Studia ,,Benchmark” o elektronickych sluzbach verejného sektora pre Eurépsku
komisiu: Naroky ob¢anov na verejné sluzby rastu — ak verejny sektor chce vyuzit
benefity informatizacie, musi sa im prisposobit.

" Zaostrené na: Slovensku republiku

" Prezentujuci:
" Dusan Chrenek, veduci Zastupenia Eurdpskej komisie v SR
" Jvo Petrencik, obchodny riaditel CZ & SK, Capgemini

" Tomas Pavlik, konzultant pre verejny sektor, Capgemini

" 28. mdja 2013
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The EU benchmark study has been carried out for over ten years and has created a
clear view on the approach countries have taken to move to Digital by default

. A
Complexit
y EU-Benchmark as of 2012

Measurement of Usage

EU-Benchmark until 2010

Measurement

of Supply Transaction

Communicati

on Steps of Digital

by Default

~ ® Transactions are the basis for the
interaction with citizens, businesses and
other authorities

® |ntegration allows the bundling of
services across several administrations,
getting closer to life events

® |nteraction with the customer/citizen the
new fundamental step of digital by default
for the next 10 years

@® Capgemini
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PUBLIC SERVICES ONLINE

‘Digital by default, or by detour’

Towards a new generation of eGovernment services

Towards cheaper, better and
faster services through
eGovernment

ONLINE TRANSACTIONS ARE [#3F7]

Online transactions are twice as cheap

. compared to transactions via

telephone and 3,5 times
FACE-TO-FACE

cheaper compared to
TELEPHONE S
! ONLINE

face-to-face
‘ TE| "ISERVICES ARE DESIGNED AROUND
USER NEEDS

Available online, both for nationals and foreigners
Easily usable

Time saving & flexible

Personalised

Interaction through social media

Adressing collaboration,
commonality and transparency

Transformation is required to achieve a new ‘outside-in” model and
vital to achieve a new generation of eGovernment services. It requires
collaboration across government domains (joined up) to establish
common building blocks that all public service providers can use
consistently. Transparency is unmistakably part of that transformation:
to demonstrate how public administrations operate and function as
well as to empower citizens to access and control their own data.

‘ transactions.

USING TECHNOLOGY
TO REALIZE A NEW,
F/ {GENERATION
OF E SERVICES

Key enablers enable
eGovernment
‘once-only’ registration
and use of authentic
sources to deliver
services electronically
or even automatically

Using data consistently
and securely across
public agencies

Big data analytics

The eGovernment Benchmark
offers comparison and insight on
3 inter-related areas

DEMAND-SIDE CITIZEN SURVEY

The survey reached 28,000 internet-using
citizens across 32 EU countries, exploring
1 27 questions, and 19 most common
citizen services. This provides a picture
with 95% confidence (relevancy) of the
views of the 600 million European citizens.

LIFE EVENT SERVICE PROVISION

BUSINESS START LOSING AND  STUDYING
UP AND EARLY FINDING
OPERATIONS A JOB
Data on 15 to 30 specific services per
life event, in 32 countries resulting in
100.000+ data points

New life events will be added in 2013

AVAILABILITY OF KEY IT ENABLERS

elD Authentic sources
eDocuments Single Sign On
3 eSafe



The study has three elements to it, providing citizen insights, looking at life events
and considering how the enablers have been implemented

Assessing life events to improve seamless publi

Providing Citizen Insights

services
28,000 citizens across all EU 27+ countries have been 3 high-impact life-events: (i) business start up and early
surveyed, exploring 27 questions, and 19 typical user operations (ii) losing and finding a job (iii) studying. Each
events. This provides a picture with 95% confidence one assesses 15 to 30 specific services. With 100.000+
(relevancy) of the views of the 600 million European data points this provides a very rich and in-depth
citizens about: analysis of the state of play of the services in these life

" Use of eGov services events across Europe. Measurement looks at:

® Satisfaction with eGov and private services (eBanking, ® Online availability of services

eCommerce) ® Online usability of services, incl ease and speed of use
® Barriers for not using eGov services assessments
® eChannel preferences Cross border service delivery
" Level of fulfillment Transparency of public organisations, personal data
and service delivery

Implementation of IT enablers to enhance

eGovernment services

Integration of key enablers in life event services:
elD, eDocuments, Authentic Sources, eSafe and Single
Sign On

@® Capgemini
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Demand-Side Citizen Survey




In Slovakia, 41% of the internet population uses the online channel for citizen
services

SK eGovernment use: 41% SK non-eGovernment use: 59% EU Frontrunners:
\ 1. Denmark (64%)

{Y

2. Sweden (60%)
@ 29% 13% 22% 5 United Kingdom
HEREENAREER " (60%)
33% 7 13% 16% 4.  Finland (59%)
T T

~ 24. Slovakia (41%)
0% 5% 10% 15% 20% 25‘V 30% 35% 40% 45% 50% 55% 60% GQA: 70% 75% 80% 85% 90% 95% 106%
BELIEVER: eGov User with eChanneI Preference (loyal user) POTENTIAL DROP OUT: eGov Users NO eChannel Preference

POTENTIAL USERS: eGov an—User [ ] NON\.BELIEVER eGov Non-User
..... eChannel Preference /o, NO eChiannel Preference (hard toget)

Threat: L Opportunity: N Threat: ~

13% potential drop outs 22% potentially new eGov users 37% non-believers

25% 25% 50%

20% 20% P 40% —

15% 15% - B e 30% 37%

10% T e 10% - 20% -

0% - 0% - 0% -

Slovakia EU27+ Slovakia EU27+ Slovakia EU27+
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What people liked about using eGovernment services...

People that strongly agreed to the following statements about perceived benefits after having used
eGovernment services:

The process of service delivery became more transparent

My trust in public administration increased —
| got better control over the process of service delivery

ﬁ simplic'ty

| got better quality of service E—— ‘

| gained flexibility (in time and place) plexibility
| saved money noney
| saved time | | | Time

0% 10% 20% 30% 40% 50%

m Slovakia " EU27+

The process of service delivery was simplified

Time and money savings and flexibility are strongest perceived benefits when using public online
services (though less explicit in Slovakia compared to EU27+), and Slovakian citizens are also requiring
more simplified service delivery.

@® Capgemini
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...and why they didn’t use eGovernment services

| did not expect to save time by using the Internet to get what | @

wanted/needed - Low eXP§
| tried but | abandoned the service, because the service's website or -
application had technical failures .

| tried but | abandoned the service, because the service was too -
:[Paper

—
- - _
difficult to use - 2 - d
The relevant services will require personal visits or paper submission 4 P€ rceive

anyway .
. . . . —Q cass
| could not find or access the information or services | wanted/needed ac
I
| |

ctat.\ on

| did not have the skills or did not know how to get what | -
wanted/needed via the Internet .

| did not use the Internet because of concerns about protection and -
security of personal data .

| expected to have things done more easily by using other channels — F2F prefe"ed

| preferred to have personal contact to get what | wanted/needed —@
| was not aware of the existence of relevant websites or online - are
: : ot pW

services . | |
0% 10% 20% 30% 40% 50% 60% 70%

m Slovakia = EU27+
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Satisfaction of public internet applications and services lags behind eCommerce
and eBanking figures

8,5

7,5

6,5

5,5

EU27+ averages

N

‘\A\

\A

T T T T T T 1
eCommerce  eBanking Declaring  Soc Networks eGov eGov Services eParticipation
services income taxes Information

@@® Capgemini
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Life Event Approach

eGovernment will be more successful if it reflects the fact that the citizens needs to be provided with a
seamless experience across agencies and across borders

@® Capgemini
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Starting up a business and early
trading operations




LIFE EVENT[
STARTING A BUSINESS

Every year start-up firms in Europe create over 4 million
jobs, and as it turns out almost half of citizens would
pmfor to work for themselves.

ARE ENTREPRENEURS WOULD PREFER TO

BE THER OWN BOSS

Core services for entrepreneurs are more online available
than administrative and qualification requirements. It is

OF START-UP SERVICES ARE OF START-LP SERVICES ARE
AVAILABLE ONLINE AT AVAILABLE ONLINE AT
NATIONAL LEVEL CROSS-BORDER LEVEL

ONLINE AVAILABILITY

I HIGH SERVICE AVAILABILITY : ABOVE 75%

¥ MODERATE SERVICE AVAILABILITY : 65751

[ LOW SERVICE AVAILABILITY : LOWER THAN 65%

THE START-UP BUSINESS

BUSINESS eGOV SERVICES

difficult to start-up a business in another European country: !

SATISFACTION OF eGOV SERVICES

However, entrepreneurs are more critical about online government
services than the average intemet user. Indications for satisfaction

with eGovernment are:

TO OBTAIN INFORMATION T0 DBTAIN SERVICE
00 SELF-EMPLOYED [ AVERAGE RESPONDENT

Although entrepreneurs expect to be able to make an accurate
estimation of the required time to complete a service, few
governments provide such information:

NEEX 2

NEER D

COMMUNICATE TIMELINE MAKE DELIVERY INDICATE MAXIMUM TINE
i OF ENTRE PROCESS TMELINES CLEAR LIMIT FOR GOYERNMENT
: T0 DELIVER RESPONSE




Visualisation of online availability options (presented per organisation assessed)

Room for improvement

EU27+
MT
PT
ES
EE
AT
IT
DK
S|
NO
SE
UK
BE
PL
cy
FR
FI
IE
LT
BG
TR
LU
HU
IS
NL
DE
LV
Ccz
RO

EL

CH |

0%

B Automated service

Service online and
through portal

Service online but not
through portal

Information online
and through portal

M Information online but
not through portal

| Offline

10%

20%

30%

I

40% 50% 60% 70% 80% 90% 100% * Capgemml
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LIFE EVENT K
years,

_LOSING & FINDING A JOB Dottt gonis sty o i in Eeops have continousy e

services and are more crmc arding online éxpenences : the ur
compared 1o the average intemet user, Ol all unemployed: :

‘\Q

USED THE DNLINE CHANNEL FOR OF USERS WERE
UNEMPLOYMENT SERVICES SATISFIED AFTER USE

I AVERAGE RESPONDENT [ UNEMPLOYED

i Although the average online availability of services for unemployed
Unemployed also tend to have a h?her preference for : ts 73%hthe online avasdability of Bervicos providing social sn‘::gn

face-to-face interaction compared 1o other respondents:

lags be

~ . B AVERAGE RESPONDENT

) -—— ! ! !
STRONGLY PREFERS
FACE-TO-FACE CONTACT

E ON AVERAGE NIW“I FOR UEBT HEALTH  GUIDANCE WHEN
PRCMOTDI SICK/INJURED

ONLINE AVAILABILITY

I HGH SERVICE AVAILABLLITY : ABOVE 75%

0 MODERATE SERVICE AVALABLLITY : 65-75% o

I LOW SERVICE AVAILABILITY : LOWER THAN 65%



Losing & Finding a Job
Room for improvement!

EU27+ |

e m Automated service
NL

PT

Fl

FR

Eé Service online and
IE through portal

TR

DK

AT

BG Service online but
NO

e — not through portal
Sl

DE |

PL . .

IS — Information online
LT and through portal
EE

cY | I

cz

ng 1 — Information online
UK | but not through

HU .

HR portal

Lv I

RO | E— m Offline

EL | _—

LU .
[sK I |

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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Studying




EDUCATION IN EUROPE STUDENT USE OF EGOV SERVICES

gmden : Of all students that have enrolled in higher education
mmgﬁm? ot I‘ and/or applied for student grants:

TOTAL STUDENT INCREASE 2002-2012 g !

STUDENTS EU27 CROSS-BORDER USEDORLRE oo diion TOTALLY GOT

LIFE EVENT[

mﬂl m‘m

STUDENTS EU27 g it
Students are profound internet users and more likely to
Cross-border services for students lag behind compared x use eGov services than the average citizen:

to national service delivery:

ONLINE AVAILABILITY OF SERVICES

e

AT NATIONAL LEVEL AT CROSS BORDER LEVEL W0 STUDENTS I AVERAGE RESPONDENT

However, younger people are less aware of existing eGov
servioe&"l‘wose who say unawareness was their mgm

ONLINE AVAILABILITY .
I SERVCE AVALJBLITY ABOVETST. A 6B

¥ MODERATE SERVICE AVAILABLITY : 65-75%

I LOW SERVICE AVAILABILITY : LOWER THAN 651



Studying

room for improvement

EU27+

PT
MT
IE
ES
AT
FI
CH
UK
TR
IT
DE
cz
NO
LT
SE
HR
FR
EE
PL
IS
DK
s
HU
cy
NL
BE
LV
RO

SK

BG
EL
LU

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

B Automated service

Service online and
through portal

Service online but
not through portal

Information online
and through portal

Information online
but not through
portal

| Offline
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Key enablers to drive digital by default



Governments are not yet reaping the benefits of

to provide cheaper, betier, and faster
services. This requires establishing some common
building blocks that all public senvice providers can use
to collaborate between providers and through senvice
delvery chains to transform outcomes. Without these

key enablers there is a limit #o how good customer
expenence will be ~ in country, and cross-EU.

EMERGING TECHNOLOGIES

MOB"_E T PP D

o I

BIG DATA
ANALYTICS <veveerereeneonces ||||

"\

I

- J

LSPs develop and deploy technical buikding

Bectronic. |
Procuremant

B

1oco / EPSOS |
| eParscrption |
‘ e-Justice and Pabent (‘
| Services Sumenzey
\ y J
\ // /
S E
| STORK
\ ] MJIIA‘J |
NG
Sy
\ J/

LARGE SCALE PILOTS
The followng

100
80
60
40
20

o

eIDENTIFICATION

An electronic identification
solution to determine if the
user is who he/she claims
to be, often combined with
eSignature to authenticate
communications.

Directly enables fransactions

and will increase online

avadability of services. it will
save time and reduce costs
for both citzens, businesses,

and governments.

AVAILABILITY NOW

Key enablers help realise these banefits for citizens and businesses.
What did respondents say about their use with these particular enablers?

2

AUTHENTIC SOURCES eSAFE
Allows citizens and Base registers used by A virtual repository for storing,
businesses to send governments to automatically administering and sharing
electronic documents and validate or fetch data relating personal electronic data and
reduce offline paper to citizens or businesses. documents.
processes.
It enables governments to It faciitates the 'onoe-only’ Use of eSafe functionalities
reduce burden of citizen by principle, enabling governments to enable citizens and/or
simpifying and fully to re-use data and deliver businesses to securely store
digitising services while senices icaly (without and re-use personal
reducing use of paper. the user to do anything) documents in public senice
and/or online forms. processes.
43% 38%
0 0
Cur 119 of
n'mmnts 1S &lm
‘automatically”
- J J & J

Apglied for a

Applied for a i
ervice service, 3 o
dcs)wnload?yng refurning form Re%-;éod ari :)ﬂ-oa]
electroni ument or
s =Y . service doivered
i automatically

i -

Were &(semce

Mhout asking

for it .

FITNESS-FOR-USE N

P MULTPLE IPPLEATINS
m )

SUCCESS FACTORS

As indicated by countries in 2010, the critical success factors for
deployment of key enablers are:

Single Sign On (SSO) allows
users to get access to
nead to log in multiple times.

--------------------

This means that a citizen or
business can log into a main
website of a country like
national portal, to perform
other domain services

renewal, tax
declaration, etc)

....................

LEACERSHP M0 USE OF NTES(PERIBLE SECURTY, TRUST
CIONTINUDUS POUTICAL TECHNDLOSICAL AND USABLITY
WPPORT INFRASTNCTURES



Key enablers are required to improve online public services, both from a user
perspective as well as for public administrations involved

70

60

50 —

20 —

10 -

0 - ! ! ! ! 1

Overall elD eDocuments Authentic eSafe SSO
sources

m Slovakia " EU27+
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Towards a new generation of eGovernment services

3 principal messages Observations
The shift in eGovernment thinking Need for collaboration 1. Countries take different routes to
towards designing services increase take-up of eGovernment
around user needs is not yet fully services
embraced in Europe

ICT 2. There are mixed results regarding
Governments are not yet fully return on investments
reaping (evidencing) the
benefits of eGovernment 3. The importance of sound
- ‘ technical foundations for
Transformatlon IS ne_eded to i f improvement
realize a new generation of INes o Customer
i business o o

eGovernment services. 4. Dealing with decentralization is a

challenge, not an excuse

5. Digital by default, or by detour?
Using legislation as a game-
changer
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Thank you for your attention!

\

Kontakt:

Ivo Petrencéik
Obchodny riaditel pre CZ a SK

Capgemini Slovensko, s.r.o.
Prievozska 2/B
821 09 Bratislava

Tel.: +421 902 902 080
E-Mail:  ivo.petrencik@capgemni.com

Kontakt: \

Tomas Pavlik
Senior konzultant pre verejny sektor

Capgemini Slovensko, s.r.o.
Prievozska 2/B
821 09 Bratislava

Tel.: +421 911 105 764
E-Mail:  tomas.pavlik@capgemni.com

o
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