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Top-level benchmarks 

 



Country performance clusters 







Mobile friendliness of online public services 

 



Transparency improves the user journey 



Are European public services helping realise the DSM? 



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 

 

 



An explorative bench-learning exercise 

• Three performance indicators: 

• Digitisation (advanced output) 

• Satisfaction (impact)   

• Penetration (impact) 

• Five eGovernment maturity clusters 

 



Identifying peers 

Context variables in three different categories: 

eGovernment supply 

eGovernment demand 

Environment 

 

Five different peer groups 



Performance clustering of peers 
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