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MANAGEMENT SUMMARY 
 

This report presents the 7th annual measurement of the progress of online public service 
delivery across Europe. It features results from the two core measurements of 
sophistication and fully-online availability of online services, measured across a basket 
of 20 services assessed from public agencies across 31 countries � the 27 EU Member 
States, plus Iceland, Norway, Switzerland and Turkey (EU27+). 
 
This year the measurement system has been enhanced in recognition of the ever-increasing 
focus on efficient �user-centric� services. We introduce a 5th level of online sophistication � 
that of personalisation; the extent to which online service is targeted to user needs. We have 
also piloted a composite indicator for User-Centricity � comprising a basket of four sub-
indicators. Finally, we have assessed national portals as a trusted comprehensive one-stop 
access to public services..  
 
The report is laid out in three broad areas: 

� Method & Results for Core Indices: the measurement system, the contribution of 
country representatives, and discussion on the European and Country level results  

� Method & Results for User-Centric Indices: discussing the new pilot indices 
� Country Profiles: Summary results and highlights for each of the countries assessed  

Further detail is provided in the Annex, and can be requested from the report authors. 
 
Online services were, for some, an intriguing diversion at the outset of this measurement 
journey in 2001. They are now a recognised and integral means to deliver the i2010 
eGovernment Action Plan. As individuals, we now seek and expect quality and dynamism in 
online public service delivery. As Government we must also seek to define and deliver that 
�Gov 2.0� user experience. This is an essential component to European competitiveness and 
central to achieving Lisbon goals. 
 
So, to the findings� 
 
Continued Pan-European Progress:  Europe progresses against both of the core 
measures. Sophistication is on average (EU27+) at 76% approaching the level classified as 
�transactional�.  This shows advancement from 2006 where services were classified on 
average as �two-way interaction�. There is however significant variance between the most 
and least advanced countries, of almost 50% points.  
Against the fully-online availability measure, Europe has advanced from 50% in 2006 to 58% 
in 2007. There is an even more marked variance, of 85%, highlighting the challenge of 
delivering integrated (�front-to-back-office�) interoperable services, particularly for cases of 
devolved government. The most advanced country has now achieved 100% against the 
criteria for the 20 services measured. 
 
Country Rankings for Sophistication and Availability: There is a high correlation now 
between these two measures. Five countries have achieved performance of 90% or above in 
both. Austria retains its leadership position, followed by Malta, Slovenia, Portugal and the 
United Kingdom. 
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�Fast Movers�: Portugal has made major progress since 2006. Malta, Slovenia and Estonia 
stand out as countries that have embraced eGovernment and advanced online service 
delivery to levels in advance of many �old� member states. Modest size and centralised 
structure enable rapid advancement. There remain some small new and old states that 
clearly have not embraced eGovernment to that same degree, and a number of previously 
progressive �old� countries whose progress has faltered rather over recent years. 
 
Servicing the Needs of Businesses and Citizens: Austria, Malta, Czech Republic and 
Portugal offer the best sophistication and fully-online availability of public services for their 
business community. The EU average for the latter measure has advanced modestly (3%) 
from an already high level in 2006 and now sits at 70%. Sophistication is now at 84%.  
Much of the overall progress has been made this year through improvements in citizen 
services, albeit the gap between citizen and business remains significant. Sophistication sits 
at 70% (cf business: 84%) and fully-online availability at 50% (cf business: 70%). The gap 
between leader (Austria: 100%) and last exceeds 90%. There is significant room for 
improvement, however the sheer number and heterogeneity of citizen services delivered 
through often devolved government presents countries with serious challenges to achieve 
high levels of performance. This is not perhaps something that receives the sympathy of the 
citizen, who expects levels of service frequently experienced in the commercial world. 
 
Service Clusters: Four service baskets are assessed � income generating (for 
government); registration (e.g. births, company, moving); service returns (e.g. health, social, 
libraries); and permits and licences (e.g. building, education, passport). Whereas the EU 
average for fully-online availability of income generating services all sit well above 80%, the 
other three clusters although showing advancement year-on-year are still at very low 
performance levels. If governments seek to engage customers they must enable not only the 
services that deliver funds into government, but also those that deliver value to customers. 
 
User-Centricity: Recognising the advancement in online service delivery we piloted a suite 
of user-centric measures. These new instruments deliver revealing insights, though less-
robust data in comparison with the core measures.  

� The 3rd Indicator: User-Centricity: We assessed four areas to explore the feasibility 
of a composite measure for user-centricity for transactional services: These include: 

o Data Security: �Is there a legally binding eID system in place?� Although 90% 
of countries have an eID policy, the EU27+ average is only 27% for 
implementation. Malta, The Netherlands, Slovenia and Sweden have been 
performing above average.  

o Reducing Administrative Burden: Assessment of ease of data entry, and 
levels of form pre-population was supported in only 6 countries revealed a 
great disparity in results. The results are inconclusive.  

o Multi-Channel Access: �To what extent is there at least one other channel 
(e.g. call centre, kiosk, mobile, DiTV) available?� 24% of the services offered 
alternative channels, indicating emerging multi-channel strategies. Bulgaria 
stands out, with a call service centre available for most online transactional 
services.  

o Compliance with Accessibility Standards: Compliance to international 
standards is poor, with only 5% of sites making this visible (e.g. statement; 
logo). This is a slight increase on the 2005 figure of 3%. 

 
With an average of 19% the overall results of user centricity e-service delivery 
measurement stay modest.  
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� National Portals: We assessed availability of the 20 services, personalisation (�my 

portal�), and consistency of layout. The EU27+ average score is 75%, demonstrating 
that European governments have invested in delivering quality national portals, as 
the convenient, trusted, branded route to public services. 

� Personalisation: the 5th level of sophistication: Reviewing solely those 9 services 
relevant at this level (pro-active services organised around user needs, typically 
automated end-to-end, and at times delivered automatically resulting from a previous 
event), shows an EU27+ score of 36%, with Slovenia standing out with almost 80% 
of these services in this pro-active state.  

 
 
Europe continues to make sound progress on the supply of online public services as a key 
enabler to deliver the i2010 eGovernment action plan and Lisbon goals. Businesses appear 
in general well served and suitably engaged. Significant progress has been made to improve 
citizen services. However much remains to do to serve citizens who are increasingly 
exposed to and versed in web services. Neglect would result in widening the gap between 
the public and commercial online worlds. Today�s challenge is to close that gap � delivering 
an experience that attracts and fulfils citizen needs, efficiently, consistently, and 
economically � the �Gov 2.0� experience. An experience that reaffirms trust in public 
services, and delivers the user-participation required to support a customer-centric, 
economically viable, and productive Europe.  
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1 INTRODUCTION 
 

This report presents the results of the renewed benchmarking on the progress of online 
public services in Europe. On behalf of the European Commission Capgemini has measured 
for the 7th consecutive time the supply of public e-services in Europe. 
 
The provision of high quality public services is one of the keystones of the i2010 programme 
�A European Information Society for growth and employment�.   Public services are playing 
an important role in the route to an inclusive European society. They also play an important 
role in the success of the European economy. 
 
The eGovernment policy environment has evolved from �bringing public services online� to a 
concept of effective and user centric service delivery in an inclusive and competitive 
European society. Such services are now a recognised and integral means to deliver the 
i2010 eGovernment Action Plan, across all five priorities: 

1. No citizen left behind: advancing inclusion through eGovernment so that all citizens 
benefit from trusted, innovative services and easy access for all 

2. Making efficiency and effectiveness a reality: significantly contributing to high user 
satisfaction, transparency and accountability, and a lighter administrative burden 

3. Implementing high-impact key services for citizens and businesses: by 2010, 100% 
electronic availability of public procurement with 50% actual usage, and agreements 
on cooperation on further high-impact online citizen services 

4. Putting key enablers in place: so citizens and businesses benefit from convenient, 
secure and interoperable authenticated public service access across Europe 

5. Strengthening participation and democratic decision-making: employing effective 
tools for public debate and participation in democratic decision-making 

 
This 2007 measurement is based upon a method that has been modernised, to take into 
account new technological possibilities and insights. The existing framework has therefore 
been extended to include a fifth level of sophistication built around pro-activity and 
personalisation The measurement also recognises the significant advancement that has 
been made by countries over the years. The measurements have been extended to assess 
on the one hand to what extent the services are built around the needs of the �customer� 
(being citizens and businesses) and on the other hand how easy it is to access these 
services through the national portal.  
 
Thus in this 2007 benchmark the following indicators have been measured:  

• An online sophistication indicator based on a renewed 5 level model; 
• An indicator on the number of public services fully available online, where fully 

available online will continue to be measured on the existing 4 level model. This 
indicator will allow the evaluation on a historical continue basis; 

• User centricity indicators (a composite of four sub-indicators); 
• An assessment of national portals that provides an indication of the service 

integration and consistency and branding of online government.  
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Since the existing list of services covers reasonably well the different tasks and interactions 
of the public sector with citizens and businesses, the existing list of services and their 
definition as a service has not been changed. Historical statistical comparison is however 
only valid in the case of �fully-online availability� since the sophistication scale has been 
modified.  
 
The benchmark is based in the first place on the classical �web-based� assessment of more 
than 5,000 public agencies and 14,000 web pages providing the 20 public services in the 31 
participating countries. Collaborative interaction with, and information provided by the 
representatives of the participating countries is a second and important information source 
for this study. 
 
The participating countries are the 27 Member States, plus Iceland, Norway, Switzerland 
and Turkey (noted as EU27+). Newcomers in this study are therefore Bulgaria and Romania 
as new Member States, and Turkey.  
 
In the following chapter we will discuss the two core indicators being (i) sophistication and (ii) 
fully-online availability. This includes the main changes to the method, together with the 
country rankings and an analysis by cluster. In the subsequent section we introduce the new 
indicators, starting with a presentation of the User Centricity indicator and the findings; the 
National Portals are also discussed. We have added extra considerations about the pro-
activity of the services measured. We then discuss each participating country separately with 
a general comment about the scoring, an assessment of the national portal, and some 
highlights. Finally the overall conclusions on where Europe stands are summarized.  
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2 THE CORE INDICATORS 
 

2.1        The method for the core indicators 
 

2.1.1 Online sophistication and fully online availability 
 

The scoring framework 

 
In order to measure the indicator �availability of public services online�, an e-service 
sophistication model was developed. This model illustrates the different degrees of 
sophistication of online public services going from �basic� information provision over one-way 
and two way interaction to �full� electronic case handling.  

The second indicator � fully available online - is measured on the basis of a two-level 
framework:  

• �no full online availability� : contains stages 0 to 3 of the sophistication framework.  

• �full online availability� : status granted to all services that reach a  stage strictly 
above the 3rd stage of the sophistication framework.  

This method has been applied on a consistent basis over previous years across a basket of 
20 common services to assess the progress of e-Europe. 

 

The enhanced measurement framework 

 
The existing framework has been extended to include a fifth level of sophistication built 
around pro-activity and personalisation. Thus in this 2007 benchmark the following indicators 
have been measured:  

• An unchanged indicator on the number of public services fully available online, 
where fully available online will continue to be measured on the existing 4 level 
model. This indicator will allow the evaluation on a historical continue basis; 

• An online sophistication indicator based on a renewed 5 level model; 
 
The 5th level provides an indication of the extent to which the online provision of the 20 
common services is based on new models of front and back-offices integration, the reuse of 
available data and to what degree the idea of pro-active service delivery is embedded. For 
certain services this means that the applicant receives the service automatically based on a 
previous registration of an event.  
 
In other words, this 5th level gives in an indication of fully integrated electronic procedures 
that help reduce �red tape� and improve data consistency; where no other physical action is 
required on behalf of the applicant. 
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The new 5th level of sophistication introduces two extra concepts:  

·  The idea of pro-active service delivery, i.e. the government pro-actively 
performs actions to enhance the service delivery quality and the user friendliness. 
Examples of pro-activity are: the government warns the user that action could be 
required, the government pre-fills data in the application forms that it already 
contains in governmental databases to the extent permitted by law.  

·  The idea of automatic service delivery: the government automatically provides 
specific services being social and economic rights for citizens (and business), 
linked to a certain condition of the user. There is no need for the user to request 
the service.  

 
The model below illustrates the 5th level sophistication concept.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1: Sophistication of online services 

 

 
Until now only the direct interaction was taken into account between an applicant – being a 
citizen or a business, and the governmental service provider – being an administration, 
agency or private operator to whom the government has outsourced the service delivery.  
In the renewed method we introduce the concept of intermediaries and take into account the 
electronic communication and interaction between the intermediary and the service provider. 
This concept is relevant for two services: car registration and health services for which an 
alternative 4B level is elaborated. This change results in minimal overall impact at a 
European level for year-on-year comparability, and provides a more accurate picture at a 
country level. 
 

In
fo

rm
at

io
n

One way 
interaction
(downloadable 

forms)

Transaction
(full electronique

case handling)

Two way 
interaction

( electronique

forms)
� � ��

� � ��

� � ��

� � �

� � � ��

In
fo

rm
at

io
n

One way
interaction

(downloadable
forms)

Transaction
(full electronic

case handling)

Two way 
interaction

( electronic
forms)

� � ��

� � ��

� � ��

� � �

Targetisation

(pro - active, 

automated)

Personalisation
(pro - active, 
automated)

� � � ��

In
fo

rm
at

io
n

One way 
interaction
(downloadable 

forms)

Transaction
(full electronique

case handling)

Two way 
interaction

( electronique

forms)
� � ��

� � ��

� � ��

� � �

� � � ��

In
fo

rm
at

io
n

One way
interaction

(downloadable
forms)

Transaction
(full electronic

case handling)

Two way 
interaction

( electronic
forms)

� � ��

� � ��

� � ��

� � �

Targetisation

(pro - active, 

automated)

Personalisation
(pro - active, 
automated)

Targetisation

(pro - active, 

automated)

Personalisation
(pro - active, 
automated)

� � � ��


