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Chapter 2

Progress in 
online service 
delivery

Information and communication technologies support 

development. When that development is eff ective, effi  cient 

and enduring it is called sustainable. E-government impacts 

directly on sustainable development through the use of ICT in 

public sector social and economic development programmes. 

In this context, the emerging imperative today is to rethink 

e-government development in order to understand how the 

opportunities off ered by new technologies promote development 

for the people and with their integral participation. Th ere is a 

need to assess how and to what extent governments of the world 

are employing e-government, which furthers greater effi  cacy 

and eff ectiveness for sustainability in this specifi c and people-

focused sense.

Th e 2012 Survey assesses four diff erent types of indicators 

encompassing: information such as documents on laws, policies 

etc., across sectors of education, health, fi nance, social welfare and 

labour; public services such as taxes, fi nes, licenses; e-participation 

information and services; and technical features (audio, video, 

RSS, etc.), which provide a conduit for these kinds of information 

and services to fl ow from the government to the citizen.
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Within the framework of sustainable develop-

ment, the 2012 Survey has attempted to take into 

account Member States’ efforts with regard to the 

rising importance of a whole-of-government ap-

proach and integrated online service delivery, as 

well as the effectiveness of multichannel services 

and how these approaches will help advance eco-

nomic efficiency and effectiveness in government 

service delivery with people’s participation. At the 

same time, the 2012 Survey has paid attention to 

an assessment of the increasing emphasis on ser-

vice usage and citizen satisfaction, including on-

line services that are effectively responding to the 

demands of the people, and particularly those of 

vulnerable groups, to ascertain whether e-infra-

structure is playing the prescribed role in bridging 

the digital divide.

2.1 Online service rankings

Th ree countries – the Republic of Korea, Singapore 

and the United States – are tied as world leaders in 

online services this year. Devoid of the level of in-

frastructure and human capital in the country, the 

online service index is a measure of ‘how much’ the 

governments are putt ing online. Of all the online 

services assessed of the United Nations Member 

States, the Republic of Korea, Singapore and the 

United States provide the most. Among the top 20 

in 2012 are several developing countries, which are 

at the same level as some high-income economies, 

such as Bahrain and the United Arab Emirates, 

which are at the level of Australia and Japan, and 

Colombia, which is at the level of Sweden.

Th is is highlighted by the example of Saudi 

Arabia and Bahrain – two countries that devoted 

especial att ention to expanding and consolidating 

online services in the last few years and now off er 

online services close to those of global leaders such 

as Norway and Denmark.

Recognizing the potential of e-government for 

development is key to the provision of online services. 

Notwithstanding issues of the marginal utility of ICT 

Box 2.1 Bahrain, a leader in Western Asia

Bahrain’s e-government strategy is based 

upon “delivering customer value through 

collaborative government.” Th e government 

sees citizens as customers who have diff er-

ent needs and demand diff erent services and 

at the same time demand value for money. 

Th us the aim of e-government is to provide 

all services, integrated, to all citizens and 

upon their choice of channel. Th e Kingdom 

provides delivery of services through the 

following channels: e-government portal, 

mobile portal, national contact centre (a 

24-7 call centre) and e-services centres and 

kiosks. Bahrain has introduced the “Listen” 

feature, which enables people with visual 

disabilities to hear any text available on the 

website with the click of a butt on. Another 

very innovative feature is the e-government 

toolbar, which can be downloaded perma-

nently to your browser. Th is allows direct 

access to e-services and RSS feeds without 

having to go to the main portal. u

Figure 2.1 Progress in online 

service provision 2003-2012 

in selected countries
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Table 2.1 Top 20 

countries in online 

service delivery

Country
Online 

service index

Republic of Korea 1.0000

Singapore 1.0000

United States 1.0000

United Kingdom 0.9739

Netherlands 0.9608

Canada 0.8889

Finland 0.8824

France 0.8758

Australia 0.8627

Bahrain 0.8627

Japan 0.8627

United Arab Emirates 0.8627

Denmark 0.8562

Norway 0.8562

Israel 0.8497

Colombia 0.8431

Sweden 0.8431

Estonia 0.8235

Saudi Arabia 0.7974

Malaysia 0.7908

http://www.bahrain.bh
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investment, cognizance of the fact that new technolo-

gies along with access to services can support effi  ciency 

and effi  cacy of development solutions is necessary for a 

meaningful expansion of citizen services.

Take the case of Latvia and Belarus: at around 

the same levels of GDP per capita, telecommuni-

cation infrastructure and human capital, Latvia 

provides around 51 per cent of online services 

assessed, compared to 36 per cent in the case of 

Belarus, pulling up its EGDI ranking to 42 com-

pared to 61 for Belarus. 

2.2 Trends in 

e-service provision 

An increasing focus on improving effi  ciency and ef-

fi cacy has led to an increasing trend towards innova-

tive and transformational use of ICT in online service 

delivery. Th e section below provides an assessment of 

the type – and extent – of service off erings. 

2.2.1 Review of online services

Th e review of online government service provision 

during the last decade indicates two notable trends. 

First, United Nations Member States have steadily 

made progress in establishing an online presence. 

In 2003, when the United Nations started tracking, 

18 countries were not online. Since then many have 

begun online off erings, including Chad, Dominica 

and Eritrea. In 2012, only three countries (Central 

African Republic, Guinea and Libya) did not have a 

web presence. Th ese countries are excluded from the 

2012 Survey. Second, it was noticeable that whereas 

the collective world progress improved over the 

years, a few countries were sporadic in their off er-

ings by being online in one year and offl  ine the next. 

Zambia, which had a presence in 2003, went offl  ine 

in 2004-05 and again had no web presence in 2008. 

Similarly, Turkmenistan, which was online until 

Member States have 

steadily made 

progress in 

establishing an 

online presence. 

In 2003, when the 

United Nations 

started tracking, 

18 countries 

were not online. 

In 2012, only three 

countries did not 

have a web presence.

Box 2.2 Russian Federation: Investments for service delivery improvements

In 2006 the Government of the Russian 

Federation adopted a new version of the 

Federal Target Programme eRussia (2002-

2010) to improve effi  ciency of government 

operations and enhance citizen services. 

Standards were craft ed and put in place, 

departments were interlinked and informa-

tion management systems were integrated.

Th e national government portal of the 

Russian Federation (http://government.

ru) has been modifi ed and redesigned and 

now looks very solid and representative, 

with links to all ministries/agencies and 

rich technical features. Th e portal of public 

services is one of the key elements of the 

project to create “electronic government” 

in the country. Th e portal provides a single 

point of access to all references on state and 

municipal services through the Internet and 

provides citizens and organizations the op-

portunity to receive these services electron-

ically. Monthly visits by users of the public 

services portal range between 200,000 and 

700,000. For example, citizens are now able 

to get or exchange a driver license through 

this portal. u

Figure 2.2 E-services in Latvia 

and Belarus
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2004, discontinued its off erings in 2005 but came 

back online again in 2008. Guinea, which had been 

online since 2003, was not available to its citizens at 

the time of the 2012 Survey.

Consistency of online service can be a key fac-

tor in building trust in the institutions of the govern-

ment. It is important to recognize that an important 

precursor for an eff ective utilization of ICT for sus-

tainable development is the maintenance of services 

even at a basic level.

Notwithstanding domestic conf lict and/or 

natural disasters, which may aff ect the ability of a 

country to provide online services to its citizens, 

intermitt ent provision of service does not build 

trust in government. It may be that during times of 

natural disaster and/or confl ict the citizen could be 

more in need of vital information, especially in far 

fl ung cut off  areas, and such information can be pro-

vided to the outermost reaches via the use of ICT. 

In this context, the role of e-government in treating 

information as a key service to the citizen becomes 

increasingly important and lends credence and sig-

nifi cance to the need for maintenance and sustain-

ability of online service delivery.

A cursory glance at the characteristics of online 

presence of countries in 2012 indicates a greater 

number of features than in previous years and a 

growing recognition of the importance of providing 

relevant and up-to-date information. Th e majority 

of countries (88 per cent) were involved in ensur-

ing that their online e-government off erings were 

current and updated within the last three months. 

Two thirds off ered a site map or index to guide the 

user through the services. However, advanced fea-

tures had an inverse relation to the number of coun-

tries represented.

Th e fact that only 96 countries provided an ad-

vanced search feature on the website, fewer (79) had 

a privacy statement and only 39 countries off ered a 

secure website is indicative of the large number of 

countries that still have a long way to go in terms of 

exploiting the full potential of e-government.

Services and features targeted to a thematic area 

were also on the rise. One hundred and seventy-nine 

countries provide some form of documentation re-

lated to fi nance. Th e most common among them 

were tax forms. Laws, policies and other documenta-

tion of interest to the citizen on education, health, so-

cial welfare and other sectors were increasingly being 

integrated within the overall national portal and/or on 

the agency portals. More than two thirds of the coun-

tries provided options for directly sending updates via 

email, RSS or a mobile device to the citizen. Whereas 

the more advanced countries may have provided mul-

tiple choices, the fact that countries in early stages of 

Table 2.2 Advanced features available 

on websites

Advanced 
search options

Privacy 
statement 

Tag cloud or 
‘hot topics’

Secure 
website

Number of countries 96 79 56 39

Percentage of countries 50% 41% 29% 20%

Figure 2.3 United Nations Member 

States’ online presence, 2003 – 2012 
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e-government development such as Afghanistan, 

Burundi, Iraq, Mali, and Senegal also provided some 

form of citizen alert mechanism testifi es to a wider rec-

ognition of the importance of citizen inclusion.

Online transactional1 capability, such as making 

payments online, is substantially more complicated 

than simply providing information. Increasing online 

provision of transactional services such as payments 

indicates maturity as well as greater integration be-

cause payments made through a single site may need 

to be routed to any number of accounts held by vari-

ous branches of the government. Conversely, in some 

countries, even payments collected from various points 

of sale must make their way to a single governmental 

entity, such as a treasury department. Countries must 

have a well-developed electronic banking infrastruc-

ture, including electronic clearing systems and ad-

equate security safeguards. Society must also trust that 

the electronic banking system is reliable.

However once these pre-requisites exist it is a 

relatively easier task to add transactional capabili-

ties to multiple sectors. In 2012, a greater number of 

countries were providing transactional services on-

line than before. With governments keenly aware of 

the role technology can play in revenue generation 

online, tax payments became available in 40 per cent 

of the countries in 2012. With greater back-offi  ce in-

tegration, other forms of transactions such as pay-

ment for utilities and birth and car registrations were 

increasingly placed online. In 34 to 55 countries, 

citizens could obtain driver licenses, ID cards and 

birth certifi cates online.

Despite considerable progress in online service, 

only 22 countries off er 66 per cent or more of the 

online services assessed. E-services in around 171 

countries are below 66 per cent with around half – 

or 95 countries – providing less than 33 per cent, 

including three that are not online at all.

Trends in e-government development around 

the world in 2012 indicate that e-services in a 

country are a function of the level of development, 

resource availability, and human and technologi-

cal infrastructure. Th e complex patt ern of develop-

ments across a myriad of these factors has a bearing 

on how many e-government services are available 

– and how much they are utilized.

Despite progress, service availability levels are 

generally low around the world. Except for the top 

performers most countries have a long way to go in 

providing online services, which remain between 

low and non-existent. A selected few are shown in 

Table 2.3 Transactional services online

Income taxes Utilities Fines
Birth

certifi cates
Car

registration
ID

cards
 Driver 

licenses

Number of countries 77 55 46 43 41 34 34

Percentage of countries 40 28 24 22 21 18 18

Figure 2.5  Sectoral user services online 
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table 2.4, which also indicates that there is no appar-

ent linear correlation between the level of develop-

ment and stages of e-services. A country such as Viet 

Nam may off er all services in stage I, around half in 

stage II and a third in stage IV but only 17 per cent 

in the transactional stage. As expected, transactional 

stage utilization depends, among other factors, on 

the level of development of the fi nancial system in 

the country. Putt ing up stage III services would also 

require a regulatory framework and governing rules 

of security and privacy, which are still to be fully de-

veloped in many of the developing countries.

Some of the least developed countries had the 

lowest availability of e-services, which were barely 

a third of those in the forefront of e-government. 

Table 2.4 Extent of service delivery 

in top performers, selected countries 

Stage 1: 

Emerging 
presence

Stage II: 
Interactive 

presence

Stage III: 

Transactional 
presence

Stage IV: 

Networked 
presence Total

67%-100% utilization

Republic of Korea 100 79 92 87 87

Singapore 100 79 94 86 87

United States 100 90 88 83 87

United Kingdom 100 95 79 81 85

Canada 100 83 81 68 78

Finland 100 90 75 67 77

France 100 79 85 65 77

Bahrain 100 76 81 67 75

United Arab Emirates 100 74 83 67 75

Colombia 100 76 65 74 74

Sweden 92 90 71 62 74

Estonia 100 69 65 74 72

Saudi Arabia 92 60 77 67 70

Malaysia 100 64 79 59 69

New Zealand 100 79 69 57 69

Kazakhstan 92 64 52 80 69

34%-66% utilization

Chile 100 62 67 61 66

Qatar 83 64 62 64 65

Mexico 100 69 62 57 64

Lithuania 83 67 54 59 61

El Salvador 100 71 38 59 59

Portugal 100 74 42 51 57

Serbia 100 64 38 42 50

Cyprus 100 62 46 35 49

Uruguay 100 60 38 39 48

India 100 64 33 38 47

China 92 55 40 38 46

Peru 83 45 31 49 45

Costa Rica 92 45 31 43 43

Trinidad and Tobago 92 64 23 35 42

South Africa 100 60 17 35 40

Bangladesh 100 60 21 29 39

Cape Verde 92 48 23 35 38

Viet Nam 100 52 17 32 37

Belarus 100 55 25 22 36

Jordan 83 48 31 20 34

Table 2.5 E-services in selected 

developing countries

Stage 1: 

Emerging 
presence

Stage II: 
Interactive 

presence

Stage III: 

Transactional 
presence

Stage IV: 

Networked 
presence Total

0%-33% utilization

Honduras 92 52 15 25 33

Grenada 83 50 8 28 31

United Rep. 
of Tanzania 92 55 2 28 31

Saint Lucia 83 50 8 26 30

Senegal 75 31 12 36 30

Cameroon 83 48 4 20 26

Ghana 83 38 2 28 26

Lesotho 92 38 4 25 26

Zimbabwe 67 45 4 25 26

Tonga 100 33 2 14 21

Turkmenistan 67 19 4 16 17

Burundi 42 5 8 17 13

South Sudan 58 19 2 9 13

Swaziland 50 24 2 7 13

Marshall Islands 25 26 2 9 12

Togo 42 14 6 10 12

Solomon Islands 42 24 4 4 11

Dem. People’s Rep. 
of Korea 58 12 4 6 10

Sao Tome and 
Principe 58 7 4 9 10

Guinea-Bissau 33 12 2 9 9

Myanmar 50 17 0 4 9

Chad 25 14 2 7 9

Equatorial Guinea 25 10 4 9 9

Nauru 33 14 2 6 9

Haiti 33 19 0 3 8

Comoros 42 7 2 4 7

Congo 33 14 2 1 7

Mauritania 33 7 2 6 7

Kiribati 33 5 2 4 6

Tuvalu 17 2 2 6 5
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Many of these countries are in Africa which, as 

already noted, also is the least e-ready region in 

the world. Senegal, Cameroon, Ghana, Lesotho 

and Zimbabwe all had utilization levels ranging 

from 26-30 per cent. Others included Democratic 

People’s Republic of Korea, which came online 

in 2012, at 10 per cent; Myanmar, Chad, and 

Equatorial Guinea at 9 per cent; while Tuvalu had 

a bare minimum off ering at 5 per cent.

Th ough there is considerable progress in the 

expansion of online services, the digital divide has 

remained more or less the same for the majority of 

countries in the world. As previous surveys have 

maintained, there are wide disparities between and 

among regions and countries in their online service 

off erings. Governments in the high income coun-

tries are far advanced in their provision of public 

information, online services, communications and 

outreach to citizens, as well as overall electronic ac-

cess to government. Th eir distance from the bott om 

40 countries remains substantial.

2.2.2 Citizen inclusion and 

e-participation

For e-participation to contribute to sustainable 

development and the socio-economic uplift  of the 

people, the role of government requires a shift  from 

that of a controller of information and services to 

that of a proactive facilitator. In this context, it is 

imperative that information and services are geared 

toward promoting user uptake, addressing the needs 

and concerns of the citizenry, especially the vulner-

able. It also requires viewing the citizens not only 

as passive receivers of information through web-

based services, but also as active partners who are 

engaged and supported to interact with the govern-

ment through ICT-based dissemination of relevant 

government information.

Th e best performing countries in e-participa-

tion appear in table 2.6. Once again the Republic of 

Korea tops the list, but this year it is joined by the 

Netherlands. Kazakhstan (0.9474), a developing 

country, which was noted in the 2010 Survey for 

its commitment to e-participation, moved up 16 

places to be ranked second and tied with Singapore. 

Among this group several other countries were 

tied for the same spot, such as Australia, Estonia, 

and Germany, which were all at the 5th position. 

With the use of consultation tools, including social 

media, other developing countries have also caught 

up to the developed countries as e-leaders. Notable 

among these are Bahrain, Egypt, the United Arab 

Emirates, Colombia, and Chile.

Th e pie in fi gure 2.7 shows the geographic dis-

tribution of the top 20 countries. Europe’s share of 

the top ten fell from 51 per cent in 2010 to 38 per 

cent this year. Th is change was primarily the result 

of the Americas increasing from 14 per cent to 19 

per cent with Chile and Colombia joining the lead-

ers, along with the appearance of Egypt from Africa, 

and Bahrain and the United Arab Emirates from 

Western Asia.

Table 2.6 Top e-partici-

pation leaders

Rank Country Index

1
Netherlands 1.0000

Republic of Korea 1.0000

2
Kazakhstan 0.9474

Singapore 0.9474

3
United Kingdom 0.9211

United States 0.9211

4 Israel 0.8947

5

Australia 0.7632

Estonia 0.7632

Germany 0.7632

6

Colombia 0.7368

Finland 0.7368

Japan 0.7368

United Arab Emirates 0.7368

7

Egypt 0.6842

Canada 0.6842

Norway 0.6842

Sweden 0.6842

8

Chile 0.6579

Russian Federation 0.6579

Bahrain 0.6579

Box 2.3 Kazakhstan: A leader in e-participation

Kazakhstan has improved from 2010 in terms of 

providing online features that allows citizens to 

engage with government. An interesting online 

participation feature is the government’s Blogs site, 

where citizens can communicate with the govern-

ment agencies’ executives by posting comments and 

questions. Th e executives may then respond and 

post their answers on the blog. Th e site also contains 

statistical information on the questions and com-

ments an agency executive has received as well as 

how many times he/she has responded. u

http://www.blogs.e.gov.kz
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Th ere are several countries among the top from 

the European region, including the Netherlands, the 

United Kingdom, Finland, Sweden, and the Russian 

Federation. Th ere is strong political emphasis on 

e-participation in Europe. One of the main aims 

of European e-government development, laid out 

through the European Commission’s Action Plan 

2011-2015, is to empower citizens and businesses 

by providing greater access to public service infor-

mation and greater transparency of governments as 

well as eff ective measures to enable public participa-

tion in policy-making processes. Th e national portal 

of the United Kingdom (htt p://www.direct.gov.

uk) provides a fi ne example through its e-petition 

page, where citizens have the ability to lodge online 

petitions on issues for governments to propose to 

parliament if enough signatures are acquired. Th e 

government also provides great transparency by pro-

viding the outcomes of previous petitions, showing 

how many signatures were obtained.

Despite broad regional representation, e-partici-

pation for social equity remains largely unexplored for 

many other countries as a norm. Th e concept, which de-

rives from an acceptance of online inclusion of citizens 

for eff ective sustainable development, envisions provi-

sion of information followed by consultation, feedback 

and inclusion of citizen views in active decision-making. 

Th e pre-requisites for this life cycle of e-participation are 

One of the main 

goals of European 

e-government 

development is to 

empower citizens 

and businesses by 

providing greater 

access to public 

service information 

and greater 

transparency of 

governments.

Table 2.7 Extent of e-participation 

Country
E-infor-
mation

E-consul-
tation

E-decision 
making Total

Over 
67%

Netherlands 75 84 67 81

Republic of Korea 75 78 100 81

Kazakhstan 100 76 67 77

Singapore 75 76 83 77

United Kingdom 100 70 83 74

United States 75 78 50 74

Israel 75 73 67 72

34%-
66%

Estonia 75 65 33 62

Colombia 75 59 50 60

United Arab Emirates 50 54 100 60

Egypt 25 54 83 55

Bahrain 50 49 83 53

Chile 25 59 33 53

Russian Federation 50 59 17 53

Qatar 75 51 33 51

Saudi Arabia 50 49 67 51

Mongolia 75 43 67 49

France 50 43 67 47

Mexico 25 51 33 47

Denmark 25 51 17 45

El Salvador 0 54 17 45

Lithuania 100 38 33 43

Brazil 0 43 50 40

Brunei Darussalam 50 38 33 38

Hungary 50 30 67 36

Oman 50 32 50 36

1%-
33%

Peru 50 35 0 32

Rep. of Moldova 25 32 33 32

Austria 50 27 33 30

Portugal 50 32 0 30

Ethiopia 0 32 17 28

Greece 0 30 33 28

Thailand 0 30 17 26

Argentina 50 22 17 23

Croatia 25 19 50 23

Kyrgyzstan 0 30 0 23

Czech Republic 0 27 0 21

Italy 0 27 0 21

Guatemala 50 19 0 19

Liechtenstein 25 22 0 19

Uzbekistan 0 24 0 19
Bolivia (Plurinational 
State of) 0 19 17 17

China 25 14 33 17

India 25 14 17 15

South Africa 0 16 0 13

Ukraine 0 14 17 13

Pakistan 50 8 0 11

Saint Lucia 0 11 0 9
St. Vincent and 
the Grenadines 0 11 0 9

Viet Nam 0 8 17 9

Bahamas 0 5 17 6
United Rep. 
of Tanzania 25 5 0 6

Algeria 0 5 0 4

Vanuatu 0 5 0 4

Figure 2.7 Geographic distribution 

of top performers in e-participation

Africa: 
1 country, 5%

Oceania:
1 country, 5%

Americas:
4 countries
19%

21
countries

Asia:
7 countries
33%

Europe:
8 countries
38%
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technology access and also a conducive political regime 

with leadership and vision in support of collective soci-

etal approaches to public policy challenges.

Figure 2.8 shows how deep the e-participation 

services are. Th e majority of countries off er less than 

two thirds of all e-participation services assessed. 

Advanced features of e-participation and citizen 

incluson assessed in the 2012 Survey are not yet ad-

opted by most Member States. More than one third of 

all countries do not off er any e-participation services.

Table 2.7 shows the extent and type of e-par-

ticipation for selected countries. Of all the services 

assessed in the survey, the Netherlands and the 

Republic of Korea tied for the number one spot, 

providing 75 per cent in e-information, 84 and 78 

per cent respectively in e-consultation, and 67 and 

100 per cent respectively in e-decision making. It is 

noteworthy that Kazakhstan, the United Kingdom 

and Lithuania off er all e-information assessed. A 

cursory glance at the results indicates that though 

e-participation has found adoption among many 

countries, only the top seven countries provide more 

than 70 per cent of the services assessed.

Governments have started consulting more with 

citizens in a bid to boost transparency and allow for a 

partnership approach to public policy making. Th ey 

provide policies and information on when participa-

tory events are available on which citizen can give 

feedback. More recently, information has begun to 

be provided if the government commits itself pub-

licly to considering the results of e-participation in 

its decision making process as well. Even though e-

consultation is more widespread across countries, it 

is not so deep. It is noteworthy that the Republic of 

Korea and the United Arab Emirates are the only two 

countries that score 100 per cent on whether the gov-

ernment takes citizen’s views into decision-making.

As in the case of overall online services, e-partici-

pation also does not follow any linear model: the level 

of each category is a function of political regimes, 

leadership, commitment and openness. For exam-

ple, Guatemala, Liechtenstein and Pakistan provide 

25-50 per cent of e-information but zero in consider-

ing citizens’ views. Overall, fewer countries provide 

evidence of active citizen views in decision-making.

Promotion of opportunities

Despite the gap among countries, e-participation 

has been on the rise as countries become more open 

to the idea of collective solutions to societal issues. 

Th e 2012 Survey found that 61 countries – nearly 

one third–provide an e-participation policy online. 

Whereas most of these are developed economies 

where e-participation is well rooted, others such as 

Senegal, Pakistan, India, Nicaragua and China are 

also in the group. A smaller number (26 per cent), 

follows up on this with a public statement that citizen 

feedback will be taken into account but only about 14 

per cent actually have calendar listings of participa-

tory events, though this is a useful feature. In January 

2011 the Government of Ukraine accepted a resolu-

tion to promote e-participation in the country and 

allow its citizens to take part in shaping the country’s 

policies. Th is resulted in the creation of the new e-

participation portal “Civil Society and Government” 

(htt p://e-gov.net.ua), with features such as a calendar 

showing upcoming events to promote dialog be-

tween the citizens and the government.

Consultation tools

A majority of countries, 123, have some means – 

even if only a simple feedback form – of collecting 

citizen opinions online. Less than half that number, 

57, administer surveys specifi cally with the aim 

Figure 2.8 Depth of e-participation
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Table 2.8 Extent of government’s 

commitment to e-participation

Number of 
countries

Percen-
tage

E-participation policy available online 61 32

E-decision making commitment publicized online 50 26

E-participation calendar available online 27 14
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of improving their online service off erings. From 

the developing countries these include, among 

others, Angola, Cameroon and Burkina Faso in 

Africa; Albania and Croatia in Europe; Sri Lanka, 

Kyrgyzstan, and Uzbekistan in Asia; and Uruguay 

and Venezuela in the Americas.

More countries now provide online surveys 

or feedback forms – 87 compared to 55 in 2010. 

Notable among these are Afghanistan, Albania, 

Bangladesh, Benin, Cuba, El Salvador, and India. 

Online polls are also available in many more coun-

tries (54 compared to 30 in 2010) including Ghana, 

Montenegro, Mozambique, Nigeria and Uganda. 

A much smaller number of countries provide chat 

room features, which edged up only slightly from 

11 to 14 countries, while listservs and newsgroups 

edged down slightly from 16 to 14.

Th e use of other interactive tools jumped 73 per cent, 

from 33 to 58 countries in 2012. Th e fact that assess-

ment in this category included social networking tools 

such as Facebook helps to account for this increase. For 

example, a key pillar of the strategy the Latin American 

region has followed is to take advantage of social net-

working media features to promote online participation 

of citizens, especially among the younger demographic 

whose members are the main users of these networks. 

Th anks to the provision of government information 

through social networks such as Facebook and Twitt er, 

citizens are able to make comments and suggestions to 

governments while these sites also off er governments a 

useful tool for reading into public opinion.

Some countries in the vanguard have gone even 

further to implement multichannel methods of online 

consultation. A common method of online public con-

sultation in Australia and New Zealand is through the 

government providing draft  regulations in a download-

able format for users to read. Citizens can then submit 

their comments and suggestions via email to the re-

spective ministry that is responsible for the consulta-

tion. In Latin America, Panama’s citizen participation 

(htt p://www.participa.gob.pa) portal contains a blog 

section where users can comment on government 

programmes while Brazil’s Electronic Government 

site (htt p://www.governoeletronico.gov.br) contains a 

forum section that allows users to send comments and 

Box 2.4 Colombia: E-participation

Colombia’s government portal contains numerous 

participation features for citizens to use to engage 

with government. Citizens can employ tools such 

as online forums, blogs and online polls. Th e por-

tal also allows users to participate through social 

networking features such as Facebook, Twitter, 

Wordpress, YouTube and Flickr, where they can post 

comments and express their views. u

Figure 2.9 E-consultation tools used 

by governments
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Table 2.9 Collecting citizen feedback

Number of 
countries

Percen-
tage

Facility for citizen feedback 123 64

Surveys regarding improving online services 57 30

http://www.gobiernoenlinea.gov.co
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suggestions regarding e-government, such as acces-

sibility and integration of services, while also contain-

ing a public consultation section on draft  regulations. 

In Mexico, online public consultation features allow 

users to participate in the policy-making process with 

government. Citizen input is then moderated by a gov-

ernment offi  cial and subsequently published, promot-

ing greater government transparency. 

Th e 2012 Survey found that Twitt er and Facebook 

are increasingly being deployed by governments as ve-

hicles for consultation. Th e 24-7 reach of these tools 

provides a cost eff ective mechanism for citizen alerts 

as well as for views on how the government is doing. 

In Hungary for example, on the e-democracy site 

(htt ps://edemokracia.magyarorszag.hu) government 

offi  cials and agencies respond to citizens’ comments 

and suggestions as well as moderating the forums.

Th e number of countries encouraging govern-

ment offi  cials to respond to citizen input more than 

doubled, from 16 to 38.

Th e number of countries where offi  cials moder-

ated e-consultations also more than doubled, from 

8 in 2010 to 17 in 2012. Similar or greater increases 

ocurred in the use of online discussion forums (32 to 

78) and online petitions (17 to 42). For example, in the 

Russian Federation offi  cials provide feedback to citi-

zens’ views. Lithuania’s national portal (htt p://www.

lrv.lt) contains a public consultation page that displays 

current consultations as well as previous consultations 

that the government has undertaken with the public. 

It contains a number of ways that citizens may par-

ticipate with government such as being able to send 

in their opinions via e-mail to the named government 

authority or by submitt ing an online form containing 

their comments and suggestions. In Africa, a case in 

point in improvement in this area is in Mozambique, 

where both the Ministry of Education’s (htt p://www.

mec.gov.mz)and the Ministry of Health’s (htt p://

www.misau.gov.mz) websites, provide online discus-

sion forums where users can comment and make sug-

gestions on education and health policy issues. 

ICT-enabled participation 

in decision-making

One quarter of all countries publicly commit to 

considering the results of e-participation in the 

policy-making process, including, among others, 

Plurinational State of Bolivia, Brazil, India, Hungary 

and Panama. Governments are increasingly mind-

ful of how ‘well’ they are doing. In an eff ort to-

wards greater inclusion, 25 countries are providing 

feedback from citizens on their services, including 

Mongolia, Morocco, the Islamic Republic of Iran, 

Saudi Arabia, and Malta, among others.

As a fi nal note, online service delivery remains 

skewed in favour of developed countries with the digital 

Box 2.5 Australia: E-participation

Australia’s national portal provides numer-

ous features enabling citizens to engage 

with government in the policy-making 

process. The government provides a ‘Have 

Your Say’ section that is located on the 

homepage of the portal. This section links 

to a public consultations section where 

citizens can send their comments and 

suggestions on draft regulations to the 

respective ministry, mainly by email. The 

government also provides the outcomes 

of previous consultations online. Also lo-

cated in this section is a ‘blogs’ page that 

provides links to various government blogs 

as well as a Twitter page that shows a table 

of all government Twitter pages that users 

can access and respond to with their com-

ments and suggestions. u

Table 2.10 Web 2.0 tools used 

in e-decision making

Number of 
countries

Percen-
tage

Government offi cials respond to citizen input 38 20

Government offi cials moderate e-consultations 17 9

Online bulletin boards 76 39

Online discussion forums 78 40

Online petitions 42 22

Online voting 18 9

http://www.australia.gov.au
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divide a continued challenge. Assessment in 2012 rein-

forces the need to continue to focus on expansion and 

consolidation of relevant services for the user, supported 

by increasing effi  ciency and integration of the diff erent 

government departmental processes and institutional 

arrangements relevant for sustainable development.

2.2.3 Online environmental 

information services 

With the worldwide focus on sustainable development, 

the 2012 Survey devoted a special section to examin-

ing the eff ort made by Member States in provision of 

environment-related online information and services. 

Th e data collection eff ort was global in scope and cov-

ered 193 countries. Th ough not comprehensive, the 

prototype survey is indicative of the general trends in 

national ‘e-environment’ performance and the amount 

of eff ort invested by Member States in addressing envi-

ronment as a national development priority.

Effective information dissemination regarding 

how resources are managed represents a funda-

mental requirement if economic development is to 

benefit all rather than selected groups only. While 

some environmental degradation is apparent to 

all, many forms of pollution or resource depletion 

may not be. Global warming, for example, is only 

indirectly perceptible. The greenhouse gases 

themselves can only be measured with scientific 

instruments, while personal observations of the 

effects are not conclusive evidence for their exis-

tence. Similarly, groundwater pollution may take 

years or even decades before its effects are apparent 

via birth defects or other health outcomes. 

Th ere is widespread acceptance that current in-

stitutions are inadequate to address the challenges of 

sustainable development and that new arrangements 

are needed to achieve economic, environmental and 

social objectives in a balanced and integrated manner 

at national and local levels.2 Much of the success in this 

fi eld depends on broad public awareness and on access 

to reliable information for decision-making. Yet infor-

mation gaps occur in a range of disciplines with the net 

result that public appreciation of the challenges of sus-

tainable development and scope for action are highly 

circumscribed in many countries.

Th e purpose of the survey depicted here was to de-

termine the extent to which national governments have 

been using online media to promote public awareness, 

promulgate environmental information and encourage 

stakeholders, chief among them the average citizen, to 

express their views on the issues of the day.

The top-scoring countries on use of online 

media vis-à-vis the environment are listed in table 

2.12. Four countries – Germany, the Republic of 

Korea, Singapore, and the United States –earned a 

perfect score. As in the case of e-government devel-

opment rankings, developed countries dominate in 

e-environment service delivery.

In terms of overall provision of information and 

services, the countries are evenly distributed, with 

69 countries (36 per cent)  providing less than one 

Box 2.6 Providing outcome on feedback received from citizens 

concerning the improvement of their service

Bahrain, Brazil, Canada, Croatia, Egypt, Finland, France, Germany, Islamic Republic of 

Iran, Israel, Japan, Kazakhstan, Malaysia, Malta, Mongolia, Morocco, Oman, Republic 

of Korea, Republic of Moldova, Singapore, Slovenia, Switzerland, Th ailand, United Arab 

Emirates and United Kingdom. u

Table 2.12 Top countries 

on environment survey

Country Index

Germany 1.0000

Republic of Korea 1.0000

Singapore 1.0000

United States 1.0000

Austria 0.9412

Israel 0.9412

Japan 0.9412

Malta 0.9412

Mexico 0.9412

New Zealand 0.9412

Russian Federation 0.9412

United Kingdom 0.9412

Australia 0.8824

Canada 0.8824

Finland 0.8824

France 0.8824

Mongolia 0.8824

Norway 0.8824

Portugal 0.8824

Figure 2.10 Overall environmental 

e-service provision
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Table 2.11 E-decision making features

Number of 
countries

Percen-
tage

Government commitment to considering the 
results of e-participation in decision making 50 26

Government provides confi rmation receipt 
on citizen sent communication 45 23

Government provide outcome on feedback 
received from citizens concerning the 
improvement of their services

25 13
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third of the information and services assessed, an-

other one third providing 34-66 per cent, and 56 

countries providing 67-100 per cent.

Performance within regions varied widely, with 

Middle, Northern, and Western Africa scoring about 

20 per cent less than the regional average, while 

Eastern and Southern Africa scored 26 and 36 per 

cent more than the regional average, respectively.

In the Americas, North America greatly ex-

ceeded the regional average, while South America 

scored slightly above nine per cent.

Similarly in Asia, Eastern Asia was 46 per cent 

above the regional average score, followed by Central 

Asia, which was 12 per cent above the regional average.

Although in Europe Southern and Eastern Europe 

trailed the rest of the region, the overall sub-regional 

variation in Europe was considerably smaller than in 

the other regions, ranging from 11 per cent less than 

the regional average score to greater than 11 per cent. 

E-environment performance is closely correlated 

with wealth as fi gure 2.15 suggests. In fact, some 90 

per cent of the diff erence in cumulative scoring on 

the selected indicators could be explained by dif-

ferences in gross national income (GNI) per capita. 

Every time GNI per capita is doubled, the predicted 

e-environment score increases by approximately 5 per 

cent under this informal assessment. Th e result tracks 

closely with e-government development scores in gen-

eral, suggesting that wealth is a powerful determinant 

of e-government success across sectors as evidenced by 

Germany, the Republic of Korea and Singapore, high 

income economies that fared best in this assessment.

Though the connection between aff luence 

and online environmental information services is 

strong, having to contend with a low income econ-

omy does not of necessity mean that progress can-

not be made as the case of Bangladesh suggests. Nor 

is size automatically a strictly limiting factor as the 

case of Kyrgyzstan shows. Th e bubbles in fi gure 2.15 

represent the number of Internet users in a country. 

Countries with large numbers of Internet users, such 

as the United States and China, score comparatively 

well in this area. National e-environment initiatives 

may thus be reaching a considerable proportion of 

Figure 2.11 Africa sub-regional 

average scores as percentage 

of regional average score

-20 -10 0 2010 30

Eastern Africa

Southern Africa

Middle Africa

Northern Africa

Western Africa

-22

-20

-18

36

26

Percentage of total score for the region

Figure 2.14 Europe sub-regional 

average scores as percentage 

of regional average score

-10 -5 0 105

Western Europe

Northern Europe

Southern Europe

Eastern Europe

-11

-3

11

8

Percentage of total score for the region

Figure 2.12 Americas sub-regional 

average scores as percentage of 

regional average score

-20 0 20 6040 80

South America

Northern America

Caribbean

Central America

-16

-9

87

9

Percentage of total score for the region

Figure 2.13 Asia sub-regional average 

scores as percentage of regional 

average score

-10 0 10 3020 40

Central Asia

Eastern Asia

Western Asia

South-Eastern Asia

Southern Asia

-12

-4

-4

46

12

Percentage of total score for the region



50

Progress in online service delivery United Nations E-Government Survey 20122 Chapter Two

the world population although there are no global 

statistics available to substantiate this hypothesis.

Th e Russian Federation, Canada, the United 

States, China, Brazil and Australia together account 

for almost half of the world’s total land area, in ad-

dition to having substantial industries devoted to 

the extraction of marine resources from oceans and 

seas. All appeared in the top quintile of countries in 

this basic assessment of national websites.

A majority of countries have a section within the 

offi  cially designated national government website 

dedicated to environmental issues (49 per cent), a 

separate national website dedicated to environmen-

tal issues (78 per cent) or some combination of the 

two (83 per cent). However, results vary by income 

group. Whereas 96 per cent of high-income coun-

tries maintain an environment website, only 60 

per cent of low-income countries do the same. Th e 

higher the income group, the more likely a country 

is to promote awareness of environmental issues 

online, as noted earlier. Diff erences in performance 

based on income also translate into geographic vari-

ations as shown in fi gure 2.16. Th e concentration of 

low income countries in sub-Saharan Africa and 

among small island developing states of the Pacifi c 

results in less extensive use of online tools to pro-

mote public awareness in those regions.

Just over half of national governments publish an 

easily accessible policy document or similar statement 

sett ing out environmental management strategies (57 

per cent). National environmental policies support 

sustainable development by articulating objectives, 

identifying relevant actors and guiding management 

of information for decision-making. While not all 

countries have comprehensive strategies so clearly 

spelled out, all have laws and regulations that, together, 

embody national environmental policy and are most 

likely to be implemented when openly supported.

Shortcomings in communication may be due, in 

part, to questions of leadership and accountability as 

in other areas of public aff airs. More oft en than not, 

national sustainable development focal points are lo-

cated within these ministries. As fi gure 2.17 illustrates, 

The higher the 

income group, the 

more likely a country 

is to promote 

awareness of 

environmental issues 

online.

Figure 2.16 Use of e-government 

to raise awareness of sustainable 

development 
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Table 2.13 Selected environmental 

online features and content

Number of 
countries

Percen-
tage

‘What you can do’ section 38 20

News section focused on environment 136 70

Alerts pertaining to environment 48 25

Searches can be fi ltered for environment 62 32

Environment strategy available online 110 57

Figure 2.15 Relationship between e-environment performance 

and gross national income per capita
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three out of every four national websites identify the 

person responsible for leading the development of 

environmental policy at national level, for example, 

as head of an environment ministry or similar na-

tional regulatory agency (74 per cent). Th e number 

rises slightly, to 85 per cent, among those countries 

with dedicated environmental portals, as might be 

expected. Th ese omissions notwithstanding, contact 

information for environment ministries is readily 

available for all countries from other sources.3

Current news plays a pivotal role not only in rais-

ing awareness and support for sustainable develop-

ment, but also in giving a stronger voice to citizens 

and in monitoring commitments made by political 

leaders.4 Recognizing the potential of news media 

to infl uence att itudes and behaviours, a majority of 

countries (70 per cent) maintain an online environ-

mental news service. However, countries that do not 

produce an online environmental news service also 

tend to be among those without a national website 

dedicated to environmental issues, with sub-Saha-

ran Africa and Pacifi c Island countries, as usual, lag-

ging behind other regions.

News alerts and messages such as those used 

in disaster management require somewhat greater 

e-government capacity. Only one quarter (25 per 

cent) of countries have been able to overcome the 

hurdles presented by the technology. Among these, 

the European States (51 per cent) have had some-

what more success than others, while Africa and the 

Americas trail far behind (9 per cent and 11 per cent, 

respectively). Given the near universality of mobile 

cellular access in developing regions, the inherent 

value of public messaging services to vulnerable 

areas appears to be considerably underexploited.

Box 2.7 Trinidad and Tobago: Wealth of information on environment

Trinidad and Tobago’s Environmental Manage-

ment Authority’s website offers a wealth of in-

formation on environmental policy, laws and 

regulations, as well as technical reports detail-

ing how the government manages natural re-

sources. In addition, the site includes links to the 

Authority’s Facebook page and YouTube channel. 

The latter features nearly 30 videos on a variety of 

environmental topics. u

Figure 2.17 Online leadership promotion and accountability 

in environmental sustainability 

Africa

Americas

Asia

Europe

World 
average

Proportion of websites 
identifying person 
responsible for 
environmental policy 
at national level

Proportion of countries 
publishing an environ- 
mental conservation 
strategy or natural 
resources policy online

Proportion of web-
sites referring to 
international coope-
ration in the field 
of environment

Proportion of 
websites with links 
to local authorities

Yes
No

27

27

17

37

22

32
4

72

50

Yes
No

28
7

23

12 10

25

21

14

Yes
No

38
9

25

22 14

33

28

19

Yes
No

39
4 4 10

38
5

39 33

Yes
No

142

51 83 68 121

110 125

Figure 2.18 Countries off ering 

education or information on public 

policy concerns

105

111

104

86

200 806040 120100
Number of countries

Clean water

Clean air

Resource conservation

Energy

http://www.ema.co.tt



52

Progress in online service delivery United Nations E-Government Survey 20122 Chapter Two

With respect to selected other questions per-

taining to information dissemination, relatively few 

countries provide features designed to proactively 

notify citizens of environmental issues or permit 

citizens to focus online searches specifi cally on the 

environment. However, more than half of Member 

States do provide information focused on the envi-

ronment and how citizens can help to preserve and 

manage natural resources, and a substantial major-

ity of countries (57 per cent) make their strategy on 

resource use and conservation available online.

Clean air and water represent basic requirements 

for life. As such, they can reasonably be expected to 

be the fi rst subjects of information to be disseminated 

online. Energy, a clear necessity for economic devel-

opment, represents another key area about which 

citizens need information. Finally, resource conserva-

tion in general, including biodiversity maintenance, is 

critical, given that many people in poor communities 

rely on agriculture for their sustenance.

A majority of countries provide online informa-

tion or education to citizens regarding clean water 

(111 countries), clean air (105 countries), and resource 

conservation (104 countries). Nearly half of countries 

(86) provide information pertaining to energy.

On specifi c public policy concerns, 58 per cent 

of environmental websites provide information on 

water quality while 54 per cent supply air quality 

information. Th e connection between public con-

cerns and public information is more tenuous when 

it comes to resource effi  ciency. Whereas natural 

resource depletion is generally considered a seri-

ous problem, only about half of the national web-

sites promote awareness of energy effi  ciency (45 

per cent) and resource conservation (54 per cent), 

as depicted in fi gure 2.19. Not all countries make 

it easy for users to discover content for themselves, 

however, with only one-third of sites (32 per cent) 

off ering advanced search options for locating envi-

ronmental information. Most rely on the logic of the 

site to guide interested individuals to the informa-

tion they seek.

Box 2.8 Brazil: Special section on Rio +20

Th e website of Brazil’s Environment Ministry in-

cludes a tag cloud of most frequent searches and a 

calendar of public consultations on the environ-

ment. Th ere is also a special section of the site 

dedicated to Rio +20, including an electronic ques-

tionnaire soliciting citizen feedback in formulating 

Brazil’s position. u

Figure 2.19 Refl ection of public 

concerns on national environmental 

websites
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Likewise, some two-thirds of countries (65 per 

cent) use online tools to publicize their commitments 

to international environmental cooperation. Th ere 

are more than 200 multilateral environmental agree-

ments in eff ect5 and all countries without exception 

are party to at least 7 key global and regional treaties.6 

Online disclosure of international commitments 

is a sign of leadership and reinforces accountability. 

However, ratifi cation of a treaty is not the same as 

compliance and there may be reasons why this infor-

mation is not readily apparent, such as government 

incapacity that can make the obligations of multilat-

eral environmental agreements (MEAs) seem less 

relevant in the day-to-day lives of ordinary people.

One key aspect of engaging the public on envi-

ronmental issues is putt ing a face on environmental 

policy. Th ree out of every four countries identify the 

person responsible for leading the development of 

environmental policy at the national level, for ex-

ample as head of an environment ministry or similar 

national regulatory agency (74 per cent). As many as 

88 per cent of the countries with a national website 

identify the person responsible for environmental 

policy; the number is 85 per cent for the countries 

with a dedicated environmental portal.

Th e environment survey also assessed government 

online tools for feedback from the citizen. As might be 

expected, the use of e-participation tools specifi cally 

for environment is slightly less common than that 

found across portfolios in the main E-Government 

Survey. Th e use of polls, surveys, discussion forums or 

chat rooms in the general survey ranges from only 14 

countries for chats to up to 87 countries for online sur-

veys or feedback forms. On an environment-specifi c 

basis only 45 countries use any one of these features.

Th e use of Facebook, Twitt er, YouTube or other 

third party tools with social networking aspects was 

found in 78 countries in the main survey, but only in 

56 countries in the environmental survey. Only e-

consultations in the environmental domain exceeded 

the general one – 9 per cent versus 8 per cent of coun-

tries. A possible reason for this inconsistency is that 

the question pertaining to e-consultation in the main 

survey focused on whether government offi  cials mod-

erate e-consultations. Th is restriction was not applied 

to the environmental survey, where unmoderated e-

consultations could be counted as well.

On a regional basis, citizen engagement utiliza-

tion on environmental issues is strongest in Europe, 

followed by the Americas and Oceania. However, 

given that average utilization for Europe is only 50 

per cent, it appears that more can be done world-

wide to employ e-government in support of citizen 

engagement on sustainable development.

2.3 Conclusion

In conclusion, the 2012 assessment indicates that 

websites aim at centralizing the entry point of service 

delivery to a single portal where citizens can access 

all government-supplied services, regardless of which 

government authority provides that service. But de-

spite att ention to e-government, there are substantial 

gaps in most countries and regions that continue to 

inhibit development and delivery of online services. 

To ensure benefi ts, Member States need to have a 

clear strategic vision of development planning and 

establish a regulatory environment for promotion of 

access and use of newer technologies by the govern-

ment, the private sector and the citizen. �

Online disclosure 

of international 

commitments 

is a sign of leadership 

and reinforces 

accountability.

Figure 2.20 Citizen participation 

in environmental aff airs by region
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Table 2.14 Environment-related online 

citizen feedback 

Number of 
countries

Percen-
tage

Polls, surveys, discussion forums or chats 45 23

Social networking tools 56 29

E-consultations 34 18


