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Part | — Overview of the United Nations e-Government
Survey

1. Background

Since 2003, the Division for Public Administration and Development Management
(DPADM) of the United Nations Department of Economic and Social Affairs (UN-DESA)
has published every two years the United Nations E-Government Survey (“the Survey”),
which is a flagship publication of UN-DESA. The Survey is mandated by the General
Assembly through resolutions 58/231 and 59/55 on public administration and
development. It provides policy guidance on how governments can utilize new
technologies in public administration to increase the impact of development efforts. The
Survey, which is the only report that assesses the e-Government development status of the
193 Member States of the United Nations, serves as a tool for decision makers to identify
areas of strength and challenges in e-Government and inform relevant policies and
strategies. Each edition of the Survey focuses on a specific thematic area, which is
considered relevant to the United Nations Member States and the international community.
The forthcoming Survey 2016 will focus on “E-Government as an Enabler of Sustainable
Development” highlighting the potential of e-Government to promote the 2030 sustainable
development agenda.

The Survey has promoted a citizen-centric approach in e-service delivery, which
ensures that the availability of electronic and mobile services are designed with citizens’
needs in mind, especially those of vulnerable groups, in order to narrow the digital divide.
Over the past decade, it has become evident that an increasing number of countries are
adopting this citizen-centric approach and setting up national e-Government strategies by
balancing the supply and delivery of e-services with the demands of citizens.

2. Methodology

In terms of methodology, the Survey has adopted a holistic view of e-Government
resting on three important dimensions (i) the availability of online services and content, (ii)
telecommunication infrastructure and (iii) human capital. The 2003 World Public Sector
report, in which the e-Government Survey was unveiled, explained that “[t]he conceptual
framework adopted by this Survey is based on the vision of human development provided
by the UN Millennium Declaration” (UN 2003b, page 132). It also highlighted that “in
keeping with the UN Millennium Declaration, the focus of the Survey is on provision of
socio-economic services to the population through the use of e-Government as a
programmatic tool, as well as on participation” (UN 2003b, page 132). In this context, the
Survey came to evaluate a government’s national portal (s), and the ministries of
education, finance, health, labor, and social welfare, all indicative of development for all
and closely associated with the Millennium Development Goals (MDGs). The Survey
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measures e-Government development through the e-Government Development Index
(EGDI) consisting of three components weighted in equal manner:

e Online Service Index (OSI) - measures the online presence of government and the
services provided to citizens online

e Telecommunication Infrastructure Index (TII) - measures through several indicators
the infrastructure through which citizens can have access to the government online
services.

e Human Capital Index (HCI)- measures the educational base of citizens that will allow
them to access the government services online.

Online Service Index

Telecommunication

Infrastructure Index Ranking

EGDI of

UN Member States

Human Capital Index

As a composite index, the EGDI is based on the weighted average of three
normalized indices where 1/3 is derived from a telecommunications infrastructure index,
1/3 from a human capital index, and 1/3 from the online service index. The combined
EGDI score gives an indication of e-Government development across United Nations
Member States relative to each other as opposed to being an absolute measure with a finite
goal. Although the weight of the OSI is equal to the others, there is greater opportunity to
improve quickly in this area and affect the overall EGDI ranking because improvements in
human capital and infrastructure take longer. The International Telecommunication Union
is the primary source of data for the TII, which is an arithmetic average composite of the
following indicators:

2012 Subcomponents

€% estimated internet users per 100
e inhabitants

@ number of main fixed telephone
lines per 100 inhabitants

number of mobile subscribers per
100 inhabitants
Fixed internet subscriptions per 100
inhabitants

Qé and number of fixed broadband
facilities per 100 inhabitants

2014 Subcomponents

€%  estimated internet users per 100

o inhabitants

\/

number of main fixed telephone
lines per 100 inhabitants

number of mobile subscribers per
100 inhabitants

2 and number of fixed broadband
facilities per 100 inhabitants

number of wireless broadband
;é\ subscriptions per 100 inhabitants

The wireless broadband subscription parameter was added in 2014 replacing the indicator
for fixed internet subscription per 100 inhabitants. The new component reflects the
development of telecommunications around the world. The HCI is a weighted average
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composite of four indicators: 1) Adult literacy rate (%); 2) Combine primary, secondary
and tertiary gross enrolment ratio (%); 3) Expected years of schooling; and 4) mean of
years of schooling. UNESCO is the main source of data for the HCI while all data gaps are
filled either using data firstly from UNDP; secondly from the World Bank; thirdly from
national sources; and finally, when all previous measures proved unsuccessful, data from
the Human Capital Index was used.

adult literacy
rate

estimated years of H c I mean years of

schooling schooling

combined primary,
secondary, & tertiary gross
enrolment ratio

The data for the Online Service Index (OSI) comes from the online assessment
using the survey questionnaire developed by UNDESA/DPADM. The Survey uses a
supply side approach — assessing the supply of information and services on websites — as
its primary form of data collection. The OSI is based upon a four-stage model, which is
ascending in nature and builds upon the previous level of sophistication of a state’s online
presence.

Transactional I
: onnected
Emerging e Presence:
Presence: S Presence:
Presence: . Two ways interactive WoG, full
offering Greater sources, applications, financial in terope:rability
basic information e-tools, e-services of and non financial ‘

G2G, G2C,C2G ...

on line ... transactions ...

Accordingly, the questionnaire used to assess online services of a country is
structured in four sections corresponding to the four stages of e-Government development,
i.e. emerging presence, enhanced presence, transactional presence, and connected
presence. Most of the questions in the Survey questionnaire are binary as to whether a
particular feature is present on a website (yes, or 1) or unavailable (no, or 0) with few
range questions. The questions are structured according to key thematic areas. The first of
these includes questions relating to attributes that would be considered typical of an
“emerging presence”, providing information that is limited and basic. The second stage is
“enhanced presence”, in which the government provides greater public policy and
governance sources of current and archived information (such as policies, laws and
regulation, reports, newsletters, and downloadable forms). The third stage attributes to a
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“transactional presence”, allowing two-way interaction between the citizen and his/her
government. It includes options for paying taxes and applying for ID cards, birth
certificates/passports, license renewals and other similar C2G interactions by allowing
citizens to submit online 24/7.

The fourth and final stage is labelled “connected presence”, which represents the
most sophisticated level in the online e-Government initiatives. It can be characterized by
an integration of G2G (Government-to-Government), G2C (Government-to-Citizen) and
C2G (Citizen-to-Government) (and reverse) interactions. The government encourages
participatory deliberative decision-making and is willing and able to involve the society in
a two way open dialogue. Through interactive features such as the web comment form,
and innovative online consultation mechanisms, the government actively solicits citizens’
views on public policy, law making, and democratic participatory decision making.

While the methodological framework has remained consistent across survey
periods, there is a need to update its components to reflect the new trends in e-Government
and consider the new indicators for the telecommunication and human capital. During the
past ten years, the Survey and methodology was improved and some of the EGDI sub-
components were added or removed to capture current developments. This is a
particularly challenging task since comparability across years needs to be ensured while
adapting the Survey to current developments in the area of e-Government so as to reflect
the complex, dynamic, innovative and evolving nature of ICTs and their application in
government, as well as new societal challenges.

~T
T N

At

, E-GOVERNMEN
SLORAL E00V SURVEY
RLADINESY A1»

Therefore, in preparation for each new edition of the Survey, great attention is
given to reviewing its thematic areas, as well as to updating the questionnaire used by
UNDESA to assess the online presence of countries. The number of new questions and
themes is limited in scope in order to avoid big discrepancies with the previous editions.
It is important to maintain a certain degree of historical methodological consistency of the
Survey, which has allowed for relative comparative analysis over time. Keeping in mind
the above constraints, opportunities abound in adapting the Survey to current trends, such
as usage, impact, outcomes, and sustainable development from a supplemental approach,
or finding proxy indicators by which to measure them.

10
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Part Il - Purpose, organization and facilitation of the EGM

1.  Purpose and overview

The EGM on “E-Government for Sustainable Development” was held at United
Nations Headquarters in New York from 16 to 17 March 2015. The purpose of the EGM
was to provide an open, inclusive and participatory platform for experts to: (a) exchange
views on challenges, emerging issues and trends related to e-government for sustainable
development, (b) identify possible thematic areas relevant to the United Nations E-
Government Survey 2016 from a sustainable development perspective, (c) review the
Survey’s methodology and discuss possible assessment measures for the identified issues
and e-services.

Compiled suggestions from a number of regional consultative meetings held with
Member States as part of the preparatory process of the Survey 2016 were also presented
for deliberation during the EGM. Over the past years, due to a growing interest in the
Survey and its methodology, Member States have expressed interest in having a greater
role in enhancing the Survey. In order to respond to Member States’ request, and to allow
for a more inclusive, open and participatory approach in the design of the Survey DPADM
in collaboration with a number of regional hosts, organized for the first time consultative
meetings on “E-Government for Sustainable Development” as part of the preparatory

process of the upcoming Survey.

The primary goal of the consultative meetings was to obtain feedback on past
editions of the Survey and provide suggestions for the Survey 2016. The feedback
received from Member States during the consultative meetings, which were held in
Bahrain, Belgium, Colombia, Estonia, Kazakhstan, Morocco and Republic of Korea', were
compiled by UN-DESA and presented during the relevant sessions of the EGM. Key
recommendations from the meeting held in Rwanda were not presented during the EGM
since the meeting took place at the end of March. However, its key highlights are included

in this report.

Participants of the consultative meetings included senior government officials at the
top decision-making levels, particularly those who work as national Chief Information
Officers (CIOs), or hold equivalent positions within national governments and have
specific responsibilities concerning e-Government policy design, implementation, and
evaluation, with impact on service delivery aspects.

In addition to the offline regional consultations, an online platform became
available through the United Nations Public Administration Network (UNPAN) for
Member States and other key stakeholders to provide feedback and suggestions for the
Survey 2016. The online consultation was made available on the UNPAN using Google

! The consultative meetings were held from December 2014 to March 2015.

11
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Docs as an online platform for the duration of two weeks (20 February 2015 to 6 March
2015) in order to facilitate participation of Member States that could not take part in the
process offline. The platform was password protected to ensure the legitimacy of the
responses submitted. The online consultation consisted of the same eight questions, which
were used during the consultative meetings and the EGM.

A total of 17 public administration and e-Government experts took part in the EGM
representing all regions of the world. A total 103 out of 193 Member States have
participated in the preparatory process for the Survey either through the consultative
meetings or through the online consultation. A total of 84 countries took part in the
regional consultative meetings, and a total of 48 countries provided their suggestions for
the Survey through the online platform (see Table 1 here below). Some countries provided

feedback during one of the consultative meetings and through the online platform.

Table 1: Geographical coverage of the consultative meetings and online

consultation

Latin Europe and
Africa Asia and the Pacific America and North
Caribbean America

Benin Afghanistan** Mongolia Bahamas* Albania*
Burkina Faso Azerbaijan** Myanmar Brazil* Austria
Burundi Bahrain** Nauru Chile Belgium
Cameroon** Bangladesh** Nepal Colombia** Czech Republic
Chad Bhutan** New Costa Rica** Denmark**
Comoros Brunei Zealand* Dominican Estonia
Democratic Darussalam Oman** Republic** Finland
Republic of Cambodia Palau Ecuador France*
the Congo China Philippine Haiti Germany
Egypt* Cyprus* gx* Honduras* Iceland
Ethiopia* Fiji Qatar* Mexico* Israel**
Kenya India** Republic Paraguay Italy
Lesotho Iran (Islamic of Korea Uruguay** Latvia**
Madagascar Republic of) Saudi Luxembourg**
Malawi Japan** Arabia** Malta
Mauritania Kiribati Singapore Montenegro
Niger Kuwait** *k Netherlands**
Nigeria Kyrgyzstan Syria* Norway*
Rwanda Lebanon* Thailand Portugal**
Senegal Malaysia Timor- Republic of
Seychelles* Maldives Leste* Moldova
Somalia Marshall Islands Tonga Serbia**
South Africa Micronesia Turkey** Slovakia*
South Sudan (Federated States Uzbekista Slovenia**
Sudan of) n Sweden
Swaziland* Vanuatu* Switzerland**
Togo * United
Uganda Vietnam* Kingdom*
United * United States of
Republic of America
Tanzania

@] The countries represented through the consultative meetings only
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* The countries represented through the online consultation only
*x The countries represented through the online consultation and the consultative meeting

2.  Organization and structure

The EGM was organized over the course of two days and was articulated into five
plenary sessions and three parallel working groups. The sessions were structured around
key focus questions, which were also addressed during the consultative meetings and
online consultation that preceded the EGM (see Table 2 here below).

Table 2: Focus questions of the EGM

Working Group 1: Emerging E-Government Issues and Innovative
Approaches to Promote Sustainable Development

Q1: How can e-Government contribute to advancing sustainable development?

Q2: What are the challenges/obstacles in implementing e-Government for sustainable
development?

Q3: What are the e-Government innovative approaches and services to advance
sustainable development?

Q4: What emerging innovative e-Government approaches and services to advance
sustainable development should be considered for the Survey 20167

Working Group 2: Enhancement to the Survey’s Methodology

Q5: How can the approaches and services identified earlier be measured by the Survey?
Q6: What enhancements could be made to the E-Government Development Index
(EGDI) and its components?

Working Group 3: Advancing the Survey’s Conceptual Framework

Q7: How can the Survey take into account specific characteristics of countries
(including size, population density, etc.) and different levels of government, particularly
big cities?

Q8: How can the Survey better capture the usage side of online/mobile information and
services?

The first day began with opening remarks by Mr. Lenni Montiel, Assistant
Secretary-General, UN-DESA. He addressed the critical role of good governance and
effective and efficient government institutions for addressing sustainable development
issues. Plenary Session 1 provided a strategic direction for the meeting on the upcoming
Survey 2016: E-Government for Sustainable Development. The relevance of the Survey to
Member States and the importance of engaging them in the preparatory process were
highlighted by Mr. Vincenzo Aquaro, Chief, e-Government Branch (eGB), DPADM/UN-
DESA in his presentation on the United Nations E-Government Survey. Mr. Friedrich
Soltau from the Division for Sustainable Development (DSD)/UN-DESA outlined the
emerging seventeen Sustainable Development Goals (SDGs) to set the context for further
discussions. Ms. Adriana Alberti, Senior Governance and Public Administration Officer,
eGB/DPADM/UN-DESA presented the objectives of the EGM, its format, structure and
expected outcomes along with an overview of regional consultations, which provided

guidance for the next sessions’ discussions.

13
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Plenary Session 2 focused on the key theme of the United Nations E-Government
Survey 2016 - “E-Government as an enabler of Sustainable Development”. The experts
discussed two focus questions: (1) How can e-Government contribute to advancing
sustainable development? (2) What are the challenges/ obstacles in implementing e-
Government for sustainable development? After the discussion among experts in the
plenary, Ms. Zamira Dzhusupova, former Governance and Public Administration Officer,
eGB/DPADM/UN-DESA presented key highlights from the regional consultations on E-
Government for Sustainable Development to be taken into consideration by the experts in
their own deliberations.

In the afternoon of the first day, Session 3 focused on the theme of “Emerging E-
Government Issues and Innovative Approaches to Promote Sustainable Development”.
The experts were divided into three parallel Working Groups and each group had at its
disposal one and half hour to discuss two focus questions: (3) What are the e-Government
innovative approaches and services that can advance sustainable development? (4) What
emerging innovative e-Government approaches and services to advance sustainable
development should be considered in the Survey 2016? Following discussion at round-
tables, Working Groups reconvened in plenary session and each group presented their
findings giving the opportunity to other groups to share their feed-back. Mr. Richard
Kerby, Senior Inter-Regional Adviser, eGB/DPADM/UN-DESA presented key highlights
from the regional consultations on Emerging E-Government Issues and Innovative
Approaches for Sustainable Development to be taken into consideration by the experts in
their discussions.

The second day of the Meeting opened with Session 4 — Enhancement to the
Survey’s Methodology. Mr. Jonas Rabinovitch, Senior Inter-Regional Adviser,
eGB/DPADM/UN-DESA made an introductory presentation on the Survey’s
Methodology. Mr. Keping Yao, Governance Expert, United Nations Project Office on
Governance, DPADM, made a presentation on the findings from the regional
consultations. Following the presentation, each working group discussed two relevant
focus questions: (5) How can the trends identified earlier be measured by the Survey? (6)
What enhancements could be made to the E-Government Development Index (EGDI) and
its components?

3. Participatory meeting facilitation

The meeting adopted a participatory workshop management approach, which
allowed for a structured process of brainstorming leading to concrete recommendations.
Traditional EGMs/workshops often consist of lectures or panels of a few experts with
participants by and large in a listening mode. This tends to create passivity in the
participants and does not necessarily challenge their minds to interact with the ideas being
presented. By increasing the degree and quality of participation in a discussion or
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workshop, both in large and small groups, participants can move into the role of co-
creators of the event and engage more of their imagination, creativity and energy.

Results of more extensive and deeper participation are increased insight for all
those involved, more effective plans being produced and more innovations being put
forward. When people participate in a discussion or planning process, they are more likely
to be committed to the plans and their implementation because they have talked them
through, the plans reflect their own thinking and the group has developed a consensus.
Involvement of different perspectives in an EGM generates new insights into problems and
encourages a fresh look at opportunities. The cross-fertilization from a group bringing

diverse backgrounds to a discussion can sometimes result in breakthrough strategies.

Thus, experts discussed focus questions in working groups and in plenary sessions,
and provided concrete suggestions and feedback on advancing the Survey and its
methodology. As mentioned, in order to facilitate discussions and exchange of views,
introductory presentations were made and key highlights from the regional consultative
meetings were prepared and presented in the plenary sessions.

— .\;P -
- Photos taken during the EGM

For consistency, each working group adhered to the same format in which a
facilitator would briefly introduce the topic whereby participants, consisting of both
external experts and internal staff, would discuss important issues within each topic. Each

working group had besides a facilitator and co-facilitator, a rapporteur and a friend of
rapporteur, responsible for capturing the discussions, consolidating them into a PPT, and
reporting the findings to the plenary session.
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- Photos taken during the EGM

After each session, the rapporteurs were responsible for delivering written
suggestions to the entire expert group in light of the discussion. The meeting chairperson
facilitated further discussion in the plenary and summarized the key findings from the
session. Guidelines were provided to the EGM’s resource persons (see Table 3).

Table 3: Guidelines for Resource Persons

Meeting Facilitator

As Meeting Facilitator, your role is to guide group facilitators by providing them with
clear instructions and moderating dialogues at the plenary sessions and to summarize
findings from each Session for the Overall Wrap-up. More specifically, your tasks during
the meeting are to:

Ensure that a Group Facilitator and a Rapporteur are selected for each session
Guiding the first group discussion by demonstrating the participatory approach

Help the group manage time by keeping each activity within the suggested time-frame
Manage the process of discussion as sketched out in the guidelines for each session
Ensure that focus questions are answered effectively and responses from each table
discussion are collected

Assist parties to have a constructive dialogue, by guiding without directing

Help to pool together knowledge and contributions from all groups in an impartial way so
that agreed-upon common patterns and responses can emerge in each discussion
Facilitate effectively plenary discussions by encouraging participants to provide their
feedback on group presentations and specific session topics

Meeting Rapporteurs

As Meeting Rapporteur, your task is to consolidate the inputs from all group discussions
reported by the Group Rapporteurs. In particular, she/he should:

Collect reports from each Group Rapporteur with key points and suggestions on the focus
questions of each session

Record feedback and comments from each plenary discussion regarding group
presentations on each focus question

Wrap-up the key points and suggestions from the group presentations per each session
taking into account the comments from the plenary discussion

Recapitulate the key points and suggestions developed during each session

Compile the key points and suggestions provided by all groups regarding focus questions
of each session
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Table Chair

As Table Chair, your role is to support everyone at the table to do their best thinking by
enabling group members to search for inclusive solutions and build a common
understanding. More specifically, your task during the session is to:

Ensure that a Table Chair is selected

Help the group manage time by keeping each activity within the suggested time-frame
Manage the process of discussion as sketched out in the guidelines for the individual
sessions, and ensuring that questions are answered effectively

Assist parties to have a constructive dialogue, by guiding without directing

Maximize full participation, minimize individuals dominating or interrupting the group,
and optimize the group’s performance

Help to put together knowledge and contributions from all members in an impartial way so

that agreed-upon common patterns and responses can emerge from the discussion
Ensure that a successor is designated at the beginning of the following session, and
transfer your responsibilities and materials (including this card) to the new Table Chair

Table Rapporteur

As Group Rapporteur, your task is to document the proceedings of the group discussion
during a session and present them to the plenary. In particular, she/he should:

Take note of the remarks provided by table members with sufficient metadata (hame of
table rapporteur, session number and Focus Question number)
Record the key recommendations as they emerge from the discussion

Recapitulate the key points raised and recommendations developed during the discussion
by reading them to the group 5 minutes prior to the plenary session to ensure agreement

Present main findings from the group discussion to the plenary
Provide his/her notes to the Meeting Rapporteur after the plenary sessions, for
consolidation with other tables’ recommendations. It is highly desirable that you also

document the results of the group’s visualization efforts (e.g., using a smartphone camera

to capture the card arrangements on the wall), and pass on this documentation to the
Meeting Rapporteur
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Part 111 — Key findings and recommendations

This section presents key findings and recommendations from the EGM discussions
organized across all eight focus questions related to e-Government for sustainable
development in terms of its potential, challenges, emerging trends and innovative
approaches and possible enhancements to the Survey’s methodology. As previously
mentioned, the findings are complemented with the key highlights from Member States
gathered during the regional consultative meetings and online consultation.

1. How can e-Government contribute to advancing sustainable
development?

The experts agreed that e-Government can help drive transformative changes and
modernize government in support of sustainable development. Experts also emphasized
the critical role that Government can play as open innovation platforms, which facilitate
co-creation, innovation, and economic growth by empowering multiple stakeholders to
cooperate in public value creation. Governance processes enabled by new technologies,
through electronic and mobile services, e-consultation and e-participation, open up new
ways of interaction and collaboration between governments and public institutions,
businesses, and social groups as well as individuals — irrespective of their geographical
location. Leveraging the internet, mobile devices and social media helps improve quality
of and access to government services, including e-education and e-health. Furthermore,
experts agreed on the following key points:

o E-Government can be an enabler of good governance and help improve
transparency, accountability, efficiency and effectiveness of sustainable
development efforts, as well as help eliminate red- tape and corruption through
informed policies and proactive use of new technologies

e It can help to transform positively the lives of people and build trust between
government and people by advancing equitable and more personalized public
services

e It can help improve coordination and integration mechanisms to address complex
and inter-dependent sustainable development issues

o It helps to empower people in decision making processes through digital platforms
that enable effective interaction and better access to government data and
information

o It facilitates inclusive economic growth by creating new job opportunities and by
providing mechanisms that enable innovative partnerships between government,
businesses, academia, NGOs and people. It also provides an open platform for co-
creation of public value and co-production of public services.

e It can foster social equity, inclusiveness of governance processes and
responsiveness of public institutions to people’ needs through technology-enabled
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fair distribution of welfare entitlements, services for people with disabilities,
inclusion of vulnerable groups, better health and education services, especially in

rural and remote areas.

e It promotes environmental sustainability by facilitating green economy and green
government, disaster prediction and risk management, reduction of unnecessary
travel both for citizens and government personnel, and less carbon emissions.
Through “MYGOV?, it can also help to raise awareness of environmental issues.
E-Government can promote environmentally sustainable business opportunities
through green procurement, e-commerce and online services for job creation.

Key findings from the consultative meetings with Member States emphasized that
e-Government plays an important role as an enabler of collaborative good governance
through whole-of-government and open government, innovation in service delivery,
citizen empowerment through e-participation and e-inclusion of wvulnerable groups,
inclusive economic development through innovative partnerships, and environmental
sustainability through predictive governance and smart green government.

Table 4: E-Government’s contribution to SD: Highlights by thematic area

Key Highlights Thematic Area

Close coordination across government agencies
Facilitating collaboration with other stakeholders
Removal of administrative barrier

Decrease in administrative burden

Process optimization

Reduce red-tape and bureaucratic measures
Open government

Increase in transparency, accountability, efficiency
Helps good governance

Enhancing trust in government

Improve security

Reduction of corruption

Better detection of fraud and reducing errors
Trusted service provision

Awareness of rights/ citizen awareness
Effectiveness in use of resources

Reduction of cost

Collaborative Good
Governance through Whole-of-
Government and Open
Government

Multichannel approaches

Improve in quality of service

Better public service

People centric personalized service delivery
Special services adapted to people’s need
Innovation in public sector

Adding public value

Innovation in Service Delivery

Citizen empowerment

Social equity

Social inclusion

Accessibility

Inclusive participation

Citizen participation/ engagement

Digital inclusion

Public services to rural and remote areas
e-participation and e-inclusion of vulnerable groups
e-procurement

Better education to advance ICT use

Spread digital literacy

Break language barrier

Open government data

Better quality and access to services and information

Citizen Empowerment through
E-Participation and E-Inclusion
of Vulnerable Groups
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Creating job opportunities . .
Promoting financial inclusion Inclusive Economic

Fair distribution of welfare Development through

Economic effects/ benefits Innovative Partnerships
Link between government, business and citizens

Green ICT

Green government
Green e-economy
Disaster prediction Environmental Sustainability

Effective disaster risk management through Predictive Governance

Low consumption, pollution, irradiation and Smart Green Government
Reduce unnecessary travel and transport

Paper smart initiative
Preservation of environment

2. What are the challenges in implementing e-Government for
sustainable development?

The experts highlighted the complex nature of e-Government in general, and in the
context of sustainable development. Given the broad diversity of definitions of both e-
Government and sustainable development, experts suggested that it would be beneficial to
define the concept of “e-Government for sustainable development”, so as to build a
common understanding. They also recommended that Governments develop evidence-
based e-Government policies to advance sustainable development and implement them by
leveraging innovative policy modelling technigques and tools.

Experts agreed that priorities and obstacles for e-Government implementation are
country-specific and should be considered within the context of each country. E-
Government’s contribution to sustainable development can be assessed by measuring
meaningful services for people that are accessible and usable through affordable channels,
including mobile devices and mediators. Direct and proxy indicators can be used for
measuring the effectiveness of e-Government policies and usage of e-services and impact.
The experts also suggested applying different metrics for measuring e-Government for
sustainable development in developing and developed countries.

The EGM highlighted the critical importance of building transformative capability
of government institutions to drive changes through e-Government programs while
avoiding waste of investments in technologies. Political will with long-term commitment
and institutional coordination is needed for tackling interrelated sustainable development
issues with the support of e-Government systems. Experts stated that strong leadership
capacity should be developed at all levels for government-wide coordination and should be
enabled by common infrastructure across the government. Nurturing a culture of
communication among agencies is key for collaborative and responsive governance to
ensure integrated and balanced responses to sustainable development challenges across its
dimensions.

The experts recommended raising awareness of the importance of cross-agency
collaboration, interoperability mechanisms, data governance, open data and big data
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analytics for integrated policies and predictive decisions that can help address sustainable

development challenges and enable targeted and personalized services.

Experts also

agreed that it is crucial to raise awareness among the general public of e-Government
concepts, wider usage and benefits for people from a sustainable development perspective.
The experts highlighted the important role that non-governmental actors/players enabled
by technologies can play in co-creation of public goods and delivery of public services.
Table 5 provides key highlights from the EGM and the consultative meetings.

Table 5: Challenges in implementing e-Government for SD: Highlights from
EGM and consultative meetings

Highlights from the
Expert Group Meeting

Definition of SD: Challenge of defining e-
Government for 193 countries and of a
common understanding of SD

Lack of leadership

Silo mentality: People may end up creating
silos using e-Government and technology

Interoperability: Policies to share goals/data
may exist but not interoperable mechanisms
within Governments. This is also related to
ineffective coordination of investments in
technology

Inadequate infrastructure

Low (ICT) literacy and uptake: People do not
understand e-Government and how it works

Data use and access: Limited discussion on
how to use and access data to enhance SD

Insufficient financial resources

Country-specificity: Different/ specific
priorities for developing countries

Highlights from
Member States

Definition of SD: Lack of understanding of
eGOV for SD

Lack of leadership and political will:
Insufficient quality of governance and
leadership. Lack of political will and
engagement, leadership support.

Silo mentality: Lack of mechanisms for the
coordination of the investment in public
administration to optimize resources. Working in
isolated silos. Obstacles in the mindset / attitude.
Reluctance to share data, information and
resources. Challenges in delivering integrated
services

Interoperability: Lack of technical
interoperability between systems of different
government agencies or even inside the same
government remains an issue

Lack of basic IT infrastructure: Lack of
access to internet facilities; Lack of electricity in
developing countries

Low literacy and usage: lack of awareness and
capacity among whole population to reap the
potential benefits. Low take-up of services —
hard to reap benefits.

Digital divide due to demographic and
geographic factors. Multi-linguicism in many
countries

Limited resources: Lack of sustained funding
and budgetary limitations for eGov development
/ maintenance. Balancing outsourcing with in-
house ICT-development

Lack of sustainable capacity building
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Implementation: How to link priority of the
SDGs to policy and implementation. Political
goals are not always specific.

Common ldeas from EGM and Member States

programs: Lack of capacity and awareness in
the public sector

Poor governance: Corruption, lack of
transparency, accountability, efficiency and
effectiveness. Lack of political stability in some
regions. Obstacles at the organizational level -
dealing with legacies. Aligning eGov programs
within regional programs

Defining meaningful services: Accessibility,
availability and quality of highly demanded
public services. Reluctance to provide e-services
Users not at the center of e-Government
programmes, usability not there. Limited use of
social media to interact with the population
Lack of trust in government: Addressing the
distrust of citizens in (e-)government: protect
their privacy, guarantee security

Lack of appropriate legal frameworks -
privacy and security, interoperability, open data,
data quality and ownership

Inadequate monitoring of progress: Lack of
statistics and relevant mechanisms to monitor
performance and assess the progress and impact.
Delay in implementing eGOV initiatives

Lack of political will, leadership support and political engagement
Lack of common understanding of sustainable development and of eGOV for SD

Working in silos

Reluctance of government officials to provide e-services and low up-take

Lack of IT expertise and personnel
Delay in implementing eGOV initiatives

The highlights of the e-Government challenges and obstacles in implementing sustainable
development are grouped into the following thematic areas (see Table 6).

Table 6: Challenges in
implementing e-Government for sustainable development: Highlights by
thematic area

Key Highlights

Thematic Area

- Alignment of e-Government program to national plan

- Lack of political stability

- Lack of regulatory framework for access of information, data

protection, public procurement
- Lack of open competition in telecom system
- Quality of governance and leadership
- Ineffective public administration
- Bureaucracy
- Lack of efficiency, effectiveness
- Lack of transparency, accountability
- Lack of trust
- Lack of political support

- Limits to economic efficiency; investment coordination

Low quality of
Governance and
Leadership
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- Working in silos
- Lack of collaboration between sectors
- Data in silos

Weak Institutional
Capacity for
Collaboration

- Lack of human capital

- Presence of corruption

- Operational gap in high level civil servants to think in perspective of
SD

- Lack of awareness on e-Government potential

- Lack of focus on bridging the digital divide

- Lack of capacity building

- Lack of interaction with population

- Lack of digital competencies

- Mindset and attitude; resistance to change

Weak Human
Resources Capacity
and Organizational

Culture

- Lack of budget; financial stability

- Lack of investments on telecom infrastructure

- Lack of (cyber) security

- Lack of basic infrastructure

- Low penetration of ICT infrastructure

- Need for supplies

- Concentration of activities and internet infrastructure in very few
countries

- No systematic/ technical interoperability

Poor Infrastructure,
low Digital
Connectivity and Lack
of Funding

- Delivery of meaningful services
- Lack of user-centric services

- Lack of innovation

- Low quality of data

- Lack of open data

- Need for technical guidance

Low Degree of
Innovative Service
Delivery and Lack of
Open Data

- Digital divide from economic/ demographic/ geographic factors
- Low ICT literacy

- Low take-up

- No usability

Low Take-up/ Usage
and Digital Divide

3. What are the emerging e-Government issues and innovative

approaches to promote sustainable development?

At this time of multiple crises when doing ‘business as usual’ is simply not an
option, innovation and concerted synergies from governments, civil society and the private
sector are needed to solve pressing inter-connected challenges. Governments increasingly
face a more active citizenry demanding for (a) more customized services that fit people’s
unique expectations, (b) greater degree of transparency, accountability and efficiency of a
variety of governmental services, and (c) greater citizen participation in decision-making
processes. All these challenges require innovative approaches to enhance governance
processes and to transform public sector administration and the delivery of services. In
this context, the experts were called upon to elaborate on how emerging e-Government
issues and innovative approaches can advance sustainable development and how they can
be reflected in the Survey.

Whole-of-Government approaches
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The experts highlighted that a holistic approach is needed to advance sustainable
development through the implementation of whole-of-government approaches. Experts
emphasized that the first step Governments need to take in adopting innovative approaches
is to have a strategic vision of e-Government development in the context of sustainable
development, and to adopt that vision as an official document in order to provide direction
and guidance to government institutions. A Whole-of- Government approach should be
embedded in the national strategies to encourage collaboration and coordination among
ministries and agencies as well as all levels of public administration. To ensure successful
implementation of national strategies, governments should provide adequate regulatory
and legislative frameworks, including for open government, information security and
personal data protection. Experts emphasized that e-Government programmes should
clearly identify expected outcomes in the context of sustainable development, as well as
define public value assessment processes and measurement metrics.

They should develop “line of sight” public value assessment processes.

In order to provide customized services to people, governments will need to
promote greater service integration through innovative whole-of-government approaches
with well-established institutional frameworks for inter-agency collaboration, and open
government data policies to enable co-creation of public services. Experts advised that
Governments should strengthen their institutional and human capacities to develop and
implement integrated evidence-based policies so as to ensure equal access to digital data,
integration of technologies and interoperability of government systems, utilization of
digital identity, open data, big data and data-analytics for personalised and targeted
services. Well-established institutional frameworks for coordination, such as Chief
Information Officer (CIO) networks across government agencies, can facilitate
collaboration within government enabling the delivery of seamless services for people and
integrated solutions to complex sustainable development issues. More attention should be
given to interoperability platforms and shared infrastructure for effective and efficient data
exchange and integration of sectoral information systems. National E-ID or digital
identity can ensure secure interactions between government and citizens and at the same
time provide personalised services and solutions for people. They also highlighted the
need to enhance the capability to develop sound ICT contracts for outsourcing,
establishing and exploiting secure clouds in government to increase flexibility and reduce
IT investment costs.

Government as an open innovation platform

Experts emphasized that Governments should serve as innovation platforms so as
to enable integrated policies and decisions across social, economic, and environmental
pillars of sustainable development. From being merely “service providers”, governments
are becoming “facilitators” of public value co-creation, making use of information and
communication technology to maximize and optimize their outreach potential. Through an

open innovation platform governments provide more inclusive, participatory platform;
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universal access to connectivity and to e-Government services. So-called joint-up
government requires creative eco-systems and enhanced leadership and executive
government capabilities for leveraging full potential of new digital technologies. Public
institutions can benefit from adopting the latest trends such as Open Government Data, Big
Data analytics, cloud computing, green technologies and smart solutions in policy making
and implementation.

Therefore, experts suggested focusing on government as an open innovation
platform, and data as sustainable innovation fuel. Such ecosystem would reflect an
integrated set of “essential elements” for guiding the implementation of the sustainable
development goals. The elements include Dignity, People, Prosperity, Justice, the Planet
and Partnerships and they cannot be considered in isolation from the others since each is
an integral part of the whole. The experts highlighted how e-Government can support the
above-mentioned essential elements:

e People - embracing social media, use for DRRM and climate change; cultivate
ICT competencies among citizens and different groups; understand/Evaluate
public value of digital government;

e Dignity - e-Financial inclusion; bank account for all (e-banking); all
government benefits to citizen through e-banking facilities

o Prosperity - local business development to promote self-economic development
by local business; e-training and financial support using e-Government; e-
commerce; open data to be usable by citizen organizations to create economic
value; access to financial services using e-Government to provide financial
benefits to citizens at all levels

e Justice - open government initiatives improve government’s accountability and
transparency

o Partnership - E-Government means citizen engagement in decision making,
especially at the local level; tools for co-creation of content that build social
capital (values, principles, sharing knowledge and information)

e Planet -preserving the environment using ICT tools for citizens; big data for
preserving the environment and solving social issues; open data on climate,
weather, and land

Emerging technologies properly and effectively applied in the public sector can
support each of the above-mentioned elements. For example, e-financial inclusion enabled
by providing bank accounts for all can benefit citizens. Emerging e-commerce
applications and e-training opportunities for local business organizations can promote self-
economic development while availability of open data usable by citizen organisations and
e-access to financial services can provide benefits to citizens, and as result, all of them can
contribute to prosperity.

Open government data and predictive analytics
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Experts further underlined how open government data is creating new economic
benefits by making data available that can be re-used by people to develop new services
and applications. Technology-based tools for co-creation of content and services can
enable innovative partnerships for building social capital and engaging citizens in decision
making, especially at the local level. In addition, Open Government initiatives make
government more accountable and transparent, thus promoting justice and social equity.
Integration of e-Government technology platforms with so-called “green-technologies”
and other alternative renewable energy platforms can provide tremendous opportunities to
address the economic development vs. environmental protection dilemma. Open Data on
climate, weather, land and other natural resources supported by other ICT tools for citizens
and Big Data analytics for maintaining and solving environment issues can help preserve
the planet. Experts agreed that new technologies like Big Data, the Internet of Things,
geographic information systems and the use of predictive analytics are powerful tools for
anticipatory governance that can help improve service delivery and promote environmental
sustainability, along with social and economic progress. Predictive analytics “is the
practice of extracting information from existing data sets in order to determine patterns
and predict future outcomes and trends. Predictive analytics does not tell you what will
happen in the future.” ? Experts also emphasized the important role that predictive
analytics and environmental innovation can play, through e-Government solutions, to
improve water management, reduce land degradation, decrease energy consumption, and
promote early warning and disaster management systems.

The data revolution with proper data governance structures and processes can also
enhance the accountability framework of public institutions and promote greater
transparency, as well as complement conventional statistical systems. In this respect, e-
Government, especially through integrated information management systems, can make
the data collection, standardization and management more effective, efficient and
seamless. It can help countries around the world to monitor what has been achieved
through their development efforts and make their future endeavours even more effective
and targeted.

E-participation for inclusive policy-making

Online discussion platforms and use of social media present tremendous
opportunities to enhance dialogue for more inclusive policy-making processes. Bridging
social gaps in this way can promote more inclusive, peaceful societies. Innovative public-
private partnerships, including through crowdfunding and crowdsourcing, are powerful
tools to engage people and businesses in the implementation of development policies and
projects.

2 http://www.webopedia.com
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New and emerging modalities for personalised service delivery

Experts underlined in their discussions that, in the context of sustainable
development, public services are required to be more targeted and customised to the
specific needs of vulnerable and disadvantaged groups, particularly people living in
poverty situations. More targeted and inclusive e-services and e-participation can help to
empower women and youth, and address challenges of vulnerable groups, including older
persons and persons with disabilities.

Some advanced countries were able to enhance significantly their online and
mobile services and to proactively engage their citizens following common principles for
e-Government development. For example, the common principle of “Me government” or
“MyGov” could help to provide personalized services to the public and extend e-
participation opportunities in decision making. It can therefore help to increase citizen
trust in government. Another principle is that of “digital by default”, which is adopted by

the governments of the European Union.

Key highlights from the EGM and Member States with regard to the emerging e-
Government approaches and services relevant to sustainable development are presented in

Table 7.

Table 7: Emerging e-Government trends and innovative approaches relevant
to SD: Highlights from the EGM and consultative meetings

Highlights from the
Expert Group Meeting

Whole-of-government approaches:
Sustainable development requires e-
Government/integration; cross-government
coordination; Institution building with respect
to SDGs; Innovative applications for integration
in policy making and policy implementation;
Access, digital data, digital identity, generate
trust - must use holistic approach
E-participation: E-participation, community/
citizen engagement - e.g. Malaysia, Australia
seek public inputs on budget allocation

Open data/ big data for transparency, co-
creation, participation/ citizen perspective
Solutions to bridge digital divide: ICT
solutions for vulnerable groups (e-participation
for inclusion of disadvantaged group) - local
content, simple usage (e.g. speech recognition)
Cloud computing: Clouds in government can
increase flexibility and reduce IT investment
costs in government

Highlights from
Member States

Develop and
Strategy with clear
milestones

implement eGovernment
action plan and
Raise  awareness about sustainable
development

Focus on a Citizen Centric Approach while
defining and implementing e-Government
initiatives

Open mindset with a focus on various
initiatives for change management

Focus on providing abundant services to
Citizens, Government and business

Public Key Infrastructure (PKI) initiative is
considered to be an innovative practice, which
focus on granting each citizen to have one
PKI ID.

Digital welfare: changing health, education,
social welfare with tech (the real frontline of
public services beyond transactions)

Public Private Partnership
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Data-analytics, interoperability, outsourcing
(build capability to develop sound ICT
contracts)

Innovative capacity-building: online lessons,
massive Open Online Course; Capabilities-
policy informatics for  evidence-based
governance; enterprise data governance

Common ldeas from EGM and Member States

(PPP) through crowd sourcing and crowd
funding, enables governments to secure
enough funding as well as expertise from the
private sector.

Solutions to bridge the digital divide:
“Mediator” that helps people in completing
electronic services - civil servant local
government / post office workers. (to bridge
the digital divide)

Open data / open government and Strong
Data Protection: Privacy regulation that
protects personal data but still allows e-
Government applications

Big data and data analytics could help
governments effectively respond to disasters,
Focus on granting access of information to
people, improving the level of awareness in
social media despite having problems of
infrastructure

Develop and implement eGovernment Strategy with clear action plan and milestones
Focus on a Citizen Centric Approach while defining and implementing e-Government initiatives
Focus on providing abundant services to Citizens, Government and businesses

Citizen engagement and E-participation
Digital welfare; digital by default policy
Open data / open government

Strong Data Protection/Digital identification

Capacity development to bridge the digital divide

Big data and data analytics could help governments effectively respond to disasters
Improving the level of awareness in social media despite having problems of infrastructure

Wide spread usage of Telemedicine

Innovative partnerships through crowd sourcing and crowd funding; enabling governments to secure
funding as well as expertise from the private sector

The highlights of e-Government trends, innovative approaches and practices that can
support sustainable development efforts are grouped into the following thematic areas (see
Table 8).
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Table 8: Emerging e-Government trends and innovative approaches for SD:

Highlights by thematic area

Key Highlights Thematic Area

- WOG

- Interoperability (availability and liability)
- Coordination between ministries

- Clear eGov strategy and implementation
- eGov roadmap endorsement by parliament
- Back office coordination

- Service incubation program

- G2C service under PMO

- eGov management; Back office approach
- Single portal e-services

- Simplification of procedures

- Promotion of data sharing

- Shared services among government

- Reuse data between services

- Concentration on the demand side

- Sufficient investment in infrastructure

- Digital by default

- Introduction of ICT policies

- Effective capacity building programmes

Whole-of-Government
and Collaborative
Governance

- Multi-channel digital inclusion

- Measuring and mitigating imbalances between national and local
level

- “mediators” — civil servants as tech helpers to bridge the digital
divide

- Mobility; m-government to mitigate digital divide

- Citizen centric approach

- Open mindset

- User and usability

- Applying responsive technologies to citizen’s needs

Customized/ personalized (push) service

Digital welfare/ sectoral apps (e-health, e-education)

Real-time transactions in public sector

m-money

Targeted People Centric
e-/m-Services

Open government/ data
- Big data/ analytics
- Cloud computing

Big Data and Analytics

- Government innovation team

- Innovative PPP

- Crowd sourcing

- Crowd funding

- Public awareness-raising events
- Co-creation of contents

- Social networks

Innovative Public-Private
Partnerships for
financing SD

- Access to information

- e-petition/ participation tools

- Strong digital ID; Public Key Infrastructure Initiative
- Nationalization of ICT Backbone

- Submarine fiber optic cables

- 3G/4G broadband internet access

- Free access to e-services in public space

- Internet facilities, one stop shops, CSCs

- Social networks

E-Participation and
E-Inclusion for Social

Equity

- Cyber security

- Data protection

- Privacy regulation

- Proper handling of information

Cyber Security/ Data
Privacy
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- Zero paper strategy/ environment protection initiative
- Optimization of energy and resources
- Effective response to disasters

Green Government for
Environmental
Sustainability

What emerging e-Government approaches and services can be

considered for the Survey 2016?

Based on the discussion about emerging

e-Government approaches and services to

advance sustainable development, the experts provided advice on what issues could be
reflected in the Survey 2016. Table 9 presents the summary of the key highlights from the

EGM and Member States on what emerging e-G

overnment trends and approaches that can

advance sustainable development should be considered for the Survey 2016.

Table 9: Emerging e-Government trends
the Survey 2016: Highlights from the

Highlights from the
Expert Group Meeting

E-Government as an enabler of good
governance: strategic ~ vision  (official
document); new governance structure (e.g.
South Korea — the country’s leaders first asking
feasibility; “tell me why you can’t do it”)
Whole-of-Government to advance SD:
integration in policy making and
implementation; Linked Data - integration and
interoperability of platforms; customer oriented
services; how e-Government can reduce the
process of additional document for the final
application?; Stakeholder partnership not only
between back-office within government but
also with private sector and civil society for
whole-of-government approach (WOG linked
up back offices for easiness)

Government as an innovation platform:
national strategies which address open
innovation ecosystem and joint-up partnerships;
“New creative eco-system” to find out new
market based on open innovation platforms;
blended 020 approach;

Public-Private Partnerships for developing
and delivering public services
Investments/Creations - priority of SDGs by
countries;

Open and Big Data: measuring impact;
evaluating accountability and performance; role
of Chief data officer; open data for
governments;  regulatory and legislative
framework for open government (for regulation
and insurance)

E-Participation:  how inclusive is e-
participation?

Metrics to measure cost effectiveness &
benefits of shared services: measurement of

and approaches to be considered in
EGM and consultative meetings

Highlights from
Member States

Collaborative governance and partnerships
for sustainable development should be
included in the 2016 Survey, especially crowd
sourcing and crowd funding for securing
financing for sustainable development

Open data and Mobile Government will
steer the trend and should be considered for
the 2016 Survey. For measuring open data, it
would be better to classify it based on the type
of data (xml, xls, Json, CSV etc.)

Predictive government: Cloud computing,
big data and data analytics, which are
emerging trends and already piloted by
advanced countries, should be considered for
2016 Survey along with cyber security and
data sovereignty

Innovative services using new technologies:
Mobile solutions, apps, cloud computing,
open data available for the public, use of geo-
data, internet of things; interoperability, PPP,
cross border initiatives; one stop-shop; e-
procurement

Citizen engagement aspect/dimension as
open data will help to support citizen’s in an
area where he/she is in need.

Disaster risk management: Using ICT and
smart governance including development of
business contingent plan and standard
operation procedures (SOP) for building
resilience and disaster risk management,
should be covered by the forthcoming Survey.
Identity management as a key to e-
Government.

Green government, including green
procurement should also be covered by 2016
Survey, as ICT and e-Government have been
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impact of SDGs (specific details); measuring proved as significant channels to protect the
impact of emerging (innovative) e-Government environment through conserving energy
services, such as open government data, cloud consumption and paper usage.

computing, green technologies to achieve the Smart cities and local development:
SDG (emphasizing issues associated with reducing

energy consumption)

Common ldeas from EGM and Member States

Whole-of-Government, interoperability; one stop-shop; cloud computing, cyber security and data
sovereignty

Government as an open innovation platform/Collaborative governance and partnerships for
sustainable development, especially crowd sourcing and crowd funding for securing financing for
sustainable development, PPP, cross border initiatives

E-participation

Open government data

Adavnced service delivery trough emerging technologies: Mobile solutions, apps, use of geo-
data, internet of things

Predictive government: Big data and data analytics

Green government, including green procurement and green technologies

The highlights of the suggested emerging trends, innovative practices and related
online/mobile services that could be reflected in the Survey 2016 are grouped into the
following thematic areas (see Table 10).

Table 10: Emerging e-Government trends and innovative approaches to be
considered in the Survey 2016: Highlights by thematic area

Key Highlights Thematic Area

- Collaborative governance

- WOG

- Interoperability

- Use of technology and evolution

- Cloud computing

- Impact of eGov

- Citizen centric development

- Customized and personalized e-services
- User satisfaction

- Quality of services and data

Whole-of-Government

- Mobile government; Mobile platform for services Advanced Targeted People
- Usage of mobile and SMS services Centric
- elD/digital identity e-/m-Services

e-procurement

Multi-channel inclusive service delivery

One stop shops

- Bridging the Digital divide

- Social networks

- Access to ICT services/ access to connectivity
Local development

e-participation

e-voting

e-consultations, online discussions

Open government as citizen participation

- Open data under citizen engagement

- Open data dictionary/ evaluation in open data readiness

E-Participation and
E-Inclusion for Social Equity
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- New technologies: mobile solutions & apps, geo-data, internet
of things, big data, sensor data

- Predictive government

- Cloud computing, big data analytics

Big Data for Predictive
Governance

- Cross border initiatives

- Use of technology

- Evolution of technology

- PPP; Partnership for securing financing for SD
- Crowd sourcing

- Crowd funding

Innovative Public-Private
Partnerships for financing SD

- Open data

- Sustainability of data

- Security frameworks

- Privacy legal framework, privacy rights
- Cyber security

- Data protection/ data privacy

- ldentity management

Open Government Data/ Data
Privacy

- Green government

- Smart cities in relation to energy consumption

- Green economy

- Green procurement

- ICT and smart governance for building resilience and disaster
risk management

Smart Green Governance for
Environmental Sustainability

5. How can the trends identified be measured by the Survey?

Plenary Session 4 was devoted to possible enhancements to the Survey’s

Methodology. Following the overview presentation on the Methodology, each working
group discussed two relevant focus questions: (5) How can the trends identified earlier be
measured by the Survey? (6) What enhancements could be made to the E-Government
Development Index (EGDI) and its components?

The experts advised to consider a formal assessment of the impact of e-Government
to achieve the Sustainable Development Goals (SDGs). The focus of this assessment
should be related to vital services for people including health, justice, social protection,
education and services related to environmental issues. Such services should be oriented
to specific target groups, especially to vulnerable and disadvantaged people and
customised to specific needs of individuals. Awvailability of public information and
services through various affordable and convenient channels including mobile devices,
kiosks and community centres is essential to ensure equal access and social inclusion.
Moreover, particular metrics are required to measure cost effectiveness and benefits of
shared services. The impact of e-participation can be assessed in terms of how open and
inclusive e-consultation and e-decision making processes are in each country and how
governments use people’s opinions and the inputs from various stakeholders in public
polices and decisions. It is important to measure the adoption and implementation of
innovative e-Government services and the utilization of latest technology-based
approaches such as Open Government Data, mobile solutions, cloud computing, green
technologies, crowdsourcing and crowdfunding in advancing sustainable development.
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The experts suggested the following possible measures for assessing emerging
trends identified in the previous sessions:

Whole-of-government: Whole-of government capability and institutional coordination for
driving transformational changes through e-Government could be assessed through the
online availability of leadership frameworks, such as Government ClO networks, adoption
of “only once” principle, relevant policies and regulations, enabling collaborative
environment, such as government-wide coordination and collaboration strategies, joint
initiatives, data exchange standards and common or shared infrastructure such as Data
Center or Government Cloud.

“According to the “only once” principle, information submitted once to the administration
should not be asked for again by another service of the administration i.e. enterprises
should not be obliged to provide information all over again that authorities have already
received by another route. The overall goal is to diminish the paperwork for businesses as
well as the time that they would spend dealing with administration instead of spending it
on running their core business. Hence, in many examples the “only once” and the “one
stop shop” systems are the two sides of the same coin™.

e Integrated services: Availability of seamless services resulting from collaboration
between several government agencies can be assessed through online evidence of a
single sign on (which is an authentication process, which allows the user to enter
one name and password to use multiple applications or resources), adopted
interoperability mechanisms, integration of sectorial information systems and data
exchange across government agencies.

o People-centricity of government services could be assessed through online
evidence of a directory of core basket of vital online/mobile services for the general
public (organized for ease of use around typical life events or around sustainable
development priority areas —justice, health, education, employment, social welfare,
finance, environment, agriculture, tourism and others).

o Personalized services can be assessed by the online evidence of using e-I1D or
personal account for having access to specifically tailored services for individuals
or legal entities and by the online evidence of policies and guidelines for using such
services.

e Availability of targeted services can be assessed through the online evidence of
specific services and mobile apps for various categories of users including
citizens/residents, private sector and small and medium enterprises, tourists and
vulnerable groups, such as youth, women, older people, families, indigenous
people, people with disabilities and people living in rural and remote areas.

e Security and reliability of online/mobile public services as well interactions
between people and government can be assessed by the evidence of appropriate

8 http://ec.europa.eu/enterprise/policies/sme/files/docs/sba/report_think_small_first_en.pdf
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privacy guidelines, implementation of standards and /or protocols of information
security, existence of strong security mechanisms, such as personal data protection
and cyber security policies, cyber-crime legislation, secure infrastructure and
utilization of digital certificates or digital signatures by citizens and businesses in
their interaction with government.

e Usage: Acceptance and usage of public services can be assessed by the online
evidence of web statistics on number of visits, number of online transactions and
other relevant statistics and evidence of feedback mechanisms for people to report
on the relevance, accessibility, availability, affordability, usability and quality of
public services. The online evidence of regular national surveys on usage and/or
user satisfaction can be used as well.

e E-participation: Consultation with people and their engagement in decision
making can be assessed by interactions between government and people on e-
participation platforms including the social media channels used by countries.
Possible indicators can be a number of posts from the government, number of
responses from people, online availability of e-consultation and e-decision making
initiatives, availability of e-petitions, ratio of electronic submissions for
consultation, an online evidence of people’s inputs considered in the decision
making process and collaboratively constructed public policies.

e Open Government Data can be assessed by the online evidence of the open data
policy and statements, a national open data catalog, open data guidelines and
procedures, availability of relevant open data-sets (structured and machine
readable, free and open formats), open data supply and demand figures/statistics
and existence of main registries (with data guaranteed by the state). The usage of
open data can be assessed by the availability of visualization tools for analysis and
references to data-derived research in government papers.

e Big Data Analytics: The progress in using Big Data Analytics for enabling
government institutions to make predictive decisions, to create and implement
integrated policies for addressing sustainable development challenges in a coherent
manner and to deliver targeted public services to different user categories and to
improving administrative efficiency, can be assessed by online evidence of a
national policy to promote Big Data initiatives and to apply them in public policy
formulation, decision making process and public service delivery.

e Innovative partnerships between government and non-government actors/players
from private sector, academic institutions, NGOs and also with other countries to
facilitate co-creation of public goods and public services could be assessed by the
online evidence of crowd sourcing, crowd funding initiatives, social networks and
availability of services across neighboring countries.

The highlights of the commonly suggested possible measures to better capture
emerging

e-Government trends and relevant online/mobile services for the Survey 2016 are
grouped into the following thematic areas (see Table 11).
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Table 11: Possible measures for
capturing E-Government trends and services: Highlights by thematic area

Key Highlights Thematic Area

- Back office automation
- Consolidated back-end system
- Usage of shared services; presence of infrastructure; number of
platforms
- Evidence of vertical integration in all levels of government
- Interoperability:
- Adoption of “only once” principle
- Existence of data exchange center
- Connected database
- Cloud policy
- Data exchange standard policy Whole-of-Government
- Data exchange figures
- Number of key databases connected for predefined set
- Availability of public guidance; personal services
- Cross border services
- Existence of formalized cross-border cooperation relations with other
states
- Availability of key life-event services open for other nationalities
- Public opinion on trust
- Calculation of administrative simplification using the Standard Cost
Model
- Variety/ availability of services:
- Key online services online
- Citizens/ Businesses/ Government
- List of basic services per typical life events
- Birth/ Death registration
- Online transaction
- Status of mobile government:
- Availability of core mobile platform services (e.g. m-banking, m-
parking)
- Existence of m-government app store
- List of m-government services
- Use of Mobile services
- List of different device types
- Quality of service and data
- User satisfaction on typical services and core services
- How many clicks is the information away?
- Availability of services through multi-channels
- Number of e-/m-services
- Helpline/ call centers/ Help desks
- Assisted service delivery
- Usage of services:
- User take-up of key online services
- Uptake of approved e-identity credentials
- Online versus offline usage

Targeted People
Centric
e-/m- Services

Usage

- Availability of e-Petition

- Availability of e-Consultation

- Ration of e-submission

- Evidence of crowd sourcing E-participation

- Evidence of crowd funding

- Innovative/ collaborative partnership
- Cross border services
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- Status of open data:
- Auvailability of Open Data Portal
- Type of available, machine-readable data
- Easiness to search and deploy the solutions
- Existence of data sources
- Accessibility of data Open Government/
- Easiness of access by people Data
- Usage of open data
- Available policies and procedures
- Total number of users
- Open government classification based on its maturity level for its
accurate assessment

- Existence of institutional framework
- National cyber security policy
- Rules for critical infrastructure protection
- Cyber-crime legislation

- Personal data protection laws and agency oo SEELITY
- Availability of privacy guidelines, public guidance online
- Test the security of the portals by engaging “good hackers”
- Public opinion on trust
- Maturity of government stage E-Government
- Introduction of the 5th stage, “invisible government” Development Stage
- Existence of a responsible agency
- Existence of a business contingency plan Green Government/
- Existence of policies and legislation Disaster Risk
- Existence and implementation of specific systems such as early Management
warning

- Existence of state guaranteed elD
- Use of international standards (e.g. eIDAS)
- Collection of biometrical data
- Availability of personal services based on elD
- elD take-up

- Number issued

- Number of users vs. % of population

- Service used during the year

- Usage of elD in actual services vs. virtual space
- Use of digital signature

Digital Identity

- Existence cloud policy

- Infrastructure availability Sl redneliey

Table 12 presents summary of the key highlights from the EGM and Member States on how
emerging trends can be measured by the Survey 2016.
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Table 12: Measuring the emerging trends:
Highlights from the EGM and consultative meetings

Highlights from the
Expert Group Meeting

Highlights from
Member States

Focus more on sustainability (SDG)
(economic, social, and environmental) -
explicitly stated vision/national strategy of the
government with respect to eGovernment/ICT
for  sustainable  development  (SDGs);
identifiable ICT achievements/goals measured
to support SDGs

Whole of government: Is a ClOs present at
the cabinet level?; Integration of services,
cross border/inter-agency cross-boundary; go
beyond SILOS; Ex: Border control Bahrain
and Oman; Evidence of formal structures,
accountable official to coordinate national
strategy - law, regulation, policy, annual,
reports; E-Government enabled joint planning
reporting strategy

Core basket of services related to SD goals
— Does the portal have services related to :
Access to eHealth, e-Education, e-Justice, e-
Environment, e-Economy

Open data and big data: Open data
guidelines, Evidence of ability to support use
of data by citizen- easily access data;
visualization of data; # of apps/tools provided;
External indexes for open data - is OD
barometer /OFK stable enough? Open
Data/Big Data - data available in different
formats (a scale? No data=0, non-machine
readable data (=1 e.g. pdf, jpg) (yes =1( e.g.
csv)); tools for analysis and visualization;
mobile Apps developed and identifiable;
Evidence of government budget and strategies
for government wide data management, EX:
department in the U.S.

Advanced services: Evidence of ability to
quickly find services - especially mobile;
online list of CIT services; Ex: England has
list of services on government site; Automated
assessment of mobile accessibility of services;
Use of CIT feedback to improve services and
cloud sources

Government as innovation platform: Do

Interoperability: data exchange standard and
policy; data exchange figures / rates; # of key
databases connected (predefined set); Cross-
border interoperability and services: existence
and number of formalized cross-border
cooperation relations with other states; cross-
border availability of key life-event services
(are open for other nationalities?); Use of cloud
technology - existence cloud policy;
infrastructure availability

Open Government Data: Availability of
quality data: existence of main registries (state
guaranteed data); existence of procedures and
policies; Open data policy available; Open data
supply and demand figures

Cyber-security: institutional ~ framework;
existence and functioning of CERT; national
cyber-security policy in place; rules for critical
infrastructure protection; cybercrime
legislation; public guidance website
availability; privacy guidelines, existence of
personal data protection laws and agency
Development of digital ID: existence of state
guaranteed elD; collection of biometrical data;
usage of elD in actual services; use of
international standards (eIDAS); elD take-up (#
issued, % of population)

Collaborative partnerships: Evidence of
crowd sourcing or crowd funding as a key
indicator for collaborative partnership for
sustainable development (e.g. “Fix my street”)
Citizen engagement: Availability of e-Petition,
e-Consultation

Targeted services: Quality of service: number
of clicks for information; Measure User
Satisfaction; Variety/availability of services -
availability of key services online per typical
life events both for citizens and businesses;
Availability of mobile services: prerequisite is
consolidated back-end; electronic and mobile
banking availability; core public services
availability by mobile
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governments actively search for civil
society/private  sector practices/innovations

and share them on their portals? Evidence

Usage: Satisfaction/usage with services: 1-2
typical services to develop methodology; user
take-up measurement of key online services;

citizens/cross border/cross agency number of complaints / total number of users

collaboration, consultation, feedback Adoption of “only once” principle

Impact measurement and assessment of Introduction of Stage 5: “Invisible

services: Are the specific metrics for impact Government”

indicated? Are these measured and published? Indicators for Green ICT to measure Green
Government

Common ldeas from Member States and EGM

Core public services availability by mobile

Availability of key services online per typical life events — both for citizens and businesses
Whole of-Government- CIO, interoperability

Open Data - Open data policy; Open data supply and demand figures

Cross-border interoperability and services

Availability of quality data

Measure User Satisfaction

Indicators for Green ICT used to measure Green Government

5.  What enhancements could be made to the E-Government
Development Index (EGDI)?

Based on the discussion of possible enhancements to the E-Government
Development Index (EGDI), experts recommended to avoid radical changes to the current
Survey components and to consider instead some adjustments within the EGDI. There
was a common agreement among experts that the Online Service Index (OSI) should be
extended with a set of essential services relevant to sustainable development across its
three dimensions - economic, social, and environmental. Experts stressed that particular
focus should be given to the more advanced e-Government stages 3 and 4 by increasing
weights and expanding the questionnaire to cover Government-to Business (G2B) online
services. They recommended to go beyond the national portal for online assessment and
to use instead key word searches on government websites. There were some other
suggestions from experts, for example, to consider OSI as a stand-alone index and then
interpret each country’s situation by also looking at different indices available from other
agencies. Some experts also suggested replacing the name of OSI with Digital
Government Index (DGI), and to add stage 5 to capture the concept of “invisible
government”; and develop non-binary items for Open data - usability scale; for Apps
development - government developed, citizen developed, etc.

With regard to the Human Capital Index, the experts suggested to consider the
relevance of the HCI weight (33%) in view of the new technologies and add ICT literacy.
Some experts expressed their concern about the importance of HCI. As for the
Telecommunication Infrastructure Index, the experts suggested to take out the landline
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indicator, revise TII using 100% for mobile channel vs. landline and cap the mobile
penetration indicator from ITU to 100.

As for the E-participation Index, the experts suggested to focus more on
participation supported by new technologies rather than focus only on e-participation
channels. The experts advised considering additional thematic areas and to use separate
rankings within thematic areas. Some experts also suggested sharing the questionnaire
with governments in order to enhance a common understanding and transparency of the
assessment process. Experts recommended considering the Doing Business Index (World
Bank) to assess economic conditions that can enhance employment opportunities and
others suggested introducing the Green/Environment Index (UNEP) to assess
environment-related issues. Table 13 provides highlights of possible enhancements to the
EGDI.

Table 13: Possible enhancements to EGDI by components

Weight Adjustment of EGDI Components

Options:

Decrease the weight of T1I (e.g. OSI 40%, HCI 40%, TI1 20%) or eliminate it
Decrease the weight of HCI (e.g. OSI 40%, HCI 20%, T1I 40%)

Increase the weight of OSI (e.g. OSI 50%, HCI 25%, T1l 25%)

Changes to the Indices of EGDI

OSI — Online Service Index

Include availability of assisted delivery channels

Include services like online banking, online purchase, one-stop-shop, single sign-on
Include access to voice/eService connectivity

Include utilization of interoperability data, elD

Apply relevant questions measuring more usage than availability (e.g. social media)
Apply relevant questions reflecting the service maturity

Apply relevant questions on policy (e.g. digital by default, multichannel service)

Apply relevant questions assessing citizen centric e-Government and leadership (e.g. high-
level coordination, presence of CIO council)

Apply relevant questions on broader topics like state of e-health, e-learning, e-mobility
10.  Apply relevant questions on personal data protection measures (e.g. certification
authority, NLA)

HCI — Human Capital Index

Add ICT literacy

Substitute or eliminate overall years of schooling
Apply relevant questions focusing digital divide

TII — Telecommunication Infrastructure Index

Abolish main fixed telephone lines for measuring TlI

Focus on wireless broadband and mobile subscribers

Merge fixed telephone lines and mobile subscribers

Merge fixed broadband and wireless broadband

Cap mobile subscription at 100%

Number of fixed broadband be calculated per 100 households instead of inhabitants
Include speed of the infrastructure

Include bandwidth per capita

Include network coverage (e.g. mobile connection, fiber optics)
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10.  Include advanced access measurements (e.g. availability of IPTV, 3G/4G)

11. Include return on investment

12. Include cost of telecommunication infrastructure

13.  Include cost per Mbps
14.  Include cost of access per person

15.  Update definition of broadband (in terms of quality and speed)

Table 14 presents a summary of key highlights from the EGM and Member States on
possible enhancements of the EGDI and its components.

Table 14: Possible enhancements to the EGDI:
Highlights from the EGM and consultative meetings

- Methodology: Develop non-binary
items - example: Open data - Usability scale
(of documents); App development:
Government developed, Citizen developed-
participation; Consider Green/Environment
Index - UNEP (should be added); add local
dimension

- Questionnaire: Consider sending the
questionnaire to governments; expand the
questionnaire to cover G2B online services;
Capture the perception of citizens/business on
e-Government in their country.

- EGDI components: Change EGDI to
Digital Government Index (DGI); Consider the
World Bank indicator (Doing Business Index)
which supports economic suitability and
empowerment of youth and employment.

TH: The mobile penetration indicator from
ITU should be capped to 100; the landline
indicator from ITU should be taken out;
channel 100% = all mobile vs. landline

- E-Government development stages:
Add a 5th stage to cover the “invisible
government”: digital Ist strategy; increase
weight on stage 3, 4; add stage 5 on ecosystem
- OSI: More weight to OSI and change
its name; OSI to stand alone and explicitly
give information in the report and room to
interpret the country situation with the
different indices available from other agencies
- HCI: Reconsider the importance of
Human Capital Index

- E-participation: vs. e to enable
participation

- Research: Look beyond national
portals; key word searches on government
websites

Common ldeas from EGM and Member States

- Methodology: Make methodology
applicable to local levels of government; add
indicators on use of online purchases and
online banking; consider changing indicator on
schooling; Include more advanced access
measurements: availability of IPTV,
availability of 3G and 4G in the country (not
just wireless internet availability); expand
definition of broadband (quality & speed);
Include focus on digital divide with additional
indicators

- Questionnaire: Include questions on
policy: is digital-by-default approach in place
or not? Is multi-channel strategy in place, etc?

- EGDI components: Suggestions for
recalculating weights:

OSI 50%, HCI and Tl 25% each

OSI 20% HCI and T1I 40% each

- TIl: Infrastructure index - fixed
telephone lines should be eliminated, use of
dial-up is obsolete; Merge broadband (wire &
wireless) indicators — total access; focus on
mobile broadband and wireless infrastructure;
Include bandwidth per capita; Cap mobile
subscriptions indicator at 100%: rates higher
than that do not really show much (in advanced
societies people walk around with multiple
SIMs)

o Infrastructure index - fixed telephone lines should be eliminated, use of dial-up is obsolete
Member States are focusing on mobile broadband and wireless infrastructure
o Make methodology applicable to local levels of government
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e Add indicators on use of online purchases and online banking

e Cap mobile subscriptions indicator at 100%: rates higher than that do not really show much (in
advanced societies people walk around with multiple SIMs)

e Include more advanced access measurements: availability of IPTV, availability of 3G and 4G in
the country (not just wireless internet availability)

o Change in the weight of the EGDI components (except for Africa)

7.  How can the Survey take into account specific characteristics
of countries and different levels of government?

Key findings on possible ways to advance the Survey’s conceptual framework are
organized around two focus questions: (1) How can the Survey take into account specific
characteristics of countries (including size, population density, etc.) and different levels of
government, particularly big cities? (2) How can the Survey better capture the usage side
of online/mobile information and services?

The experts suggested considering various specific characteristics of countries in
order to undertake a comparative analysis of the progress made by Member States with
some similarities in e-Government development. The most important characteristics to be
likely considered by the Survey include population variables, level of economic
development, political stability, geographical peculiarities, governance structure,
institutional arrangements and funding for e-Government development.

The population variables highlighted by the experts include size, density, dispersion
- youth population and ageing population; segmentation - migrant/citizen/residents;
urban/rural; education rate; ratio of urbanization; and people with disabilities.

Possible variables for economic development include income level and scale of
economies. Along with the economic development characteristics, experts recommended
to pay particular attention to post conflict countries as political stability can affect
significantly the e-Government development progress. Geographical pecularities that
could be used for country groupings are related to their landscape - land-locked, islands,
mountainous, desert/forest, and also their vulnerability to natural disasters.

With regard to the governance structure, the experts suggested to take into account
various types of political system - monarchy, democracy, as well as types of government -
federal, state, local or subnational, local/city government. As one of the options, the
experts referred to the level of government where citizens access their e-services (e.g: U.S.
has federal, state, and local services) and to study coordination and information sharing
approaches across different levels of government. Special attention should be given to
local government size and municipal government, and Big/Mega cities and governments’
readiness to implement smart cities and smart communities.
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The experts highlighted the significant impact that funding arrangements have on
the e-Government development progress of UN Member States. As possible variables
they suggested to consider the level of sustainable financing of e-Government related
programs and projects, and the percentage of the national budget allocated to ICT. Along
with the funding arrangements, experts recommended to study which government
institutions are responsible for e-Government and the percentage of the government
workforce dedicated to ICT, to digital ID management and to data protection.

In addition, the EGM recommended considering sustainable development related
characteristics, such as preparedness for natural disasters and capability to manage disaster
risks and promotion of green growth and green technology adoption. The experts advised
to consider new ways of analysing existing data, such as group classification-clustering
analysis, correlation analysis of data, grouping different situations and then grading them.
As one of the possible options, it was suggested to request Member States to specify their
own characteristics. Table 15 provides key highlights of specific country characteristics
and new proposed measurements.

Table 15: Specific country characteristics and new proposed measurements

Country Grouping

Country size

Scales of countries

Income level

Population density

Political/ governance model (federal, local level)

Common vulnerabilities in pursuing SD (LLDC, LDC, SIDS)
Ratio of urbanization

Regional and sub-regional classification

New Measurement for Analysis

Create a regional unified index

Link citizens, administration and e-Government as the 3 sets of data
Set up separate analysis for big cities

Identify core services at subnational, city and local level for assessment
Birth

Death

Moving

Tax

Real Estate

Car registration

Passport

Social security obligation

Table 16 presents the summary of key highlights from the EGM and Member States on
specific country characteristics for consideration in the Survey.
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Table 16: Specific country characteristics to be considered in the Survey:
Highlights from the EGM and consultative meetings

Highlights from the
Expert Group Meeting

Cluster countries based on
their income level or common
vulnerabilities in  pursuing
sustainable development, such
as LDCs, LLDCs, SIDS in
order to identify common
challenges and make
comparisons among countries
In view of the global trend of
urbanization, the ratio of
urbanization plus the
population density should be
taken into account as service
delivery at city and local levels
are not part of the current e-
Government assessment

Set up separate analysis for big
cities

Integration of income level and
size of countries is suggested
as an effective way to evaluate
e-Government stages

Not to rank the cities but to
identify a set of questions (no
more than 20) to assess the
core services that apply to
cities

To group the city states all

together
Classify the countries based on
their political/governance

model and apply the
questionnaire differently for
each category could be a valid
approach; or grouping
countries with similar models

Highlights from
Member States

Level of sustainable financing

Have the Member States specify their own characteristics
Geographical

Land-locked

Island

Mountainous

Desert/Forest

Post-conflict

Post-natural disaster

Disaster management and preparedness

Government structure

Type of political system: monarchy, federal, unitary
Indicator of how many government employees

Local Government size

Big cities — municipal government; Mega cities and SD
Income level

Scale of economies

% of the national budget of ICT

Ex: state of NY has larger budget than U.S. committed to ICT
Governance structure — coordination and information sharing
across different levels of government (how to coordinate and
do information sharing across)

Presence and authority of dedicated government organisation
for ICT/e-Government

% of government workforce dedicated to ICT

Digital ID management data protection (to promote
transactional stage; it won’t proceed without it)

Population size/ population density (e.g. Yemen has 67%
below age 20; concentration of population groups)

Youth population and aging population

Population dispersion

Segmentation of population

Migrant, citizen, residents

Urban/rural

Education rate

People with disability (caused by extreme events) — statistics
for this is available, but government doesn’t seem to take this
account (“don’t want to think about it”)

Smart cities and smart communities (readiness)

Promoting green growth (green technology adoption)
Calibrate data to where someone is getting services

Ratio of urbanization

Common ldeas from the EGM and Member States

Cluster countries based on their income level or common vulnerabilities in pursuing sustainable

development

Considering the global trend of urbanization, the ratio of urbanization plus the population density

should be taken into account

Classify the countries based on their political/governance model and apply the questionnaire

differently for each category

Set up separate analysis for big cities

Group smart cities and smart communities
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8. How can the Survey better capture the usage side of
online/mobile information and services?

The EGM advised to utilize available statistics of online and mobile services usage,
such as number of users of government portals and ratio of citizens’ usage vs. agencies’
usage. Experts recommended to search for online evidence of national surveys to measure
usage of online and mobile services and citizens/customers satisfaction of public services
provided through various delivery channels. The percentage of population who use online
services can be estimated by considering online transaction data of specific online services
such as taxes.

The usage of mobile services can be assessed using a number of available mobile
applications on government portals and websites and number of downloads of mobile
applications. In addition, it is worth to consider a number of mobile applications created
and used by people.

Social media analytics and feedback from citizens on open datasets can provide
evidence on usage of emerging e- participation channels while availability of enabling
tools for using open data, social media, etc. and formal roles for e-participation can further
promote their utilization. Experts suggested to use proxy indicators such as correlation of
e-banking, e-commerce, broadband plan (existing technologies) as additional measures.

As a strategy for expanding usage, experts recommended to focus more on the
impact and engagement of using evaluations from citizens and correlation between
government services. More attention should be dedicated to awareness raising activities
for stakeholders and promotion of take-up of e-Government services through multiple
channels, including traditional ones such as radio, TV and social media. Governments
should allocate more staff to respond to citizens’ requests and comments, particularly with
regard to services for education, health and employment. Sustained financing support for
CIOs is essential to expand usage of online services and e-paticipation channels. Mobile
Government platforms and emerging new protocols such as “Bring Your Own Device
(BYOD)” can significantly help to expand take-up of the available online and mobile
services for people. The highlights on how to better capture the usage of online/mobile
information and services for the Survey 2016 are grouped in Table 17.

Table 17: How to better capture the usage of online/mobile information and
services

Indicators for Online/Mobile Information Assessment

Measure the following:

Number of visitors on a website

Number of apps downloaded

Number of services offered through mobile apps

Number of services used

Proportion of mobile services vis-a-vis the e-services
Number of requested and delivered services

Number of government staff dealing with requested services
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Number of steps to complete transactions
Total number of transactions through online/ mobile channel, public kiosk, over the counter
Satisfaction level (e.g. Customer Satisfaction Score)

Enhancement of Measurement

Generate a unique methodology per country
Identify proxy indicator

Identify universal e-services

Focus on capturing the usage of services

Criteria with automated measurement based on user experience
Perception survey, poll, face to face interview, mobile apps, SMS
Partner with different agencies (e.g. Facebook, Google) for usage data
Request government body to publish online evidence

Usage of e-services/m-services

Self-assessment/ surveys on citizen take-up and user satisfaction

Table 18 presents the summary of key highlights from EGM and Member States on the
usage of online/mobile information and service to be considered by the Survey. To foster
acceptance and usage of public e- services in developing countries, governments can
consider using e-banking to receive social benefits, subsidies for agriculture, etc.

Table 18: Usage of online/mobile information and services: Highlights from
the EGM and consultative meetings

Highlights from the
Expert Group Meeting

Online transaction data for prioritizing e-
services in meeting citizen’s demand

Sustained financing support by CIOs [

Data driven decision making can be better by
capturing the usage size of statistics

Strategy for expanding usage through raising
stakeholder awareness and promoting take-up
of e-Government services such as promotional
campaign through multi-channels

Promoting e-Government online itself does not
work using multiple channels; radio, TV, radio
How many government staff is allocated to
respond to citizens requests comments?
Current Survey asks about availability, but
now need to ask about impact - how to assess
engagement? evaluations from citizens
Correlation between government services
Digital government: business process, business
model, business moment - most important as it
assess customers satisfaction

Look at users of government portal

Ratio of citizens usage vs. agencies usage

% of population use online services

Specific online services, such as taxes

# of mobile apps created by people used by the
citizens

Co-creation (ex. EPAin U.S.)

Evidence of usage; Social media analytics /
Feedback from open data

Measurement system - National survey for
measuring citizens satisfaction

Proxy indicator - correlation of e-banking, e-

Highlights from
Member States

Capture the usage side by measuring: No. of
visitors, apps downloaded, services offered
through mobile apps, services used, proportion
of m-services vis-a-vis e-Services

Request each country’s authorized
Government body to publish the usage data —
country self-assessment

Dashboards, basic statistics automated by
website, Customer Satisfaction Survey by
UNDESA or outsourced agency

Country conducting perception survey or
satisfaction poll, either online or offline, on a
regular basis. Face-to-face interviews targeting
different age groups and gender have been
proved very effective means in the Republic of
Korea and Singapore.

DESA identify a group of specific/basic e-
services: e-procurement, tax, e-visa

Measured by No. of requested and delivered
services, i.e. total number of transactions

No. of government staff dealing with requested
services by citizens and the corresponding
expediency for citizens to resolve their
requests

Partner with Facebook or Google etc. to ask
for usage data
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commerce, broadband plan  (existing
technologies)

Evidence of usage

Co-creation tools (open data, social media etc.)
Formal roles making e-participation
M-Government Platform

Services and apps for Education, Jobs, Health
Number of applications, Number of downloads
Number of users (counter of users)

Bring Your Own Device (BYOD) protocol

Common ideas from the EGM and Member States

Capture the evidence of usage side; Customer Satisfaction Survey

Identify a group of specific/basic e-services: e-procurement, tax, e-visa

Request each country’s authorized Government body to publish the usage data — country self-
assessment

9. Conclusion

An analysis of the key ideas and highlights emerging from the EGM and
consultative meetings organized in different regions of the world and the online
consultation shows that there is, to some degree, convergence on some of the innovative
approaches and trends in e-Government for sustainable development. A number of
thematic areas were identified for possible inclusion in the Survey 2016 as follows: the
critical role of e-Government as an enabler of good governance for sustainable
development; whole-of government approaches and policy coherence; open government
data as an enabler of transparent and effective institutions; predictive governance through
big data analytics; government as an innovation platform and e-participation; advanced
personalized and targeted people-centric e-/m-services; and innovative public-private
partnerships.

As evident from the recommendations on the Survey methodology, there was broad
agreement among all the regions but Africa in updating the weight of the EGDI
components and its indicators. African countries stressed the need to maintain the EGDI
as it is since TIl and HCI are still strategic and equally important for e-Government
development. The experts that took part in the EGM maintained that no major changes
were to be made to the EGDI. However, they did propose to add some specific features as
outlined above.
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Annex 3: Evaluation report of the Expert Group Meeting

“United Nations E-Government Survey 2016:
E-Government for Sustainable Development”

United Nations Headquarters, New York
16-17 March 2015

Evaluation Report
Overall Summary

Overall, experts felt that the EGM provided an excellent opportunity to exchange ideas, and
explore new trends to be considered be integrated into the Survey 2016. Experts also
mentioned that the break out group structure and brainstorming techniques brought out
extensive insights and creative interactions.

2015 EGM Participant Feedback*

Question Excellent Good Satisfactory N/A
Your overall impression of the Meeting 12 3
Clarity of the Meeting objectives 7 8
Selection of the Meeting themes and sessions 8 7
Extent to which the objectives of the Meeting were 7 1
achieved
Quality of discussion and participatory approach 11 3 1
Quality of the materials/media used during the 2 12
activity
Administrative arrangement and facilities of the 5 8 2
EGM location
Overall value and quality of the activity 8 7
Relevance of the activity to the needs of your 10 4 1

organization
*Based on evaluation forms of the 15 surveyed participants.

Summary of Feedback
Useful Elements of the EGM

Experts representing all regions enjoyed exchanging case studies and exploring new e-
government trends. Experts also highlighted that the format of the Meeting maximized
participation and ideas generation. In addition, they pointed out that there was an excellent
synthesis of the latest trends in e-Government. Experts also mentioned that the working group
sessions were very rich and meaningful, leading to relevant discussions. The EGM gave great
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insight into the concepts and methodologies behind the Survey, and the emerging global
agenda on the future of governments.

Least Useful Element of the EGM

One participant saw constraints to the methodology of the e-Government Survey, noting the
need to balance consistency in terms of introducing new objectives, such as the sustainable
development goals, and technologies, such as open data, mobile, social media, cloud, big data.
Another participant felt there was a lack of time to network among the experts, which is an
important tool for informal idea exchange and learning.

Important Gains from the EGM

Experts felt that they gained a better understanding of key concepts in the e-Government
Survey, and were able to contribute to the discussion on how to link e-government to
sustainable development. Participants also felt they benefited from networking with experts
and UN officials.

Effectiveness of the Survey

Experts considered the Survey effective as it plays an important role in driving positive global
change. They agreed that the Survey is an important operational benchmark for Member
States. Participants felt the Survey could have a greater impact if it was used as a capacity
building tool rather than a pure index. Many Member States place much of their energy on
improving their ranking, meanwhile failing to properly develop their government’s analytic
capabilities. One participant noted that it is important to use different parameters for the
assessment. Another participant suggested that the e-Government Survey should be more
transparent to further encourage open data.

Effectiveness of Survey

1,7%

Least effective
H Slightly effective
Somewhat effective
W Effective

H Very effective

55



Ad Hoc Expert Group Meeting Report: United Nations E-Government Survey 2016: E-Government for Sustainable Development

Possible Capacity Building Activities

To promote e-Government for sustainable development, experts recommended that UNDESA
facilitates global capacity building sessions, consultations, workshops, and trainings on ICT
and the e-Government Survey. These activities should involve ministries, high level public
servants, other UN agencies, universities, research centres, NGOs and even the private sector.
Furthermore, participants recommended the use of electronic tools, including social media,
collaborative databases, and online working groups, to facilitate cross-national knowledge
sharing and best practice transfer.

Further Recommendations

Convene regional- and national-level meetings on the e-Government Survey;

Continue use of the Expert Group through online communities and social networks towards
input for the future framework development;

Facilitate ongoing interactions and knowledge exchange;

Modify total ranking system to sectorial ranking (ex. ranking in terms of thematic areas);
Hold more Expert Group Meetings;

Open up UNDESA process;

Plan deadlines and final outcomes forecast for all activities.

Questionnaire Feedback
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Extent Objectives Were Achieved
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