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The top-level benchimark User
ceniricity indicates to what extent
. . (imformation about) a service is
User Centricity el e D
16 13

The top-leveal benchmark
Transparency indicates to what
axtent governments are
transparent as regards a) their
own responsibilities and
performance, b) the process of
service delivery and c) personal
data involved.

The top-level benchmark Single
Market mobility indicates to what
extent EU citizens can use online
sarvices in another country It
measuras the avallability and usability
of cross-border eGovernment services,
Le. If sarvicas In country & can be used
by someons from country B .

The top-level benchmark Key
enablers indicates the extent to
which 5 technical pre-conditions
are available online. It measuras
the extent to which governments
hawve the techinical pre-conditions in
place to realise efficient and effective
online services.
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a. Pioneers: a-sail to discover newlands
9 USER CENTRIC Malta, Anland, Estonia

GOVERNMENT
= Excellent performance across all priorities n
GOVERMMENT i )
= Service driven by technology
CITIZEN MOBILITY Equosé?jfvs = Frontrunners as regards cross border services

b. Silo-topplers: sailing with the wind in their sails, on national territories

USER CENTHIC

GOVERNMENT Austria, Denmark, Spain, Lithuania, Norway, Portugal

‘ = Succeeded in integrating key enablers to achieve high levels of user centricity-across
— /;v T Succeeded in ntegratin NMbpBeHUM
=
\\ // = Cross-border services could follow that success?
BUSINESS
CITIZEN MOBILITY MOBILITY

c. Steady performers: ship floating nicely

ggﬁ;gj{gﬁ Belgium, France, Iceland, Italy, Latvia, Poland, Sweden, Slovenia, Turkey

ENAR TRANSPARENT = Good performance, consistently, across all priorities 6
Y AR COVERNNENT B s P CTtabunHu
= Most room for improvement as regards cross border services and transparency
BUSINESS
CITIZEN MOBILITY T

d. Business oriented: need to change track?

USER CENTRIC ]
COVERNMENT Cyprus, Germany, Ireland, Luxembourg, Netherlands, United Kingdom

v - TRANSPARENT = User centricity driven by the business life events E M 3 H ec
ENAs GOVERMMENT ) . )
= Countries open to foreign businesses
CITIZEN MOBILITY auosé?jff = Most room for improvement as regards key enablers, transparency and citizen mobility

Bulgaria, Croatia, Czech Republic, Greece, Hungary, Romania, Serbia, Slovakia, Switzerland

S = Modest performance across all priorities KO p a 6 o pr Lu e H u

GOVERMMENT = Low integration of key enablers in service delivery obstruct improvements as regards
user centricity and cross border services

USER CENTRIC
GOVERNMENT

BUSINESS
MOBILITY



http://www.esicenter.bg/

User Centricity
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MHoro Ha 6pou MHTerpupaHu naKkeTu ot
“HakbcaHun” YCNYyru opraHu3mpaHm

(paseanHeHn) OKOJ10 CbbnTHNA OT

nyébnnuyum “yenyrn”

XXMBOTA HA KpauHusNA
norpeéburen.

/TPaH3aKumm

1 Registeras 2, Get 3.Ensure 4. Ensure

unemployed  assistance  continufty of  cortinuity of

andapply for -~ fompublc — medical pansion
bengfits officer Insuranca  payments

1. Comorats tax 2. VAT 3. Sock
docaraon  contrbutons

Losing and finding a job

12, Search 13, Recelve 14, 15
Hanaum [muwm jobvacancy  jobalets  Subscrbeto  Subscribe to
Genefitsthat — onlabour  dafabase  andsetup  waning&  vocational
applytoyou  market Job prifiles  education carear
programs ahice
Regular Business Operations
10. Request
refund VAT

5. Obtaln
auidance
Telated fo
Mousing

4, Submit
financial 5. Submit 6. Obtain nfo 7. Obtain info

5o company data on employes mru]lnd
business i statistical mlmmli

mdﬂm

MHTerpuvpaHo ynpasJjieHMe Ha aAMMHUCTpPaTUBHAaTA
pedopmMma u ellpaButencreo B NoJsi3a Ha

rpaxgaHute n 6usHeca!
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OTBOpEHM npouecm m
AAaHHU, KOUTO Aa OCUTYPAT
NPO3pPaYvyHoOCT,
nosiMTUYecKa noakKkpena u

npo3pavyHOCTTa Ha NapTHObPCTBO C

ellpaButencrseo rapa>xaaHute m 6u3Heca

MNacMBHO-CMMYJIaTUBHO
NapTHbOPCTBO, KOETOo

He AonpuHacs 3a

SErvice DUD"C implication

collaboratlgg,!} .,,,,ovat.on 0 pe n
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Cross Border Mobility
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HamMma cneunaneH pokyc
BbpXY
TPpaHCrpaHM4YHaTa
MOGMNTHOCT Ha ycnyrm m
cbbutHus.

NMpv NnocTaBsAHE Ha ACHMU
uesnm TpaHCcrpaHu4yHaTa
MO6GUTHOCT MOXXe Aa

AonpuHece 3a NoBMLUEHa
KOHKYPEHTHOCNOCOBHOCT.
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Jiuncata Ha HanpeabkK No
peasiHOTO BbBeXAaHe
Ha KJ/1IIO4YO0BM
TEXHOJIOrMYHMN paKkTopm
MO>XXe AONDbJIHUTEJIHO Aa
3abaBu
ellpaBuTtencrso.

NMpuoputeTn 3a pasBuTHue
Ha MoAepHa
MHpaACTPYKTYypa B nonsa
Ha KOHKPEeTHM
NMPUOPUTETHMU YCNYINK,
OpraHuU3npaHu KaTo
«CbOUTHA OT )XXNBOTA».
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KEY ELIMENTS OF TRANSFORMATION:

Adopt transparant & open
operating models

L

Service minded: applying

outside-in design

i'

t
<A Gy

...IN STEERING AND DELIVERING PUBLIC SECTOR INNOVATION

Joined-up governance to enable : : Building an eSkilled workforce to
process digitisation & data integration E E increase society’s absorption capacity

Public ey ~ National . ™ Social

Private . Regional ' :
People Local E @ Mobile

National
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N3TOYHMLUM Ha MHDOpMaLUMA:

3a cTpaTe3m. Insight Report

http://www.capgemini.com/resources/egov-benchmark-delivering-on-the-
european-advantage-insight-report

3a pbKOBOAUTENIN: Background Report

http://www.capgemini.com/news/the-european-commission-egovernment-
benchmark-action-required-to-meet-commitments-for-digital

3a aHaaun3saTopmu: Open Data Portal
https://open-data.europa.eu/en/data/
3a ekcnepTu: Method Paper

http://ec.europa.eu/digital-agenda/sites/digital-
agenda/files/eGovernment%20Benchmarking%20method%20paper%20pu
blished%20version 0.pdf

Mo AbprkaBMu: Country Profiles

http://ec.europa.eu/information society/newsroom/cf/dae/document.cfm?

dOC |d=5545 Eastern
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