because of their
concern for giving an image of modernization rather'than'in
transforming the way/iniwhichi they relate toi citizens.

E-government has started infalmoest alll EUl countries focused on putting
information and public services online, which translates'the e-commerce
philosophy to the public sector;, even though' some postulates) off NPM,
suchras the need for customer-driven organisation, have not'yet
been applied sufficiently in many European Continentallcountries.

S0, one main challenge for EUlcontinental governments to get throughithe
early stages of e-government will' be to identify actual user needs and to
design e-government web sites directed at the identified target users.




MAIN FINDINGS

Tleday, worldwide governments recognise ICTs as powerful tools for
enhancing citizen engagementiin public poelicy-making andlas a way.
off enhancing citizen trust in governments. Nevertheless, little'concern
aboeut e-democracy topics: cani befound: in the answers) o the: panell of
EXPErts,

Answers fiiom) the, questionnaiie and the Delphi study show: that ICTs are
an enabler which' requires active political.and managerial
involvement, dedicated budqgets and staff.

Inithe private sector ICTs have brotght about Increases!in: productivity. The
public sector cannot use ICTis'to replace people |est it [eave out a
substantial portion off the population; since; many: citizens stillldo not have
access! to the Internet. So, the provision| off additionall resources for the
development off e-government and' e-governance projects isinecessary.

MAIN FINDINGS

E-government initiatives are stillf predominantly: non-interactive and non-
deliberative:

Even| though' e-government is: still at an' early’ stage, simply, moving a
senvice firom) offline; tor onling -eveniat the billboard stage- andlmaking it
availableron the Internet is alsignificant service improveEmENt: fior many,
USENS, since information and! transactions; are now: available 24/7/365. The
user benefitsiare more flexibility and time-saving.

E-government is not likely torreshape governance inithe short-term since
e-democracy. initiatives) are; not on thelagendal off most EUlcountries. At
present, it is little' more; than al promise not included in therbudget.




1. TOP DRIVERS FOR THE DEVELOPMENT OF E-GOVERNMENT (19)

2. TOP BARRIERS TO E-GOVERNMENT DEVELOPMENT

Incentives for innovation 28| 32
Long term political goals and objectives 2.5 3
Appropriate skills within the administration 23| 2.8
Aggressive national targets 23| 25
European benchmarking (peer pressure) 2.1 2

High technology set-up costs 25| 2.8
Lack of skills among citizens 2.5 3
Lack of high level championship 23| 1.6
Limited availability of financial resources 21| 1.6

3. TOP PRIORITIES IN CREATING BENEFITS FOR THE CITIZENS --

Participate more in democracy 2.6 3
Improved quality 2.6 3
More accountability 2| 23

4. TOP BENEFITS FOR THE ADMINISTRATION




Less tedious tasks

2.7 29

More autonom

26| 21|

Improve citizens well being 28| 3.1
Improve local businesses health 2.8 3
Stimulate adoption of new technologies 2.4 2

6. TOP FEARS IN E-GOVERNMENT IMPLEMENTATION

AMONG CITIZENS

Inability to use technologies properly

Loss of democracy

Increased control on individual performance 26| 3.2
Job cuts 2.6 3
Loss of individual power 23| 27
Increase competition among employees 2|1 13

AMONGGoVERNMENTS | | |

Failures of e-government projects 27| 2.8
High cost of implementation 27| 25
Attacks and frauds by hackers 241 2.7
Increased accountability 2| 1.8




7. INFORMATION FACILITIES PROVIDED ON GOVERNMENT WEB SITES

Archive for what’ s new section 2.8 25

Mission Statement 2.5 3

8. FACILITIES WHICH ENHANCE "EASE OF USE" ON GOVERNMENT WEB SITES

Search engine or link to engine provided



