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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  

Complexit
y 

Steps of Digital 
by Default 

EU-Benchmark as of 2012 
 

Measurement of Usage 

Information 

Communicati
on 

Transaction 

Integration 
 
 

Interaction 
 

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

 Integration allows the bundling of 
services across several administrations, 
getting closer to life events  

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

EU-Benchmark until 2010 
 

Measurement 

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

28,000 citizens across all EU 27+ countries have been 
surveyed, exploring 27 questions, and 19 typical user 
events. This provides a picture with 95% confidence 
(relevancy) of the views of the 600 million European 
citizens about: 

 Use of eGov services 
 Satisfaction with eGov and private services (eBanking, 

eCommerce) 
 Barriers for not using eGov services 
 eChannel preferences 
 Level of fulfillment 

1 
Assessing life events to improve seamless public 
services 

3 high-impact life-events: (i) business start up and early 
operations (ii) losing and finding a job (iii) studying. Each 
one assesses 15 to 30 specific services. With 100.000+ 
data points this provides a very rich and in-depth 
analysis of the state of play of the services in these life 
events across Europe. Measurement looks at: 

 Online availability of services 
 Online usability of services, incl ease and speed of use 

assessments 
 Cross border service delivery 
 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: 
eID, eDocuments, Authentic Sources, eSafe and Single 
Sign On 

 

3 
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Demand-Side Citizen Survey 
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BELIEVER: eGov User with eChannel Preference (loyal user) POTENTIAL DROP OUT: eGov Users NO eChannel Preference

POTENTIAL USERS: eGov Non-User
eChannel Preference

NON-BELIEVER: eGov Non-User
NO eChannel Preference ('hard to get')

In Slovakia, 41% of the internet population uses the online channel for citizen 
services 
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Opportunity: 
22% potentially new eGov users 

Threat: 
13% potential drop outs 

EU Frontrunners: SK eGovernment use: 41% SK non-eGovernment use: 59% 

1. Denmark (64%) 

2. Sweden (60%) 

3. 
United Kingdom 
(60%) 

4. Finland (59%) 

24. Slovakia (41%) 

Threat: 
37% non-believers 
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0% 10% 20% 30% 40% 50%

I saved time

I saved money

I gained flexibility (in time and place)

I got better quality of service

The process of service delivery was simplified

I got better control over the process of service delivery

The process of service delivery became more transparent

My trust in public administration increased

Slovakia EU27+

What people liked about using eGovernment services… 
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People that strongly agreed to the following statements about perceived benefits after having used 
eGovernment services: 

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. 



0% 10% 20% 30% 40% 50% 60% 70%

I was not aware of the existence of relevant websites or online
services

I preferred to have personal contact to get what I wanted/needed

I expected to have things done more easily by using other channels

I did not use the Internet because of concerns about protection and
security of personal data

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

I could not find or access the information or services I wanted/needed

The relevant services will require personal visits or paper submission
anyway

I tried but I abandoned the service, because the service was too
difficult to use

I tried but I abandoned the service, because the service's website or
application had technical failures

I did not expect to save time by using the Internet to get what I
wanted/needed

Slovakia EU27+

…and why they didn’t use eGovernment services 
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eCommerce
services

eBanking Declaring
income taxes

Soc Networks eGov
Information

eGov Services eParticipation

Satisfaction of public internet applications and services lags behind eCommerce 
and eBanking figures 
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EU27+ averages 



Life Event Approach 
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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 



Starting up a business and early 
trading operations 
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Visualisation of online availability options (presented per organisation assessed) 
Room for improvement 
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Losing and finding a job 
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Losing & Finding a Job 
Room for improvement! 
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Studying 
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Studying 
room for improvement 
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Key enablers to drive digital by default 
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Key enablers are required to improve online public services, both from a user 
perspective as well as for public administrations involved 
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Towards a new generation of eGovernment services 

27 

1. The shift in eGovernment thinking 

towards designing services 

around user needs is not yet fully 

embraced in Europe 

 

2. Governments are not yet fully 

reaping (evidencing) the 

benefits of eGovernment 

 

3. Transformation is needed to 

realize a new generation of 

eGovernment services.  
 

1. Countries take different routes to 

increase take-up of eGovernment 

services 

 

2. There are mixed results regarding 

return on investments 

 

3. The importance of sound 

technical foundations for 

improvement 

 

4. Dealing with decentralization is a 

challenge, not an excuse  

 

5. Digital by default, or by detour? 

Using legislation as a game-

changer 

Observations 3 principal messages 

ICT 

Customer 
Lines of 
business 

Need for collaboration 
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