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Measuring the degree of back-office development of the
federal administrations and their egov readiness

|
Understanding the needs of the citizens
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Integrated instrument to continuously monitor and benchmark
the development of ICT and eGovernment in Belgium

To be used by everyone (Administrations and politicians,
Citizens and enterprises, Academic world)

Based on international best practices
Aligned with European measurement framework
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What is the level of computerisation in back-office administrations ?
How many public services are available online and are they used ?

What is the percentage of citizens / enterprises using Internet to
Interact with the administrations ? What is the evolution ? Are users
satisfied ?

What are the barriers to their use ?
What is the impact of this use ?

What are the benefits for the administrations / the citizens / the
enterprises ?
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Project Agora (scientific ) %
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Consolidation of the dispersed existing indicators
Development of an operational dashboard

Partnerships to collect data
Ministry of Economy/DG Statistics, ASA, ...
Regions and municipalities, EU
Private partners

Fedict Surveys
Fed-eView/A 2nd measurement in 2009

Development of new indicators
eGovMoNet thematic network (user satisfaction and egov
Impact)
Benchlearning projects (DG InfSo)
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researcher vs official : different needs: focusgroups
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"I'm sorry. It appears Mr. Mitchell won't be
i accepting any meore infermation today.”
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OUTPUT OUTCOMES
Policy Internal Benefits on Users
I | I |
Money External Barriers on Suppliers
| I I
People Uptake on Economy
I I
Satisfaction on Society
CONTEXTUAL VARIABLES
Sector Attitudes Costs Use
] ] ] |
Infrastructure Skills Access Legislation
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<General approach= <Application to ¢eGov Monitor= <Example — eGov Monitor=
DOMAINS OUTCOMES
KEY SUB DOMAINS UPTAKE
INDICATORS
Factors Kev indicators Channels used by citizens for
" ™| interaction with public authorities

%% of indrviduals who have usedtelem atic kiosk |

Ttems Indicators

%% of individuals who havwe used call
centre/telephone

¥ of individualz who have ugedfax

Different types of indicators are possible:
e.g. nunber, amount, percentage, degree,
trequency, score, price, age, etc.

--=Dboth quantitative as qualitative N

k2K 2 2 2

% of individualz who have used 3WI3 |

-)I % of individuals who have usedm obile technology

¥ of individuals who have ueediDTV |
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Top-down

—Qualitative

—EXpert opinions, via e.g. Delphi survey

Bottom-up

—Quantitative

—Data-driven, via e.g. Structural Equation Modelling
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