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The present document is the report of the expert group meeting (EGM) on “E-Government, Digital Cooperation 

and the Sustainable Development Goals (SDGs) in Preparation of the United Nations E-Government Survey 

2020” held on 1-2 April 2019 at the United Nations Headquarters in New York. The meeting was organized by 

the Division for Public Institutions and Digital Government (DPIDG) of the United Nations Department of 

Economic and Social Affairs (UNDESA).  

 

The Expert Group Meeting (EGM) convened to discuss the global and regional perspectives, as well as specific 

country-groupings such as Small Island Developing States (SIDS), Least Developed Countries (LDS) and 

Landlocked Developing Countries (LLDC), on digital/e-government development, and suggest improvements to 

survey methodology to better measure e-government for implementation of the Sustainable Development 

Goals (SDGs).  Given the overarching umbrella of leaving no one behind (LNOB) in 2030 Agenda for sustainable 

development, the EGM particularly discussed possible improvements in the methodology of measuring e-

participation index (EPI) and digital inclusion.  The outcomes and recommendations of the meeting will feed 

into the normative work of DPIDG and the consultative process of UN E-Government Survey methodology to 

best capture fast evolving digital governance practices across the globe.  

 

The opinions expressed in this report are those of the authors and do not necessarily reflect the views of the 

United Nations 
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Background  

The conceptual framework of the United Nations E-Government Survey and measuring e-government 

development index (EGDI) is based on a holistic view of e-government development that incorporates three 

components: provision of online services through a quantitative survey assessment (OSI, assessed by DPIDG), 

availability of telecommunication infrastructure (TII, assessed by ITU) and the level of human capacity 

development (HCI, assessed by UNESCO). The Survey has also given a lot of attention thus far to assessing 

central government portals, including the national portal, e-services portal and portals for e-participation, as 

well as the websites of the ministries of education, labor, social services, health, finance and environment and 

other related ministries as applicable in line with the priorities of 2030 Agenda for Sustainable Development. 

  

To capture the fast-evolving e-government development, the online survey questionnaire is normally updated 

prior to each biennial Survey. Most of the questions are binary as to whether a feature is present on a website 

(yes, or 1) or unavailable (no, or 0) with a few range questions. At the same time, the questionnaire provides 

an opportunity to improve some of the areas of inquiry based on emerging and promising e-government 

practices to improve the overall accuracy of OSI rankings. 

  

The EGM provided a platform for public institutions and digital government experts from UN entities, 

international organizations, academia and private sector to share global and regional perspectives on how the 

2020 E-Government Survey can capture and reflect in its assessment emerging issues and trends in new 

technologies, and e-government, as well as digital challenges from the regional perspective and particular 

country groupings such as SIDS, LDCs and LLDC. Given the overarching umbrella of leaving no one behind 

(LNOB) of 2030 Agenda and supporting digital inclusion, the EGM discussed also possible improvements in the 

methodology of measuring e-participation index (EPI). 

This exchange of views and reflections of experts will be used to ensure the Survey contributes best to the 

implementation of the 2030 Agenda for Sustainable Development. Below are the summary of key messages 

emerging from the discussions.  

Objectives 

  

The EGM aimed to bring together the UN Secretariat’s economic and social regional Commissions and other 

key stakeholders to stimulate discussions from global and regional perspectives on how e-government 

practices can fully capitalize on promises of digital technologies in supporting sustainable development. The 

experts were to discuss the advancement of new technologies and innovative practices in digital field to 

improve assessment of OSI and the E-Government Survey 2020 overall. If necessary and possible, the experts 

were to suggest improvements in the methodology of the survey, particularly on measuring e-participation 

index (EPI) for digital inclusion.  
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Key Messages 

During the opening session, a focused discussion was held on the rapidly shifting, changing global landscape 

on digitalization and the future of government. It was underscored that the 2030 Agenda for Sustainable 

Development recognizes the vital role of innovative technologies as the greatest single enabler of sustainable 

development for upcoming years.  Technologies transform entire societies ushering in significant and enduring 

changes in the way people live and interact with each other, reshaping how governments work and function in 

digital era and how they deliver public services.  Technologies became a catalyst for accelerating human 

progress, bridging digital divides, developing knowledge societies, and building trust in governance through 

increased public participation, transparency and accountability. 

 

While digital technologies are at the forefront of breakthroughs -- giving hope for a sustainable future and the 

2030 Agenda, it is important to note that no technological change is neutral, risk-free or cost-free. In addition, 

the interplay of various development and technology trends is complex, interdependent and nonlinear, and 

this calls for beyond a nexus approach in digital development. Digital government is now a fundamental pillar 

of governmental work closely interlinked with shifts in increasingly digital societies and economies, 

contributing to achievement of the SDGs. 

 

Different vulnerable groups continue to be marginalized and are being left behind. So are countries, especially 

the least developed countries (LDC), small island developing states (SIDS) and the landlocked developing 

countries (LLDC). Bridging the different forms of digital divides is paramount to advance “fit-for purpose” digital 

development and to shape digital government that advances the SDGs. 

Session 1: Global Progress and Perspectives: e-government, digital cooperation and the Sustainable 

Development Goals (SDGs) 

 

In Session One, the common threads cutting across discussions evolved around digital trust, digital economy, 

data, digital ID, and digital government for Sustainable Development Goals.  The interconnectedness of digital 

trust for digital economy was a key area of discussions. Communities and citizens around the world are 

increasingly dependent on online data and information, online public services and also digital platforms for 

social interaction. Almost everything in the society nowadays has a digital aspect and digital form.  This leads 

to expansion of digital economy, improved human well-being and, potentially, more sustainable future for all. 

However, for digital economy and public services to grow, people shall trust in online data, reliability of online 

services and integrity of business practices utilizing e.g. personal data.  The use of new technologies like AI and 

blockchains also need public trust for it to deliver its expected outcomes and impact in sustainable 

development.   

 

Yet, globally, regionally and in many countries, there is a trust deficit order. Building public trust is a key priority 

of governments in all regions, and in that extension, building digital trust is paramount for governments to 

deliver and conduct their business, and to meets the needs and expectations of their constituents.  The 

governments are also expected to safeguard public interest by ensuring trust in technology and governance of 
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the digital space (e.g. how data and privacy are handled, what and who polices the “rules of the game”, do 

duty bearers in public sector have enough capacity to ensure safe cyberspace, etc.).  

 

In building trust governments should experiment innovative non-biased regulatory sandboxes to study various 

forms of co-regulation and co-design of technology and experiment and study the need for “new regulations” 

versus “new tools for existing regulations”. 

 

With expansion of digital economy there came the need to better capture the impact of digital economy.  

Measuring digital economy is not a luxury anymore, but a necessity as almost everything in the society has a 

digital aspect and digital form. That brought a need for consistent, timely and reliable data and statistics across 

several statistical domains, including macro and micro dimensions, household and demographic statistics, 

administrative data. The informal economy which carries significance in many countries is also increasingly 

digital and capturing the contours of digital informal economy is necessary to shape best-fit economic policies 

and strategies. 

 

Digital economy is based on digital identity (ID) and untapping its potential is key to inclusive growth. It is 

estimated that 45% of population in African countries cannot get digital services due to lack of digital IDs.   Good 

digital identification has the potential to release value of between 3-13% of GDP1. Countries adopting digital ID 

schemes (including for non-movable assets like real estate or land) have the potential to capture significant 

value across a wide variety of use cases, from healthcare, to financial inclusion, to increased and inclusive labor 

participation, to other general e-government services.  

 

It is important, however, to ensure the right digital governance frameworks are in place to prevent misuse of 

digital data and IDs before these are widely adopted by the governments. Targeted [political] ads and news-

feeds have already demonstrated an alarming potential to undermine existing governance structures or 

marginalize minority groups in many societies. Establishing the right institutional structures, enabling 

environment and ecosystems for providing digital services increasingly become imperative for digital 

governments. Technological advancement provides leapfrogging opportunities for developing countries, 

notwithstanding that there is a set of minimum criteria and an enabling environment to prove for the necessary 

basic infrastructure, policy environment, and effective implementation, monitoring and evaluation 

mechanisms.  

 

In addition, given that data is a key resource for governments, the role of [digital] government in digital society 

is seen as transformation of “generator of public data” to “stewards of public data”, especially from the 

statistical point of view. Data cuts across the full spectrum of roles and responsibilities of governments. It is a 

critical input for sustainable consumption and production and will determine comparative advantage of 

economies. The cost of data may not be always going down as current available data may not be disaggregated 

and may not present the entire picture, and one needs to tap on big data, social media and data analytics. But 

such efforts also come with costs and capacity on the provider (both government and non-government).    

 

                                                
1 Source: World Bank ID4D Initiative 
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In its next edition (2020) it is recommended, therefore, that the UN E-Government Survey provide a policy 

framework for digital government with the fundamental building blocks e.g. data, digital ID, basic and advanced 

technological infrastructure, and ethical frameworks for use of data and technology in enabling 

implementation of the SDGs. A sub-methodology of symmetry of data economy and the digital economy could 

also be explored.  

Session 2: Regional Progress and Perspectives 

  

The presentations by the representatives of UN Regional Commissions (ECA, ESCAP, ESCWA, and ECE) along 

with presentations from two consultants (Red-CLAC and Capgemini) focused on the challenges and 

opportunities of technology uptake for sustainable development. 

Common priorities included: (i) building trust in institutions and overall governance, and challenges of ensuring 

cybersecurity; (ii) importance of leadership uptake and institutional capacities; (iii) technology diffusion and 

connectivity remains a challenge - broadband initiative - traffic management- mobile penetration; (iv) digital 

economy remains a driving force for the regions, however measuring it remains a challenge; (v) data and data 

inclusiveness; citizens engagement; open data; (vi) digital skills; future of labor and future of education; (vii) 

economic empowerment and gender divide is a priority across the regions; (viii) smart cities and urbanization; 

(ix) trade facilitation; (x) innovation and the need to further disseminate best practices from the regions; 

All speakers highlighted the need for enhanced understanding and capacity building on issues of trust, 

governance, institutions and leaving no one behind, as well as the need for inter-regional and global 

cooperation on the above-mentioned issues. 

  

In the ESCAP region, disaster risk reduction is one of the priorities where the use of ICT and e-government 

initiatives have been gaining increasing attention, considering the fact that the region is disproportionately 

affected by natural disasters. Using the data from the UNDESA E-Government Survey, ESCAP colleagues piloted 

a preliminary study to examine the effectiveness of e-government initiatives on disaster risk reduction and 

management. The evidence provided a statistically significant correlation between the use of technology in 

early warning and number of disaster-related death. One of the challenges discussed was the role of 

telecommunications infrastructure in developing a wider use of ICT for disaster risk reduction as well as for the 

development of e-government as a whole. 

  

The regional priorities in UNECA, recognized and agreed by ministerial forums based on 2030 Agenda for 

Sustainable Development and African Union Agenda 2063, include digital trade, digital economy and open data. 

Open government and digital economy are considered high regional priorities also by ESCWA, while the trade 

and transport facilitation were the main focus of technology adaptation by UNECE. Priorities in LAC region 

move towards large-scale digitization of core public sector functions and adoption of strategic implementation 

plans in all countries instead of gradual, one-function-by-one process. LAC region also strives for making for 

the government mandatory data collection and data processing in digital formats to enable public sector 

digitization. 
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There are increased efforts to build regional infrastructure, align when feasible with other transport initiatives, 

such as Belt Road Initiative (ESCAP); Free trade area (ECA); regional trade facilitation (ECE). The issue of capacity 

building/training is addressed through inter-regional cooperation (ESCWA and ESCAP); as well as regional 

institutions such as APICTCT-ESCAP; Center in Belarus (ECE); and Center in Jordan (ESCWA). 

  

The regional representatives greeted the initiative to bring them together in frame of preparatory processes 

of 2020 UN E-Government Survey. This consist of a great opportunity to highlight their diverse regional 

challenges and opportunities of digital transformation, while contributing to common/global challenges of 

digital transformation. 

Session 3: Methodology (Digital Government and ICT4SDGs) 

 

In session three discussions highlighted the potential for further integration of digital/e-government and the 

United Nations E-Government Survey with Sustainable Development Goals (SDGs). The Survey can be used to 

track progress in implementation of 2030 Agenda. For instance, adoption of effective e-Government Strategies, 

as symbiotic enablers of sustainable development, can improve government processes, effectiveness of public 

service delivery and strengthen accountability contributing to SDG 16.  Digital technologies used in e-

government, can help ensure that no one is left behind in sustainable development, build resilience of societies 

and people in vulnerable situations and reduce their exposure to economic, social and environmental shocks 

and disasters.  They can provide or expand economic opportunities for women, youth, elderly, or people living 

with disabilities, often excluded in traditional markets.  

 

The UN E-Government Survey can also serve as an effective tool to help countries see where they are in thrie 

digital transformation. Citizens increasingly demand more efficient and effective digital/e-government services 

that respond to all life events from birth to death. While every government seems to be on track in going digital, 

according to previous E-government Surveys, there are questions or concerns on what should be prioritized, 

or where should investments go in advancing digital transformation. Some countries are already advanced in 

offering wide-range digital/e-services, while others are still catching up. In some countries important aspects 

of digital government may well be in place (e.g. legislation, policy, strategy etc.) but implementation process 

may lag due to silos and duplication of government business processes. It seems to be unquestionable, 

however, that by doing nothing the governments run the risk of being left behind in digital transformation. 

 

Yet, there is need to update the methodology of the United Nations E-Government Survey to better assess e-

government development worldwide. Online Service Index (OSI) and Member State Questionnaire (MSQ) 

should continue to be expanded to include additional features such as new services for refugees, vulnerable 

groups, indicators on government cloud and data centers, shared services, reusable components, unified 

portal, single sign on services, mobile and web channels, digitalization of workflows, data sharing capabilities, 

digital ID use, eProcurement and its whole lifecycle, innovation within public sector, digital payments and 

uptake of public services online.   
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In the Member States Questionnaire (MSQ), it was suggested to include: life events as a category so member 

states can identify which ones they support; the number of APIs released by government; the number of digital 

signatures; cross-border traffic; hotline support for e-government application; service catalog for online 

services and its update rate; and a question on government to business (G2B) services. 

 

Many experts agreed to reconsider the value of landlines as sub-indicator while constructing the Technology 

Infrastructure Index (TII).  Remaining sub-indicators could also be further investigated to see if there are any 

overlaps among what they are measuring.  Human Capital Index (HCI) could be expanded by replacing sub 

indicator “adult literacy” with sub-indicators “numeracy”, “digital literacy” and data on “science, technology, 

engineering, and mathematics (STEMs) education”. The possibility to integrate EGDI with other regional sub-

indicators was proposed by some experts and will be further explored. For instance, EGDI can include additional 

proxy indicators collected by the International Telecommunication Union (ITU) through household surveys, 

namely, HH9 (Proportion of Individuals using the Internet by type of Activity) and HH15 (ICT skills by type of 

skills). It is important to also consider how to measure the aspects of reskilling, the inflow and outflow of jobs 

with the introduction of new technologies.  

 

For improving e-participation index (EPI), it is suggested to include services on open data and new ways of 

gathering citizen feedback via big data and frontier technologies.  

 

There is also a strong need to better measure people’s demand on e-government services. While it is difficult 

to measure usage online, national statistics services could be used in same cases to conduct user surveys to 

find out how citizens are accessing online services. The Member States Questionnaire (MSQ) has sections on 

usage and satisfaction, however these sections could be expanded in the coming MSQ versions i.e.  with 

indicators such as percentage of population that interact with public offices and percentage of population that 

are satisfied with last online services. 

 

Back-end applications support the e-government applications and are not visible to people in most cases. 

Assessment of backend applications by the Survey is limited. There is need for new indicators to measure what 

is happening at the back-end of government offices. 

  

Improvements to Survey methodology and content, as experts suggested, can come through offering analysis 

on what should governments pay attention to in upholding high-quality standards while delivering specific 

services online.  This will allow specific ministry/organization in a country to take ownership and improve 

service delivery.  In addition, it was recommended to clearly identify during the assessment the type of channel 

used to deliver government services - e.g. through mobile app, online using desktop, etc. to differentiate the 

trends between the use of various channels.  

  

Session 4: Methodology for e-Government Development at Sub-national Levels 
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During the session, strong support was expressed for measuring and assessing e-government at the local level, 

recognizing the projection of humanity becoming increasingly urban and highlighting the importance of cities 

as hubs for human activities. The Local Online Service Index (LOSI) was introduced for the first time in the 2018 

Survey as one of the outcomes of ongoing collaboration with the United Nations University (UNU). It also aimed 

at encouraging and enabling the UN Member States to provide services using Information and Communication 

Technologies (ICTs) at local levels to support the 2030 Agenda implementation. LOSI assessment intended to 

highlight the importance of differentiating local assessment from national assessment to reveal the extent of 

prevalence of e-government development in a country through assessing the scale, scope, focus and resources 

availability at a local level.  

 

While piloting LOSI in 2018 offered important insights, many challenges in finalizing the assessment 

methodology remain. In fact, experts suggested, there may-- be no single methodology to assess e-government 

development of cities worldwide since cities themselves differ from each other (e.g. with major differences 

between cities in developed countries vs. cities in Small Island Developing States (SIDS). Countries, too, have 

different organizational structure (e.g. federated vs. union states vs. city-states), which affects the importance 

and level of attention they pay to improving e-government services at local level. The complexity and size of 

cities (e.g. mega cities vs. tiny cities) should be also considered in making the city selection for LOSI more 

balanced.   

 

With full consensus to continue the work on LOSI, there were also discussions on how to make this work 

sustainable. In 2018 UNU has been chosen as partner in assessing the LOSI due to similar work it conducted for 

Portuguese-speaking countries at local level. The experts suggested that collaboration with UN regional 

Commissions may also be fruitful, however, this will not address the issue of uneven data availability for various 

cities and countries (e.g. in small island developing states, where the local government is rather weak and 

loose).  

 

The experts emphasized that further development of methodology and selection of cities should be carefully 

considered since the measurement and choices of cities may create polarization within and across countries.  

The challenge of covering all UN Member States through one assessment methodology to produce comparable 

results should not affect the quality of work already in place for EGDI assessment at national level.  

 

It was therefore, recommended that DGB team reports back to UNU about recommendations provided by the 

experts during the EGM for possible improvements and integrations on how to align LOSI and EGDI. These 

recommendations include:    

  

1. LOSI and EGDI should be mutually reinforced. There will be some overlap in e-services both indexes 

attempt to assess.  

2. Different methodologies between local (LOSI) and national levels (EGDI) might be adopted, as well as 

different people could be asked to answer local- and national-level questionnaires. Some indicators 

and survey already exist (e.g. on building permits), which can be easily integrated with EGDI. 
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3. One suggestion is to refer to the World Economic Forum’s Networked Readiness Index and adopt its 

approach in developing partnership with academia using the 3rd party indicators for some other 

aspects. 

4. LOSI could include measurement of specific numbers, like number of WIFI hotspot. 

5. If LOSI and EGDI are to be aligned, it is important to remember that some services exist only at local 

but not national level. Standardization of indicators should be considered. 

6. It would be good to use life events mapping method in the assessment (e.g. refer to E-Government 

Benchmark Report from EU).  

7. Consider possibility of using “mysterious shopper” method: using local URLs and extrapolate to the 

general population. 

8. Launch voluntary program for cities to test the methodology using their own resources. 

9. Prioritizing in assessment the cities that already demonstrate progress in e-government and use their 

examples to showcase good practices around the world.   

Session 5: Digital Inclusion in Public Service Delivery and the SDGs 

 

There are five common challenges for LDCs, LLDS and SIDS: affordability, connectivity, security, infrastructure, 

and persistent digital divides. These countries are more prone to disasters, often lack insights and better 

understanding of technology innovations, and investments in ICT are uneven.  

  

Technology may provide both advantage and disadvantage to vulnerable population groups. There are 

important advantages of having services online, however, older persons, for example, may experience 

challenges related vision, limited mobility/functionality, lack of understanding of content, computer jargon, 

complex technology, lack of or high costs of training tailored to older people etc. Similarly, people with 

disabilities may get better access to online services and jobs, use adjustable website features to read or hear 

the content, but they may also lack screen-readers on pictures or images. Persistent disparities in access to and 

use of ICT may create additional layers of exclusion and definition of vulnerability may have to change because 

of technological development itself.  For instance, in some Arab countries an estimated 60% of people do not 

access internet because of language barriers. Many indigenous people lack basic ICTs infrastructure. 

  

On the positive side, however, SIDS and LDCs are taking their own initiatives to improve ICT uptake. All LDCs 

have already adopted 3G technology, mobile subscriptions increase covering more than 61% of population. ICT 

use help reduce delays and costs of cross border services.  Technology Bank created in Istanbul serves as a 

great source for transfer of technology and could provide interesting case studies and new features for the 

Survey.  

 

In assessing government portals for inclusiveness and leaving no one behind the E-government Survey could 

focus on availability of support and tutorials tailored to various groups, including the vulnerable. Websites 

should be assessed on provision of content in indigenous and local languages, online government services for 

vulnerable groups, accessibility features, portals available in various hardware, free internet points to access. 

DPIDG could consider piloting accessible version of the E-Government Survey.   
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Session 6: The Way Forward 

  

During the last session each expert was requested to provide on a paper-card at least three written 

input/recommendation on E-Government Survey methodology for 2020 edition and beyond, which were then 

discussed during the round-table (see Annex 4 for full list of recommendations).  Resulting recommendations 

included a range of specific and concrete issues, such as adding new questions to Member State Questionnaire 

(MSQ), piloting a new sub-index on cybersecurity through online survey (OSI), and supplementing UNESCO data 

on human capital (HCI) with household survey data on digital literacy skills from ITU (e.g. the HH9 and HH15 

questions2.  

 

To narrow down the range of transactional online services assessment it was suggested asking the 

governments how individuals and businesses complete procedures in 2 areas relating to people’s life-cycle and 

business life-cycle (e.g. offline or online, in full or in parts). Asking the government how many of the 

transactions are done online (in MSQ) can help indicate how many people actually use the online service.  

 

Emphasis was given also to identifying pilot indicators of the future of technology and the future of 

governments and assessing the role of government in provision of new services in the future (e.g. platforms, 

new and more structured forms of PPPs). Similarly, institutionalization of data collection on [such pilot] 

indicators capturing digital transformation, digital trade and digital economy, even if at first the data might be 

imperfect or incomplete. Should be important to analyze how governments are preparing society for 

disruption. These and other proposals will be grouped, detailed and analyzed more in depth in the EGM report. 

Conclusions 

  

The experts agreed that nowadays digital government is a fundamental pillar of governmental work and 

contributes increasingly more to the economy and SDG implementation. Given that nearly everything in the 

society has a digital aspect and digital form, communities and citizens around the world are increasingly 

dependent on online data and information, online public services, and digital platforms for social interaction. 

Measuring a digital economy is not a luxury but a necessity, and the use of new technologies like AI and 

blockchains need public trust for it to deliver its expected outcomes. In the times when trust in the 

governments is overall low, building public trust in digital services and digital economy is key priority for 

governments.  Likewise, bridging the different forms of digital divides is paramount to advance “fit-for 

purpose” digital development. 

  

                                                
2 See  https://www.itu.int/en/ITU-

D/Statistics/Documents/events/egh2017/EGH%202017%20background%20document%202%20-%20Improving%20the%

20Measurement%20of%20ICT%20skills.pdf 

HH9: Proportions of individuals using the Internet, by type of activity would capture a broader set of ICT skills and HH15: 

Individuals with ICT skills, by type of skills need to be reviewed to reflect ICT skills beyond computer-related skills). 
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The UN E-Government Survey, in its next 2020 edition could, thus, provide a policy framework for digital 

government with the fundamental building blocks e.g. data, digital ID, basic and advanced technological 

infrastructure, ethical frameworks, in enabling implementation of the SDGs. It should also focus on aspects of 

building digital trust, bridging digital divides, capturing the impact of digital economy growth and leaving no 

one behind. This can be achieved modifications to current Survey methodology, such as adding new questions 

to MSQ, piloting new sub-indices through OSI, and supplementing HCI assessment with household survey data 

on digital literacy skills from ITU. 

  

All the experts agreed in continuing the collaboration between UNDESA (DPIDG, SD, SDDG ...), the UN Regional 

Commissions and the other prominent EGM actors and international organizations on the concrete areas 

identified during the meeting, through the establishment of an informal network of experts organized in 

thematic clusters. 

  

As first task, the network will review the draft EGM report for inputs and additional comments before the final 

submission. Bilateral meetings with regional commissions and with the other UNDESA Divisions will also be 

taken soon - starting with ESCAP, UNECE, ITU, UNCTAD, UNU during the WSIS week.   

  

Regional Commissions, UNDP and World Bank will also replicate this EGM model to enhance cross-agency 

collaboration on digital government and digital transformation to achieving the SDGs. 
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● Setting the Scene by Mr. Vincenzo Aquaro 

 

10:00 – 10:55  Session 1: Global Progress & Perspectives: e-government, digital cooperation and the 

Sustainable Development Goals (SDGs)  

Moderator:  Mr. Vincenzo Aquaro 

 

Speakers:     Mr. Hamid Rashid, EAPD/UNDESA - E-Government, digital cooperation and 

sustainable development goals: A macroeconomic perspective 

Mr. Wai Min Kwok, DPIDG/UNDESA - Global progress & perspectives: e-

government, digital Cooperation and the sustainable development goals 
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11:15 – 13:00  Session 1: Global Progress & Perspectives: e-government, digital cooperation and the 

Sustainable Development Goals (SDGs)  (continued) 

Speakers:    Mr. Salim Hasham, McKinsey Consulting - Digital identification: A key to inclusive 

growth    

Discussion 

    

13:00 – 13:15 Group Photo (Conference Room 8) 

 

13:15 – 14:30 Lunch Break  

 

14:30 – 15:20 Session 2: Regional Progress & Perspectives 

Moderator: Ms. Arpine Korekyan - United Nations E-Government Survey 2020 Global and 

Regional Perspectives 

 

Speakers: Ms. Atsuko Okuda, ESCAP - Asia regional perspective 

Mr. Haidar Fraihat, ESCWA - Government Electronic and Mobile Service (GEMS) 

maturity index: Towards a regional assessment tool 

Mr. Deniz Susar, DPIDG/UNDESA - Report on Gulf Cooperation Council EGM in 

Feb 2019 in preparation for the UN E-Government Survey 2020 

Mr. Mactar Seck, ECA - Africa Regional Perspective 

 

Discussion  

 

15:20 – 15:40 Break 

 

16:40 - 17:30 Session 2: Regional Progress & Perspectives (continued) 

  Moderator/Speaker: Ms. Arpine Korekyan  

 

Speaker:       Mr. Ralph Heinrich, ECE - Europe Regional Perspective 

Ms. Wendy Carrara, Capgemini - Private Sector Regional Perspective 

Ms. Diana Parra Silva, Consultant - LAC Regional Perspective 

Discussion  

   

 Tuesday, 2 April 2019 

 

09:30 – 11:10 Session 3: Methodology (Digital Government & ICT4SDGs)  

Moderator:  Mr. Wai Min Kwok 

 

Speakers:     Ms. Samia Melhem, World Bank - EGov, digital cooperation and the 

SDGS_World Bank 
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Mr. Kjartan Sorensen, UNCTAD - UNCTAD Business Facilitation Programme 

systems; Kenya Trade Portal; Global Enterprise Registration Index  

Ms. Elida Reci, DPIDG/UNDESA - Presentation on methodological approach 

 

Discussion 

 

11:10 – 11:30 Break 

 

11:30 – 13:00  Session 4: Methodology for e-Government Development at the Sub-national Levels 

Moderator: Mr. Deniz Susar  

 

Speaker:    Mr. Vincenzo Aquaro, DPIDG/UNDESA - Report on UNU EGM on e-Government 

measurement and assessment at the local/municipal/city level 

 Discussion 

 

13:00 –14:30 Lunch Break 

   

14:30 – 15:50 Session 5: Digital Inclusion in Public Service Delivery and the SDGs 

Moderator:  Ms. Elida Reci -  

 

Speakers:  Mr. Deniz Susar, UNDESA - United Nations E-Government Survey E-participation 

Index (EPI) 

Mr. Sainivalati S. Navoti,  DSDG (SIDS Unit), UN DESA - Digital inclusion in 

public service delivery: A SIDS perspective 

Mr. Tomás González, UN-OHRLLS - Connectivity and e-governance from the 

perspective of LDCs, LLDCs and SIDS 

Ms. Maria Martinho, DISD,  UN DESA - Digital inclusion for public service 

delivery 

15:30 – 15:50 Break 

 

15:50 – 16:15 Session 5: Digital Inclusion in Public Service Delivery and the SDGs (continued) 

   

Discussion 

 

16:15 - 17:35 Session 6: Conclusions and The Way Forward 

   

Discussion on the way forward:  Mr. Vincenzo Aquaro, Chief, DGB, DPIDG  

    Discussion and conclusions 
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4. Recommendations of Experts (from paper-cards) 

 

Kjartan Sorensen, UNCTAD 

 

● Further enhance the focus of online transactional services to business and entrepreneurs by including 

(in the EGDI) the ability to create a business online, e.g. by looking at indicators such as ease of doing 

business, starting a business, Global Registration Index (http://ger.co/), online construction permit, 

online visas for investors 

● Ask Member States to indicate in the MSQ 2-3 systems they want to showcase. Let the responding 

government choose from a large number of services, to highlight their availability and priorities. 

● Suggest asking how individuals and businesses to complete in full or in parts procedures online in 2 

areas relating to human life-cycle and business life-cycle. 

● Ask the government how many of the transactions are done online - indicates how many people 

actually use the online service. 

 

○ On OSI Assessment: 

● Look at the services they provide: can you apply online? Can you obtain online? 

● Measure usage (pick up rates, but also quality): how many people are using the service? If needed 

using analytics. If many people are using them, it means they worked. 

● Ability of institutions to share data and cooperate 

 

○ On Intergovernmental cooperation on e-government 

● Crossroad 

● Interoperability 

● Number of joint registrations 

● Number of government-to-government APIs developed - the capacity to provide simultaneous service 

across different government agencies (APIs, interoperability) 

 

Diana Parra Silva, representing LAC region 

 

● Short term actions: 

○ Collect data from governments, even if it not perfect in the beginning. Need ‘Hard Data/Hard 

Indicator’ that focus on the percentage, not only yes or no. 

○ Demand-side: indicators of usage (surveys to population) 

○ Supply-side: indicators about the provision of services (% of services online (by stages), % of 

online services using unique digital ID, etc.) 

○ Review the human capital index using HH9 and HH15 data 

● Long-term actions:  

○ discussion of future indicators that are not being collected by governments in the present but 

the survey can promote them 

○ Measuring on “some” services will lead to giving privilege to some things - economic impact? 

Social impact? Be careful with this path. 

○ For ICT indicators from ITU: every year there are groups (multi-stakeholder) who are discussing 

the change of ICT development indicators. We need to engage the government in this kind of 

group in order to encourage them in data collection as well as discuss the obstacles 

○ New Global Cybersecurity Index by ITU will be published soon. 
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Maria Martinho, DISD  

 

○ Ten suggestions in the PPT 

○ Involve social groups. 

○ Provide an accessible version of the Survey for the disabled. 

 

Wendy Carrara, Capgemini 

 

○ Pilot indicators of the future of technology and the future of governments - the role of 

government in the provision of new services in the future (e.g. platforms, PPPs); how are 

governments preparing society for disruption 

○ Underline the importance of governments in going digital to remain relevant in providing 

services to citizens & businesses; what are the building blocks of government as a service 

○ Chapter 8 of the survey from 2018 has raised expectations with topics such as AI, chatbots, 

distributed ledgers, platform, the increase of data source. Identify if countries are having a 

leapfrogging & quick-wins. (as additional questions in MSQ) 

○ Identify whether countries are leapfrogging in this area in terms of policy, implementation, 

impact, by adding questions to the MSQ 

■ To narrow the scope down, perhaps data could be chosen as the central component: what 

data? From what sources? → how it has been used → why? What are the impact/benefits? 

○ Suggest a chapter on digital trust 

■ composite indicators based on EGDI and EPI questions, new questions on transparency 

(e.g. open data measurement, open government, algorithm transparency), cybersafety 

■ As a driver of uptake of existing services (questions on uptakes) 

■ What are the expectations of citizens 

○ Keep the LOSI measurement since it captures insights of the ecosystem at the local level 

■ Underline quick wins 

■ Lessons learned for other levels of government 

■ Use cities as an ecosystem to zoom in on specific aspects as well as pilot new small 

indicators.  

 

Ralph Heinrich, UNECE 

 

○ In MSQ, try to capture the transformative nature of e-government in public sector 

■ Is there client feedback 

■ Is there a process that assures feedback translate into change? 

■ Are there examples of public services that have been improved, created, globalised due to 

client feedback? 

■ Are there examples of co-creation? 

○ Try to capture the quality of online services from client perspective. 

■ Do online tools/services perform as expected? 

■ What benefits do they provide? (Format: compendium or case studies to complement the 

Survey due to resource constraint) 

○ Incorporate discussions on security and privacy as pre-conditions. (if a government can’t provide 

secure service or won’t respect privacy, maybe it shouldn’t be encouraged to expand e-

government) 
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Samia Melhem, World Bank Group 

 

○ Review the MSQ based on all the suggestion. Ref WB’s Digital Government Assessment 

○ When feasible, include more stakeholders’ analysis in MSQ (relevant agencies, donors, financing 

organization, regional organizations, mobile service providers) 

○ Closely collaborate with ITU to review infrastructure questions: the availability of local cloud, 5G 

and IoT, data traffic 

 

Haidar Fraihat, ESCWA 

 

○ Suggest cooperation among various specialized agencies 

○ Suggest a chapter of digital transformation/development 

○ Suggest a chapter/box of digital identifiers 

○ Suggest a measurement of availability of building blocks (checklist) 

○ Questionnaire format: suggest changing from yes/no question to Likert scale since yes/no has 

more limitation 

○ Adding 3 questions on the MSQ:  

■ Do 50% or more citizens execute the service through online?  

■ Do you have cross-border services executed electronically through E-government Service?  

■ Does 25% or more of your e-government services have fintech component? 

 

Atsuko Okuda, UNESCAP 

 

○ Add a chapter of telecommunication infrastructure focus on supply (gov’t connectivity)/demand 

(social media/wifi) 

○ Possibly focus on the use of emerging technologies in e-government: IoT, AI, Cloud computing 

etc, which will help identify capacity gaps 

○ Explore insight into wifi and/or social media to estimate the people who can benefit from e-

government 

 

Mactar Seck, UNECA 

 

○ Digital ID should be a component of the 2020 Survey. Through measuring this indicator related 

to standards, norms, security, neutrality technology should be  

○ Emerging technologies (the use of AI, Blockchain) should be included in the 2020 Survey. 

Measure their usage/impact. 

○ Link the surveys and questionnaires more closely to the SDGs 

○ Enhance cooperation and partnerships with UN agencies, the private sector and civil society. 

 

Minerva Novero-Belec, UNDP 

 

○ Collaborate with other agencies - ref to UNDP 

○ Linkages across systems: API, ecosystem thinking, interoperability, to accelerate  

○ Disaggregation of sectors to advance understanding of reach/access by settings (rural/urban, 

capital/beyond capital divides) 
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○ Add context/setting to enhance survey relevance, address vulnerable areas (e.g. conflict/post-

conflict, fragile, SIDS, LLDCS)  

○ Alignment between global commitments (ref NUA & 2030 Agenda) 

○ Add questions of evolution/transformation of government, maybe through the e-participation 

questions 

○ Assess New technologies that are being adopted 

 

Benson Sim, UNSD 

 

○ Emphasize more on the user end. Measure the satisfaction level of e-government services. 

○ Let UNSD know how we can help you in the future survey. Adopt emerging data analysis tools 

such as Big Data. (UNSD has a group of experts of Big Data who can help.) 

○ Include a concrete policy dimension in the Survey. Maybe collaborate with other UN agency to 

create a more concrete policy framework. 

 

Ann-Kristin Kreutzmann, UNSD 

 

○ Take look into the demand side: like how many people are using the service, and what are they 

using 

○ Measure people’s willingness to use the e-government service. Capture not only the lack of 

access or ability but also the lack of willingness. 

○ E-government may lead to decreasing social interaction in everyday life. So do not only ask for 

satisfaction with the quality of the online service, but also if this is the preferred service 

compared to another service (offline, phone?) 

 


