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Top-level benchmarks

Online availablity
Usability

Ease of use
Speed of use

Service delivery
Public organisations
Personal data

Online availablity
Online Usability
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Country performance clusters

User Cenkricity Benchmark: EU28+ performance clusters Transparancy Benchmark: EU28+ performance clusters
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. Are government services prepared for the digital age”?

ON THE POSITIVE SIDE: More services available online for
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HOWEVER: use and user experience remain insufficient

a

470/0 citizens

interact with public
authorities online

Ease and speed of use remain
unchanged for two years - at

e

only26tyﬂ fill in

online forms

. 3 challenges for government services to match rising customer expectations




@ Mobile-friendly
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Only 1 'n4 public services

in Europe (27%)is “mobile-friendly’,
creating a smooth experience when visiting
public websites on your mobile device.
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2 out of 5 websites (41%)

are transparent about senvice process, duration and

response times, thereby causing people to drop offline.

Only 1in3
websites

<

UK leads the way:

‘for government services,
the mobile web is a winner,
both from a WSEer and

a COSt perspective’.
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) Open & transparent

inform visitors about their ability
to participate
in policy making processes.

€) Personalised & simplified

Proactive information provided about personal data held by the

governments (in 33 cﬂuntrieS}:

Entreprensurs
ﬁ

@ ﬁ Students

-
o Unemployved/
job-seekers

Onece-only registration
simplifies registration
and customises services
for multiple use by
public authorities -
however:

In 450/0 of cases,

online

with personal data
are used.

forms pre-filled

(g

In only 40/0 of cases,
services are
proactcively delivered
to the user,
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Mobile friendliness of online public services
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Figure 7 Mabile friendliness of public sector websites (Teft) and indivwduals accessing Ehe intermet Ehrough mobiles
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Transparency improves the user journey

Ease and use of speed (compound)
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Transparency of service delivery
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Are European public serv
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58%

48%

Cross-barder mobility benchmark is at 48% not even half way.
Businesses arc slightly better off,

ices helping realise the DSM?

Where does Europe stand at the moment | D
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An illustration. Starting up a
in another
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fully onlineg in 13 countries;

unable to find and
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Lack of
nformaticon

Good practice: eross-border

company registration | ==
in Sweden

just information online in 14 countries;
n 6 countries the mystery shopper was even
understand information.

it required

Electronic Barriers prevent seamless service

L expaenence for foreign users.
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translation required required not possible

As part of the eSENS large scale pilot and supporting eIDAS implemen-
tation, Sweden has developed an efficient technical solution for foreign
entrepreneurs that want to register in Sweden. it reduces burdens
for the entrepreneur and sawves costs for the public authority that can
proceass the application digitally.




Mandatory use of online public services

Best results when framework
conditions are satisfied

Highest use of mandatory
services for business start-up
and university enrolment

Not surprising: enterprises
have specialized staff and
intermediaries and young,
educated people are the most
digitized
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Mandatory online services
(% of relevant services)
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Composite Business Losing Studying

3 life
events

start-up & finding
ajob

Sigure 25: Number of mandatory online public services, in three life events, for EU28+.




An explorative bench-learning exercise

Three performance indicators:
Digitisation (advanced output)
Satisfaction (impact)
Penetration (impact)

Five eGovernment maturity clusters

Neophytes High Potentials Builders Mature




Identifying peers

Context variables in three different categories:

eGovernment supply
eGovernment demand
Environment

Five different peer groups

Group Countries
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Group 1 | Latvia Slovenia Luxembourg | lceland Cyprus Estonia Lithuania Malta
Group 2 | Poland Cermany Icaly France United Kingdom | Spain

Group 3 | Metherlands | Belgium Austria

Groupd | Romania Czech Republic | Greece Hungary | Portugal Bulgaria Croatia Slovakia
Group 5 | Sweden Ireland Denmark Finland Morway
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Performance clustering of peers

Neophytes High Potential - Builders Mature
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