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Preface  
These proceedings represent the work of presenters at the 11th European 
Conference on e-Government (ECEG 2011). 
 
The Conference this year is being hosted by the Faculty of Administration, 
University of Ljubljana, Ljubljana, Slovenia. The Conference Chair is 
Professor Maja Klun and the Programme Co-Chairs are Mitja Decman and 
Tina Jukić, all from the University of Ljubljana. 
 
The opening keynote address is given by Dr. Aleš Dobnikar, E-Government 
and Administrative Processes Directorate, Ministry of Public Administration, 
Slovenia. 
 
This Conference brings together practitioners and researchers in the area of 
e-Government from some 40 different countries. Participants will be able to 
share their research findings and explore the latest developments and trends 
in the field which can then be disseminated in the wider community.  
 
With an initial submission of 192 abstracts, after the double blind, peer review 
process there are 74 papers published in these Conference Proceedings. 
These papers represent research from countries including Australia, Austria, 
Belgium, Brazil, Canada, Czech Republic, Eygpt, Estonia, Finland, France, 
Germany, Greece, India, Ireland, Italy, Jordan, Latvia, Luxembourg, Macao, 
Malaysia, Mexico, Norway, Poland, Romania, Russia, Saudi Arabia, Serbia, 
Slovenia, South Africa, Spain, Sweden, Taiwan, Tanzania, Thailand, The 
Netherlands, Turkey, UK, USA and Zimbabwe. This will ensure a very 
interesting two days.  
 
I hope that you have an stimulating conference, and enjoy your time in 
Ljubljana. 
 
 
 
 
Maja Klunm, Mitja Decman and Tina Jukić 
Co-Programme Chairs 
University of Ljubljana 
June 2011 
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Evaluation of eGovernment Implementation at Federal, State 
and Local government Levels in Malaysia 
Ahmad Bakeri Abu Bakar 
International Islamic University Malaysia, Kuala Lumpur, Malaysia  
 
Abstract: The Malaysian Government has been implementing eGovernment 
initiatives since 1997. One way that the government can demonstrate 
physically to meet public demands for greater transparency and 
accountability is to offer online services and products through the 
EGovernment websites or portals. The eGovernment websites at Federal 
government, State government and Local government levels vary from one 
another considerably in terms of their technological design as well as their 
contents. For the purpose of measuring the generic aptitude of the State, 
Federal and Local government authorities to employ eGovernment, the Web 
Presence Measurement Model employed by the United Nations for the Global 
EGovernment Survey 2003, was used to evaluate the websites. Evaluation of 
MyGovernment, the Malaysia’s Government official portal,13 State 
government websites as well as State agencies websites and 145 local 
government authorities websites was conducted. The study was able to 
identify the current state of maturity of EGovernment websites and the stage 
of fitness of those websites in the cyber space. It was found that the portal, 
MyGovernment was far ahead in term of sophistication, followed closely by 
the websites of the Ministry of Agriculture and Agro-Based Industry and the 
Ministry of Tourism. The websites of all the State Governments in Malaysia 
are fairly good but the State Agencies websites have several deficiencies 
especially in incorporating the EGovernment applications such as E-
procurement in their websites. At the Local government Authorities level the 
implementation of eGovernment is fairly good for those in rich States such as 
Selangor while those in poor States such as Sabah they are deficient in 
several aspects such as the absence of online payment, e-Procurement and 
online application in their websites. This sort of indicate that local government 
authorities with money to spend can develop their websites/portals to a 
sophisticated level of maturity while other less fortunate States could only 
provide the barest minimum for their websites/portals as in the case of 
Sabah.  
 
Keywords: eGovernment, Malaysia, state government, local government, 
website evaluation 
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ICT Education and Access: As Strategies to Generate and 
Distribute eGovernment Content  
Fatemeh Ahmadi Zeleti and Erja Mustonen-Ollila 
Lappeenranta University of technology, Lappeenranta, Finland 
 
Abstract Low-level citizens’ education and adoption of Information and 
Communication Technology (ICT) is a common problem in both the 
developed and developing countries. EGovernment, which is defined as the 
application of ICTs to improve the activities of government, is widely seen as 
a means to promote efficiency of the government activities and services. In 
eGovernment context, the citizens play a vital role in the success of 
eGovernment services, initiatives, plans, strategies, and overall activities. 
This can be achieved if citizens are well educated in ICT and have wider 
access to ICTs. Furthermore, ICT, as a new and supporting tool to improve 
eGovernment, should be accessible in social places aside from home and 
work. The goal is to increase and widen citizens’ access to ICTs regardless of 
age, gender, profession, income, education, ethnicity, and religion. On the 
other hand, proper and adequate ICT education in schools, universities, and 
public and private organizations should be offered to citizens and encourage 
them to utilize and take advantage of ICTs in their everyday life. The purpose 
of this paper is to study the following two factors and their impact on 
eGovernment: Citizens’ wider access to ICTs, and citizens’ ICT education. 
We will attempt to find out if these factors have an impact on generating and 
distributing eGovernment content. In this study we have investigated the 
various ways of ICT education and how to widen citizens’ access to ICT. We 
will evaluate if these two factors can work and contribute to greater success 
in regard to generating and distributing eGovernment content. Through a 
comprehensive review of the relevant literature, and using both the qualitative 
and quantitative research approaches, the main result of the study showed 
that citizens’ ICT education and the expansion of citizens’ access to ICT both 
have an essential impact on generating and distributing eGovernment 
content.  
 
Keywords: ICT, ICT education, citizen government, eGovernment  
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The Role of National Culture on Citizen Adoption of 
eGovernment websites  
Omar Al-Hujran1 and Mahmoud Al-dalahmeh2 
1Princess Sumaya University for Technology, Amman, Jordan 
2University of Jordan, Amman, Jordan 
 
Abstract: Increasingly governments around the world have realized the 
imperative of providing the public with not only improved government 
information and services but also improved public governance, transparency 
and accountability through eGovernment services. However, many 
governments still face the problem of low level adoption of eGovernment 
websites. It is because the issue of eGovernment adoption is complex and 
multi-dimensional in nature. In consequence, it must be carefully addressed 
not only from technological perspectives but also from social, cultural, and 
organizational perspectives. The business case for developing sustainable 
successful eGovernment initiatives critically depends on our knowledge and 
understanding of how to increase citizen adoption of eGovernment websites. 
A review of the literature, however, shows that much of extant eGovernment 
research has focused on eGovernment adoption in developed countries. In 
consequence, little is known about national cultural factors that may influence 
eGovernment adoption in developing countries. This knowledge gap is 
particularly apparent in Jordan. Therefore, the objective of this paper is to 
examine national cultural factors that may influence citizen adoption of 
eGovernment websites in this culturally different part of the world. We 
developed an integrated model by extending the technology acceptance 
model (TAM) with Hofstede’s national culture dimensions, which is used to 
evaluate the impact of national culture on eGovernment adoption in this 
paper. Based on survey data collected from a total of 197 Jordanian citizens, 
evidence shows that while two cultural dimensions: power distance and 
uncertainty avoidance had significant impacts on citizens' intention to adopt 
eGovernment, the other three cultural dimensions: individualism, masculinity, 
and long-term orientation had no discernible impacts. The results also 
indicate that perceived usefulness, perceived ease of use, attitude are 
significant indicators of citizens’ intention to use state government services 
online.  
 
Keywords: eGovernment adoption, technology acceptance model, culture, 
Jordan 
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A Framework for Transitioning to Mobile Government 
Shadi Al-khamayseh1 and Elaine Lawrence2 
1Dubai Women's College, Higher College of Technology, Dubai City, 
UAE 
2University of Technology Sydney, Australia 
 
Abstract: Over the past decade, many Governments have moved towards 
providing services to their citizens via the web, with varying degrees of 
success. This paper reports on research concerning the transition from 
eGovernment to mobile government (m-Government). This research 
contributes to the field by developing a successful m-Government framework 
as a basis for a transition methodology, either from eGovernment to m-
Government or directly to m-Government. Transitioning from eGovernment to 
m-Government requires an investigation of the integration process between 
eGovernment and m-Government. We need to examine all the pressures and 
obstacles that hinder the transition process, as well as those that determine 
m-Government success factors. Such obstacles and success factors differ 
between nations, such as a nation’s technological and information 
infrastructure, mobile device penetration and acceptance, public and social 
pressures, and security. Finally an m-Government initiative is required. Yet 
mobile government, despite its potential, has not reached anticipated 
adoption levels. The main aim of this study is to discover what is needed to 
improve the adoption and implementation of mobile government systems. 
Specific objectives proposed to achieve this aim include: a) identifying all the 
factors that may influence the adoption and implementation of mobile 
services, b) integrating such factors and relations between them in a 
framework, and c) providing specific recommendations and guidelines in all 
the various perspectives. Case Studies was the methodology employed to 
fulfil these objectives. A qualitative approach was found to be most suitable to 
this study, and open ended Web survey questions, as well as various kinds of 
interviews, including email, face-to- face, and phone, were used to obtain 
detailed, in-depth information from industry and user participants. A total of 
nine such studies were carried out in Australia, the United Arab Emirates and 
Jordan. Interviews were recorded and transcribed, and all the material was 
analysed using nVivo, a qualitative data analysis (QDA) computer software 
package. The final contribution of this study is an adaptive theoretical 
framework that explains the specific factors that influence the adoption, 
diffusion and implementation of mobile government systems.  
 
Keywords: mobile, electronic, government, success factors, framework 
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The Stages of eGovernment: Correlation Between 
Characteristics That Affect eGovernment System 
Madi Al-Sebie 
Taibah University, Al-Madinah Al-Munawarah, Saudi Arabia 
 
Abstract: It is clear that the stages of eGovernment are the central point and 
significant issue of  eGovernment system. The stages of eGovernment can 
be represented in different ways. Through a review of the normative literature 
in the field of e- government, it appears that there is a lack of studies that 
discuss the use of the stages of eGovernment as criteria to make correlation 
between different characteristics that affect the eGovernment system. This 
paper, therefore, focuses mainly on discussion of correlation between 
different characteristics that affect eGovernment in light of stages of the 
eGovernment system. Furthermore, this paper discusses the comparison 
between traditional and electronic government services, and the tool of 
delivering eGovernment services. 
 
Keywords: stages of eGovernment; criteria; characteristics 

Social Media in European Governmental Communication 
Isabel Anger and Christian Kittl 
evolaris next level GmbH, Graz, Austria 
 
Abstract: Since 2005 the phenomenon called “Web 2.0” or “Social Media” 
has been growing rapidly, with services gaining more and more users every 
month. Social Media platforms provide room for users to express and present 
themselves, create and share content and communicate with each other. As 
using Social Media has become an everyday task for a part of the world’s 
population, organizations both commercial and non-profit are beginning to 
take part in the online discussions. They leverage Social Media to reach their 
stakeholders directly. Many are very successful at that, learning from their 
stakeholders, building trust and securing their market position. While the 
success of economic organizations in Social Media communication increases, 
most European governments seem to ignore this new form of communication. 
Politicians campaigning for elections try to leverage the possibilities of Social 
Media which include word-of-mouth marketing, bi-directional communication, 
a higher level of trust among users, cost-efficient use of various platforms, 
and viral distribution of content. After the elections, however, many politicians’ 
Social Media accounts stay silent. On the other hand, political protests and 
initiatives are commenced and spread very successfully with the help of 
Social Media tools. They form a strong counterpart to governmental content 
on Social Media. In order to aid governments in using Social Media as a new 
communication channel, this paper provides a conceptual process model for 
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a communication strategy. The objectives of this strategy are building trust, 
encouraging dialogue, reaching the online-savvy segment of citizens, and 
encouraging citizen participation. After a basic definition of Social Media, the 
use of Social Media platforms and the implementation of Social Media 
functionalities by European governments will be analysed to give an overview 
on the current political Social Media communication state of the art in Europe. 
The analysis is based on a conceptional process model which will also be the 
basis for recommendations for the optimization of Social Media 
communication on a governmental level provided in the final section of this 
paper. 
 
Keywords: social media, governmental communication, Europe, youth, 
citizen participation 

The Provision of eGovernment Services: The Case of Italy 
Davide Arduini1, Antonello Zanfei1, Mario Denni2 and Gerolamo 
Giungato3 

1 University of Urbino Carlo Bo, Urbino, Italy  
2Italian Competition Authority (Agcm), Rome, Italy  
3Italian National Institute of Statistics (Istat), Rome,l Italy  
 
Abstract: Using data from 1,176 Italian municipalities in 2005, we identify 
factors associated with the development of eGovernment services supplied 
by local public administrations (PAs). We show that the combination of 
internal competencies and context-specific factors is different when 
explaining decisions to start eGovernment activities vs. the intensity of such 
activities. Municipalities involved in eGovernment are larger, carry out more 
in-house ICT activities and are more likely to have intra-net infrastructures 
than PAs that do not offer front office digitized services. They are also 
generally located in regions having relatively large shares of firms using or 
producing ICTs, where many other municipalities offer digitized services, and 
where population density is relatively low. The range and quality of 
eGovernment services supplied by local PAs tend to increase with their stock 
of ICT competencies, their efforts to train workers, and with their ability to 
organise efficient interfaces with end-users. Moreover, there is a correlation 
between the range and quality of eGovernment services offered and the 
broadband infrastructure development in the area where local PAs are 
located.  
 
Keywords: innovation system, dynamic capabilities, technology adoption, 
electronic government, innovation in services, two-part model 
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Pan-European eGovernment and eHealth Services in Slovenia 
Jaro Berce, Vasja Vehovar, Ana Slavec and Mirko Vintar 
University of Ljubljana, Slovenia 
 
Abstract: In 2009 we conducted a study on pan-European electronic 
government services that concentrated on eGovernment and eHealth.  First, 
qualitative interviews were performed to determine key areas of priority and 
essential problems in this area; for a small country such as Slovenia, not all 
topics may be equally relevant. In addition, a telephone survey was 
conducted in individuals between the ages of 18 and 75 years. Not 
surprisingly, the respondents showed the most interest in pan-European 
eHealth services, remote access to health data, and in certification of 
education - the process of obtaining degrees (in that order). The least interest 
was shown in the establishment of online enterprises, and for the recognition 
of Slovenian public administration certificates in European Union member 
states (and vice versa). However, the interest for e-services in the realm of 
public administration is quite high. This interest in public administration 
services is connected to age (younger respondents show less interest) and 
employment status (students and the retired show less interest than do the 
employed and unemployed). The interest for public administration e-services 
is therefore linked to specific life situations. Accordingly, it is not surprising 
that interest is higher among those who most frequently travel to other EU 
countries. As for the use of public administration services in other EU 
countries, it is not very frequent – less than a tenth of respondents used it, 
more than half of them online. The countries where respondents most 
frequently use these services are Germany, Italy, and Austria. Considering 
the frequency of use, the order is reversed: Austria is in first place, then Italy 
and Germany, which shows that Austria has achieved the highest level of 
development of public administration e-services. In comparison to similar 
research undertaken by Capgemini worldwide, our survey showed a higher 
level of interest for electronic managing health insurance, recognition of 
education or other qualifications, and recognition of marriage and birth 
certificates. Among the respondents who lived abroad a month or longer, the 
interest for e-public administration domains in general is higher than for the 
respondents in the Capgemini survey. An exception is in the tax field, in 
which our respondents are less interested than the Capgemini respondents. 
 
Keywords: pan-European services, eGovernment, eHealth 
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Enhancement of Public Service Effectiveness by Partially 
Automating Service Request Paper Forms Using Citizen ID 
Smartcard 
Choompol Boonmee1, Rattapol Chatchumsai1, Tawa Khampachoa2 and 
Chakri Chuenurah3 
1Thammasat University Rangsit Campus, Pathumthani, Thailand 
2King Mongkut’s University of Technology North Bangkok, Bangkok, 
Thailand 
3Department of provincial administration, Bangkok, Thailand 
 
Abstract: Since the year 2004 Thai citizens older than 15 years old are 
required to have citizen identification card by law to certify his/her citizenship. 
Thai citizen ID card has a microchip as a secured personal information 
storage called smartcard. The information can be retrieved electronically by 
using standard ISO 7816 compliant smartcard reader. Traditionally in order to 
access public service, citizens need to fill out service request paper forms. 
The form details include personal information which is stored in the card. The 
idea is to enhance the effectiveness of existing public service without or with 
less change of practice by utilizing the information in the card. A number of 
local governments involved in the project to providing more effective service 
to their people. The results indicate that using citizen ID smartcard enhance 
public service efficiency in local government. It reduced time used in filling out 
service request form and reduced time consumed by service record. 
 
Keywords: smartcard, citizen ID card, eGovernment, public service 
effectiveness 

Development of User Authentication for web Application Sign-
on Mechanism Using Oasis SAML Standard With Thai Citizen 
ID Card 
Choompol Boonmee1, Peera Tharaphant1 and Pipop Damtongsuk2 
1Thammasat University Rangsit Campus, Pathumthani, Thailand 
2Department of provincial administration, Bangkok, Thailand 
 
Abstract: This paper presents a personal authentication sign-on mechanism 
using oasis SAML standard with citizen ID smart card. In Thailand a number 
of web application style online public service have been developed to serve a 
better service for citizens. The most frequently used user authentication 
mechanism is password. The users need to remember their unique 
password. And for security reason they may need to change their password 
periodically. If single sign-on solution is not deployed they may need to 
remember a number of different passwords for different system. It is not 
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effective for the real situation user authentication methodology. However 
single sign-on solution need to be open-standard, product neutral and 
developer independent to allow widely deployment. The Organization for the 
Advancement of Structured Information Standards (OASIS) has developed 
SAML standard which can be used as an open-standard for sign on 
mechanism. In addition since the year 2004 Thai citizens older than 15 years 
old are required to have citizen ID card by law to certify his/her citizenship. 
Thai citizen ID card has a microchip as a secured personal information 
storage and personal authentication device called smartcard. In this paper we 
proposed the user authentication sign-on mechanism using oasis SAML 
standard with Thai citizen ID card. We developed software system based on 
this proposed mechanism. This prototype development software has been 
used in a number of government agencies in order to enhance the 
effectiveness of public service. 
 
Keywords: online service, single sign on, user authentication, citizen ID card 

A Pilot Development of PKI Digital Signature on Electronic 
Correspondence Letter by Using Citizen ID Smartcard 
Choompol Boonmee1, Peera Tharaphant1 and Pipop Damtongsuk2 
1Thammasat University, Klong Luang, Pathumthani, Thailand 
2Department of provincial administration, Bangkok, Thailand 
 
Abstract: Since 2006 among Thai government agencies, official 
correspondence letters electronic interconnections have been developed 
under national electronic government interoperability framework or e-GIF. 
The project involved more than 40 ministerial departments and more than 15 
electronic document software developers. The official letter was signed on the 
paper using pen. Then it was digitalized using scanner, and then is sent to 
destination agency electronically by using national standard XML schema. In 
2001 electronic transaction act was announced allowing digital signature can 
be legally used in electronic documents. Since the year 2004 Thai citizens 
older than 15 years old are required to have citizen ID by law to certify his/her 
citizenship. Thai citizen ID card has a microchip as a secured personal 
information storage called smartcard. It also has PKI signature function that 
can be activated to create digital signature on electronic documents. The idea 
is that to adapt PKI digital signature on electronic official correspondence 
letter by using PKI function on Thai citizen ID card. Four ministries involved in 
this pilot development projects using smartcard in digitally signing of official 
electronic letters. The findings show that change management of existing 
business process and culture becomes significant even though the project 
seemed to be technically successful. 
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Keywords: citizen ID card, digital signature, smart card, government 
document 

Development of Electronic Correspondence Letter Time-
Stamping Service Using Oasis Digital Signature Services 
Choompol Boonmee1, Rattapol Chatchumsai1 and Sunet Boonmee2 
1Thammasat University Rangsit Campus, Pathumthani, Thailand 
2IT Dabos Co. Ltd., Bangkok, Thailand 
 
Abstract: Since 2006 among Thai government agencies, official 
correspondence letters electronic interconnections have been developed 
under national electronic government interoperability framework or e-GIF. 
The project involved more than 40 ministerial departments and more than 15 
software developers. In the correspondence sending and receiving process, 
time-stamping and its reliability become significant. In 2001 electronic 
transaction act was announced promoting digital signature can be legally 
used in electronic documents. The computer crime act B.E. 2550 requires 
that servers synchronize with a public time server and maintain precision. The 
Organization for the Advancement of Structured Information Standards 
(OASIS) has developed the Digital Signature Services (DSS) standard to let 
administrators control centralized digital signature systems. In this paper we 
proposed the development of electronic correspondence letter time-stamping 
service using the DSS standard. 
 
Keywords: citizen ID card, digital signature, timestamp, government 
document 

Framework Guidelines to Measure the Impact of Business 
Intelligence and Decision Support Methodologies in the Public 
Sector 
Roberto Boselli, Mirko Cesarini and Mario Mezzanzanica 
University of Milan Bicocca, Milan, Italy 
 
Abstract: Public Administrations started exploiting decision support systems 
(DSS) only in (very) recent times with respect to the private sector where 
such systems have been used for long time to improve decision making 
activities (e.g. the DSS and Business Intelligence realm). Service efficiency 
and effectiveness improvement are the expected results of DSS exploitation, 
together with increased value for stakeholders. The adoption of DSS in the 
public sector raises some questions: how to identify the areas where DSS 
introduction could greatly improve service quality and how to measure the 
resulting added value? The paper will provide a literature review supporting 
the authors in identifying the key factors influencing DSS value generation in 
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the public sector. An evaluation model will be sketched including a detailed 
set of dimensions. This paper aims at providing the ground for building an 
evaluation methodology for assessing DSS adoption and exploitation in the 
context of public sector and public service provision. 
 
Keywords: business intelligence, decision support systems, public 
administrations, public sector services, added value measurement 

Avoiding Disasters – Ensuring PKI-Service Availability 
Harald Bratko, Peter Lipp, and Christof Rath 
Graz University of Technology, Austria 
 
Abstract: Public-Key Infrastructures have become critical infrastructures. A 
breakdown of such a critical infrastructure would have disastrous 
consequences. This paper describes our research work that focuses on 
enabling transferability of such services, designing a framework and creating 
a prototype implementation for the design. 
 
Keywords: public-key infrastructures, critical infrastructures, emergency CA 
services   

Achieving Optimum Balance in the Simplification of tax 
Compliance Obligations for Business Customers and 
Management of Compliance and Collection Risks by Revenue 
Leonard Burke1 and Kieran Gallery2 
1The Revenue Commissioners, Limerick, Ireland 
2University of Limerick, Ireland 
 
Abstract: Governments and Revenue administrations worldwide strive to 
simplify tax administration. This paper examines whether the Irish Revenue 
authorities have achieved the optimum balance in relation to business 
customers between easing their filing and payment obligations relating to 
fiduciary taxes on the one hand and managing risks to compliance and 
collection by Revenue in respect of these taxes on the other. It focuses on 
advances made in the past decade to progress the wider simplification 
agenda, focusing in detail on the advancement of administrative 
arrangements in respect of three business taxes – Employers’ payroll taxes, 
VAT and Relevant Contracts Tax - and also considers what further 
possibilities exist and merit consideration both for these specific taxes and the 
wider simplification agenda. Advancement of the wider agenda in tax systems 
in developed countries is a continuous process. It necessarily requires having 
a balanced approach between simplification on the one hand and 
management of compliance and collection risk on the other. What is arguably 
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the most challenging is simplifying the tax code or tax design. Taxes that are 
sensibly constructed are cheap and easy to operate tend to be easier for 
taxpayers to understand and pay. Continued examination and reshaping of 
existing tax administration is required to make it as easy as possible for 
taxpayers to meet their obligations in terms of information provision and 
compliance. In many countries such simplification has been achieved in an 
ad-hoc rather than a strategic way. Additionally there is limited evidence of it 
being championed amongst administrations and an argument can be made 
that such an approach ought to be taken. Measuring the real cost to business 
of tax administration in meeting compliance obligations is something that 
needs to be examined as part of determining what needs to be done to attain 
optimal balance. Consultation with taxpayers and their representatives, 
continued use of analytics, risk management tools, and the electronic medium 
are all key in furthering the simplification agenda in Revenue administrations.  
 
Keywords: simplification, collection, administration, risk 

Risk Management in a Cooperation Context 
Walter Castelnovo 
University of Insubria, Italy 
 
Abstract: One-Stop Shop for Production Activities (SUAP) is the solution 
Italian Government has chosen to adopt, since 1998, in order to make it 
easier doing business. However, despite more than ten years of efforts, the 
ranking of Italy among the countries that have facilitated going into business 
have not improved over the past years. Thus, in 2010 the Italian Government 
decided to further simplify the procedures by turning the current legislation 
from the traditional ex ante authorization regime into an ex-post controls 
regime. Under this new regime, all the required controls have to be operated 
within a fixed time interval defined by the law. Most often these controls have 
to be operated by different public agencies, thus determining two main 
problems: (a) the agencies involved should cooperate in order to make the 
controls efficient and effective; (b) since these agencies usually suffer from a 
chronic lack of resources, the only way to safeguard the public interest is by 
identifying, through a careful analysis of the potential risks involved, what 
controls really need to be made. In the paper I will consider how the public 
agencies involved in the functioning of the SUAP can satisfy the requirements 
determined by the new Italian legislation, by resorting to a form of inter-
organizational risk management. In the first section of the paper, I will first 
provide a full explanation of the Italian model of SUAP and the recent 
changes in the Italian legislation concerning its functioning, and then I will 
show why the current regime of ex-post controls requires the SUAP to 
implement an adequate risk management system. In section 2 I will consider 
the Team Risk Management (TRM) model that has been originally developed 
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to manage risks in software-dependent development programs involving 
different organizations. In section 3, I will show how a slight revision of the 
TRM model can be integrated within the SUAP’s workflows to help all the 
public agencies involved to cope with the requirements stated by the new 
Italian legislation concerning starting, transforming or closing a business. 
Finally, I will discuss what conditions different public agencies should satisfy 
in order to implement an effective and efficient inter-organizational risk 
management system. 
 
Keywords: risk management, One Stop Shop, inter-organizational 
cooperation, interoperability 

The Effect of User's Satisfaction of web Security on Trust in 
eGovernment 
Lichun Chiang1, Ching-Yuan Huang2 and Wu-Chuan Yang3 
1National Cheng Kung University, Tainan, Taiwan 
2Shu-Te University, Kaoshiung, Taiwan 
3I-Shou University, Kaoshiung, Taiwan 
 
Abstract: The way that Web security has been managed by the government 
will influence user’s satisfaction and intention toward using web and trust in 
the government. The purpose of this research is to link user's satisfaction with 
web security in eGovernment and trust in government; that is, it aims to study 
the relationships among user’s satisfaction, trust and government. The main 
question is “does user’s satisfaction of web security in eGovernment influence 
user’s trust in the government?” The research explores the status quo of web 
security in government, and studies user’s satisfaction of web security which 
influences user’s trust in the government. The research focuses on the 
investigation of users’ satisfaction and trust of web security via the method of 
questionnaires applied the structural equation modeling (SEM) to analyze 
users’ trust in the use of web security. The statistic method is applied LISREL 
8.54 to analyze questionnaires’ data. This research shows that the precursors 
of user intent to trust web security are multidimensional (i.e., ease of use, 
perceived usefulness, attitude and satisfaction) and identifies their critical 
influences on realizing government web security. These two dimensions are 
interwoven, and one must not focus exclusively on any single factor in 
assessing overall intention toward trust eGovernment. 
 
Keywords: eGovernment, satisfaction, service quality, trust, the structural 
equation modeling 
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A Common Process Model to Improve eService Solutions - the 
Municipality Case 
Marie-Therese Christiansson 
Karlstad University, Sweden 
 
Abstract: This paper describe a model for working on business processes as 
a result of a co-production between Karlstad University and Karlstad 
municipality, in the Smart Cities project focusing on eGovernment and 
eServices in the North Sea Region Programme of the European Union. The 
co-production began in February 2009 with an action research approach to 
develop a Common Process Model (a light-weight process methodology) to 
support the municipality in thinking, describing and improving business 
processes in a uniform, focused and reflective way. The co-production 
process was based on a close relationship, openness and willingness to learn 
and share in a large number of informal meetings, workshops, structured and 
unstructured interviews, as well as working together with analysis and 
outcomes of the project. The contribution of this paper is to present the 
building blocks in a Common Process Model and their implications in 
eService development. At the core of the process methodology is a set of 
values, concepts, a modelling structure, roles, directives, guidelines and 
templates to be able to identify, measure and improve business processes 
and eService solutions.  
 
Keywords: co-production, lightweight process methodology, eGovernment, 
eServices 

Measuring Performance of eGovernment to the Disabled: 
Theory and Practice in Taiwan 
Pin-yu Chu, Tong-yi Huang and Ning-wan Huang 
National Chengchi University, Taipei, Taiwan 
 
Abstract: Taiwan’s eGovernment programs have been formulated to improve 
the quality of government services. The success of eGovernment programs 
depends on a robust performance assessment that provides a valuable 
understanding of the impacts of individual projects on stakeholders, including 
citizens, government employees, businesses, and minorities. In this paper, 
we emphasize the importance of a citizen-centric approach and propose key 
indicators for measuring eGovernment programs. We examine the 
antecedents of the impact assessment of eGovernment in the context of an 
integrated model. The model incorporates a wide variety of important factors 
from previous research into a theoretical framework. In 2010 with the 
assistance of the Research, Development and Evaluation Commission, 
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Executive Yu, we conduct an online survey and made detailed impact 
assessments of a Government to the Disabled (G2D) program in Taiwan. 
5,895 members of three major non-profit organizations for the blind were 
invited to complete the online questionnaire. The main foci of the 
questionnaire are project impacts (including cost savings, benefits, and 
satisfaction), program quality (including program scope, marketing strategy, 
and social inclusion), web quality (including system quality, information 
quality, and service quality), user satisfaction, and public trust. This paper 
presents the results of the survey and summarizes the key findings from the 
impact assessment of the web accessibility program. The lessons from this 
study will help us identify the key factors affecting the success of 
eGovernment and pave the path for future eGovernment initiatives. 
Keywords: eGovernment, performance evaluation, impact assessment, web 
accessibility, disabilities 

Predictive Analytics in the Public Sector: Using Data Mining to 
Assist Better Target Selection for Audit 
Duncan Cleary 
Revenue Irish Tax and Customs, Ireland 
Abstract: Revenue, the Irish Tax and Customs Authority, has been 
developing the use of data mining techniques as part of a process of putting 
analytics at the core of its business processes. Recent data mining projects, 
which have been piloted successfully, have developed predictive models to 
assist in the better targeting of taxpayers for possible non-compliance/ tax 
evasion, and liquidation. The models aim, for example, to predict the 
likelihood of a case yielding in the event of an intervention, such as an audit. 
Evaluation cases have been worked in the field and the hit rate was 
approximately 75%. In addition, all audits completed by Revenue in the year 
after the models had been created were assessed using the model probability 
to yield score, and a significant correlation exists between the expected and 
actual outcome of the audits. The models are now being developed further, 
and are in full production in 2011. Critical factors for model success include 
rigorous statistical analyses, good data quality, software, teamwork, timing, 
resources and consistent case profiling/ treatments. The models are 
developed using SAS Enterprise Miner and SAS Enterprise Guide. This work 
is a good example of the applicability of tools developed for one purpose (e.g. 
Credit Scoring for Banking and Insurance) having multiple other potential 
applications. This paper shows how the application of advanced analytics can 
add value to the work of Tax and Customs authorities, by leveraging existing 
data in a robust and flexible way to reduce costs by better targeting cases for 
interventions. Analytics can thus greatly support the business to make better-
informed decisions. 
 
Keywords: tax; predictive analytics; data mining; public sector; Ireland 
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Citizen Participation in Urban Planning: Looking for the “E” 
Dimension in the EU National Systems and Policies 
Grazia Concilio1 and Francesco Molinari2 
1DiAP-Politecnico di Milano, Italy 
2PARTERRE Project, Italy 
 
Abstract: This paper maps the EU27 national urban planning systems 
according to the provisions for citizens involvement at various stages of the 
decision making process. It also analyzes the scope and potential for ICT 
implementation in support to public participation as framed within the existing 
EU and Member State legislative and regulatory framework. To this end, it 
briefly overviews a variety of recently established methods and tools in a 
number of European countries. The common traits and the current gaps of a 
prospective European Union-wide (EU), Electronic (E), participatory 
governance model in the domain of spatial planning are introduced and 
assessed.  
 
Keywords: eParticipation, spatial planning, territorial development, strategic 
environmental assessment, participatory governance 

Social Media and Local Government in England: Who is Doing 
What? 
Martin De Saulles 
University of Brighton, UK 
 
Abstract: This paper presents research on the use of social media by 
English local authorities. It presents quantitative data on the extent to which 
unitary authorities in England use social networking services such as 
Facebook, Twitter and YouTube to communicate with interested parties. A 
more qualitative analysis is carried out on a sample of the bodies in terms of 
the types of information they are pushing out through these services. The 
research presented in this paper shows a considerable range in the usage of 
social media by these bodies and raises interesting questions about why this 
might be the case. The paper provides some tentative answers to these 
questions and offers practical advice to local authorities wanting to better 
understand this area and how it might help them in their relations with the 
communities they serve.  
 
Keywords: social media, local government, eGovernment, web 2.0 
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Electronic Health Records Management and Preservation: The 
Case of Slovenia 
Mitja Decman 
University of Ljubljana, Slovenia 
 
Abstract: This paper presents and discusses the technological possibilities 
that information technology (IT) offers within the health sector, focusing on 
health information technology (HIT), electronic health records (EHR), 
personal health records (PHR) and practice management systems (PMS). 
The current development in this area in the world shows that this topic is 
important and is included in the strategies, policies and plans of many 
countries, in some places even being pushed to the obligatory level. 
Consequently, there is a huge interest within the private sector for 
development and marketing of products that cover this area. Governments 
also therefore include the private sector in the strategic planning of solutions 
that can integrate different networks of public administration, particularly in 
the health sector. As is always the case and particularly here, because of the 
many players involved, these projects cost a lot of money, causing sceptics 
and critics to question the reasonableness, usefulness, ROI and similar 
topics. Slovenia is no exception in this area, in both positive and negative 
sense. Slovenian health reforms include the development of integrated health 
systems costing over a hundred million Euros, and many health practitioners 
in Slovenia lack internet connections, modern IT equipment, etc. Empirical 
research regarding the Slovenian health sectors, which was carried out in 
2011 and is examined within the preliminary analysis presented in this paper, 
will outline the real situation in this area. 
 
Keywords: e-Health, health information technology, health information 
systems, electronic health records (EHR), medical health records (MHR), 
public health services 

Sustaining Electronic Governance Programs in Developing 
Countries  
Zamira Dzhusupova, Tomasz Janowski, Adegboyega Ojo and Elsa 
Estevez  
UNU-IIST Center for Electronic Governance, Macao, China  
 
Abstract: This paper focuses on the challenge of sustaining Electronic 
Governance (EGOV) initiatives in developing countries to ensure their real 
impact on the society. While the challenge is well-recognized in the 
international development community, there is little evidence of research that 
discusses this challenge and how it could be addressed. This paper attempts 
to fill this gap by presenting a comprehensive approach which directly 



18 
 

addresses the sustainability issues as part of the EGOV development 
lifecycle, and demonstrates how this approach was applied in a real-life 
project context in Afghanistan, aimed at addressing country-specific EGOV 
sustainability challenges. In view of this experience, the paper also discusses 
the adequacy of the approach to meet a range of sustainability challenges, 
with concluding remarks to guide developing countries in their endeavors to 
sustain EGOV programs.  
 
Keywords: electronic governance program sustainability, electronic 
governance in developing countries, EGOV.* framework, national ownership, 
stakeholder engagement, institutionalization  

Adapting Family Card System by Means of Smart Cards 
Magdy Elhennawy, Tarek Saad, Ashraf abdel Wahab and Sameh Bedair 
Ministry of State for Administrative Development (MSAD), Cairo, Egypt 
 
Abstract: The Egyptian government has defined policies to provide subsidies 
to support its citizens. However, there have been obstacles in defining the 
citizens who truly deserve the subsidies as well as a need to monitor the 
allocation of funds more closely, and enhance the level of implementation of 
the process. The smart family card would replace the traditional ration book, 
which was filled out by hand at the grocery store registered as an outlet for 
rations and signed by the ration book holder. The system was no longer 
efficient enough to accommodate the growing population, and documentation 
was not accurately updated to ensure that subsidized goods were reaching 
targeted citizens. The new system allowed the registered outlet only replacing 
goods that have already been claimed by smart card, with all transactions 
being electronically monitored and documented, thus eliminating waste or 
illegal transactions. The electronic system for the family card was designed to 
provide citizens with the services offered by the government; such as 
pensions and medical insurance as well as subsidized goods or their 
monetary equivalent. The smart cards can be used at grocery stores 
authorized to sell subsidized goods as well as at ATM machines. The family 
card project has provided a comprehensive database of Egyptian families 
which can be used by decision makers in defining the families in need, as 
well as tracing consumption levels and patterns across the country. The 
implementation has resulted in over US$1,217 Million gross till now in savings 
through controlling distribution of subsidies. The system takes into 
consideration the need for constant updates to guarantee the accuracy of 
information. After in-depth study and analysis it was found to be financially 
feasible to outsource the project to a private sector company, who would be 
responsible for the design, implementation and maintenance of the 
technology related to the project as well as applying high level international 
standards for data and process security.In this research, Family Card System 
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has been presented. In section 1, background about MSAD is presented. The 
case is introduced in section 2. The reason why using smart cards is 
introduced in section 3. The case is introduced in section 4 covering the 
operatuional aspects, the technical architecture, acceptance and 
development methodologies, then the lessons learned. The encountered 
obstacles is introduced in section5. The neat profit from the system 
deployment is introduced in section 6. The analysis of the system results is 
discussed in section 7. Finally the conclusions and future work is written in 
section 8. 
 
Keywords: smart cards, network communications, Information security 

Collaborative Network Analysis of two eGovernment 
Conferences: Are we Building a Community? 
Nuša Erman and Ljupčo Todorovski 
University of Ljubljana, Slovenia 
 
Abstract: In the last two decades, eGovernment research maturated into an 
active scientific field with a number of publication venues, many of them 
taking form of regular annual conferences. In this paper, we address the 
central question of whether the active researchers of these different venues 
converge towards a joint eGovernment research community. To answer this 
question, we perform a comparative analysis of the collaborative networks of 
co-authorship relationships between scholars that published papers at the 
two leading conferences in the field: this one, the European Conference on 
eGovernment, and the International Conference on eGovernment. 
Surprisingly, the obtained results show that each conference has built its own 
relatively stable community, and there are only weak ties that do not really 
indicate an emergence of a joint eGovernment scientific community. 
 
Keywords: co-authorship network, scientific community, social network 
analysis 

E-Identity, E-Activities and E-Political Participation: How are 
College Students Embracing the Promise of the Internet?" 
Marcoux Faiia 
Rivier College, Nashua, U.S.A 
 
Abstract: The Internet is everywhere from the classroom to the bedroom. 
Online social networking sites like Facebook, have replaced the local 
hangouts and the mall for interacting with friends. Virtual communities and the 
Internet are evolving technologies that are intertwined with every aspect of 
society. This makes it a focus of interest for sociologists. Neither freedom nor 
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exploitation is inherently promoted by new technologies. The Internet does 
harbor dangers but it also offers great promise. Those born into the Internet 
generation are referred to as "digital natives." Digital communication is "taken 
for granted" by young people who have grown up with the Internet. Political 
participation, books, and newspapers have evolved into digital formats that 
these "natives" feel comfortable using. Full participation in public life will soon 
require Internet access and competencies. The main domains of the Internet- 
1) communication, 2) information, 3) production, and 4) consumption- are 
significant areas of sociological investigation with regard to digital natives. 
This exploratory study was conducted in three phases over the academic 
years 2008-2011. It utilized a select sample of undergraduate students in a 
New England college in the U.S.A. A two-prong data gathering technique was 
employed: 1) questionnaires and 2) interviews. A total of 150 questionnaires 
were administered and 50 interviews were given. This study employed both 
qualitative and quantitative methodologies. It aimed at developing a 
descriptive "snapshot" of college students’ perceptions of safety and privacy 
online, of describing the creation of “self” online and of identifying 
participation in online activities.  
 
Keywords: e-identity, e-youth, e-activities, e-politics 

Semantic-Driven eGovernment: Correlating Development 
Phases with Semantic eGovernment Specific Ontology Models 
Jean Vincent Fonou Dombeu1, 2 and Magda Huisman2 
1Vaal University of Technology, Vanderbijlpark, South Africa 
2North-West University, South Africa 
 
Abstract: Electronic government (eGovernment) has been one of the most 
active areas of ontology development during the past six years, resulting in 
several eGovernment Specific Ontology Models (ESOM) being developed in 
various researches and projects. However, the specific ontology models 
proposed are not aligned to any circumstance or phase of eGovernment 
development nor are detailed guidelines provided to facilitate their 
repeatability in the broader eGovernment community. This paper establishes 
a correlation between existing ESOM and eGovernment development 
phases.  Firstly, ESOM developed in various eGovernment researches and 
projects are investigated and encoded. Thereafter, a semantic-driven 
eGovernment development framework based on ontology models prescribed 
in the ontology engineering field is proposed. Finally, an alignment scheme is 
drawn to correlate the encoded ESOM with the proposed eGovernment 
development framework phases. The aims of the study are twofold: (1) 
providing eGovernment developers, particularly those from the developing 
world with guidelines for adopting existing semantic ESOM in their 
eGovernment projects, and (2) strengthening the adoption of semantic 
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technologies in eGovernment processes. The main contribution of the study 
is the investigation, analysis and correlation of existing ESOM with a 
proposed semantic-driven eGovernment development framework phases, 
which provides methodologies and techniques for the iterative adoption of 
ESOM in other eGovernment projects within the eGovernment development 
community.  
 
Keywords: eGovernment, ontology models, correlation, eGovernment 
development framework, semantic technologies 

Towards a Unified Semantic-Driven Methodology Framework 
for eGovernment Systems Development 
Jean Vincent Fonou Dombeu1, 2 and Magda Huisman2 
1Vaal University of Technology, Vanderbijlpark, South Africa 
2North-West University, South Africa 
 
Abstract: The ultimate goal of e-governance is to reach the stage of 
seamless service delivery in one-stop eGovernment. This raises the 
engineering issues of integration, reusability, maintenance and 
interoperability of autonomous eGovernment systems of government 
departments and agencies. Therefore, appropriate methodologies which 
consistently address the aforementioned engineering issues throughout 
eGovernment development phases are needed. This study presents a 
methodology framework which amalgamates features from maturity models, 
traditional software engineering and semantic knowledge representation 
research domains for a unified and agile semantic-driven development of 
eGovernment systems. Firstly, the methods and techniques currently used for 
the planning, design, and implementation of eGovernment systems worldwide 
are investigated; a critical analysis is carried out to identify their advantages 
and disadvantages, as well as their contribution towards addressing the 
aforementioned engineering issues. Secondly, the proposed methodology 
framework is drawn and described. Finally, a flowchart is used to specify the 
iterative and incremental business process model of the proposed 
methodology framework. The aims of the study are twofold: (1), providing 
direction for the semantic-driven development of future eGovernment 
systems which would facilitate their integration and interoperability towards 
one-stop eGovernment, and (2), unifying the currently used methods and 
techniques for efficient planning and implementation of future eGovernment 
systems based on semantic technologies. The main contribution of the study 
is the investigation and amalgamation of features from the maturity models, 
traditional software engineering and semantic knowledge representation 
research domains to enable the planning and agile semantic-driven 
implementation of future eGovernment systems. The research would be of 
interest to eGovernment project teams, particularly those of developing 
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countries where little or no progress has been made towards the 
development of one-stop portals for online services delivery to citizens.  
 
Keywords: eGovernment, methodology framework, one-stop portal, 
ontology, semantic technologies, maturity models 

An Information System to Collect and Analyze Data From 
Educational Units During Epidemy Spread Periods 
John Garofalakis, Andreas Koskeris, Evangelia Boufardea, Theofanis 
Michail and Flora Oikonomou 
University Campus of Patras, Greece 
 
Abstract: The 2009 flu pandemic was a global outbreak of a new strain of 
H1N1 influenza virus, often referred to as "swine flu", which infected 
thousands of people. In order to improve Public Service efficiency and 
effectiveness for the virus’s prevention, governments all over the world 
started collecting data and recording laboratory-confirmed cases of the flu. 
Due to the proliferation of the Internet and the World Wide Web applications 
and the increasing interaction of people with eGovernment systems, the 
recorded flu occurrences were available to scientists around the world in 
order to help them draw meaningful conclusions regarding the H1N1 spread. 
In Greece apart from the other measures which were taken, special interest 
was given to the flu high risk groups, such as young children. The presented 
project concerns the development and the use of a web based tool to collect 
and analyze students’ absences on a daily basis from the educational units in 
Greece. Aim of this effort was to assist the epidemiology monitoring of H1N1 
epidemic evolution in Greece, in the whole country and per Region, leading – 
in comparative analysis with other factors collected from other sources – to 
the extraction of important conclusions for taking precautionary measures 
against the flu (e.g. temporarily school closures). Such a survey system to 
collect and analyze the daily students’ absences from Greek schools is very 
useful due to the fact that it provides a precise view concerning the H1N1 
spread in “real time”. The whole system has been integrated to the central 
Resources Management System of the Greek Ministry of Education and it 
operated utilizing the backbone of Greek School Network. The daily data 
entry was carried out in a secure hierarchical way (data entry from schools, 
and data monitoring from administrative offices). Several statistics were 
presented, providing capability for comparative analysis results. 
 
Keywords: electronic government (eGovernment), public sector, H1N1 virus, 
school units, information system 
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Interoperability in the Justice Field: Variables That Affect 
Implementation 
Mila Gascó1 and Carlos E Jiménez2 
1Institute of Public Governance and Management (ESADE), Barcelona, 
Spain  
2Information Systems Service, Justice Department of the Autonomous 
Government of Catalonia, Barcelona, Spain 
 
Abstract: Several public institutions and agencies around the world have 
designed and implemented important electronic government strategies and 
plans. This has not been the case in the justice field. However, in the last very 
few years, the growing demand for efficient judicial systems has sped up the 
adoption of information and communication technologies (ICT) aimed at 
improving access to justice, increasing cooperation between legal authorities 
and strengthening the justice system itself. As in other areas, the new 
technologies are becoming a key tool in order to achieve these goals. That is 
so because information systems contribute to homogenize tasks and 
activities, to obtain management indicators and to make telematic 
connections with other public administrations and registers, with professionals 
and judicial institutions and with citizens. One of the more important aspects 
of this technological modernization has to do with interoperability since it 
guarantees the harmonic and cohesive functioning of different existing 
systems, processes, and applications that, in the justice field, are many as a 
result of the big variety of actors that are involved: judicial institutions but, 
also, different public administrations, such as those responsible of police 
forces, and law professionals. Taken this context into account, this paper is 
the result of an empirical research that was conducted during 2010 in the 
Generalitat de Catalunya (Autonomous Government of Catalonia) with regard 
to the e-government project “e-Justícia.cat”, an electronic justice initiative. In 
particular, the research was aimed at finding what factors conditioned the 
implementation of the interoperability modules of the project. In this respect, 
the paper presents the experience of GRP (management of police requests) 
and analyzes those variables that have been key in the implementation 
process in order to identify common patterns that may guide future 
interventions and projects in a field that is characterized by specific attributes 
that hinder technology adoption.  
 
Keywords: electronic justice, interoperability, back office integration, 
implementation  
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eGovernment and Service Delivery at the Local Level: A 
Comparative Analysis of Three Canadian Municipalities 
John Grant1, Frank Ohemeng2 and Roberto Leone3 

1McMaster University, Hamilton, Ontario, Canada 
2University of Ottawa, Ontario, Canada 
3Wilfrid Laurier University, Waterloo, Ontario, Canada 
 
Abstract: The emergence of the Internet and information and 
communications technologies (ICTs) has, to varying degrees, transformed 
how governments deliver public services. However, while the role of ICTs in 
the provision of public services is well documented, contemporary literature, 
particularly North American, tends to neglect the impact of ICTs at the local 
level, focussing instead on the federal and state/provincial levels of 
government. This demonstrates a problematic void in the literature, especially 
when one considers the relationship between citizens and local government – 
it is, in many instances, the first point of contact for public service delivery. 
This paper examines the development, implementation and current state of 
eGovernment at the local level using three municipalities of similar size in the 
province of Ontario, Canada. In all three cases, the impetus for the adoption 
of eGovernment stemmed primarily from a province-wide push for municipal 
amalgamation, as well as the desire by local bureaucrats to realize the 
potential cost savings associated with enhanced service delivery options. The 
study also identifies some of the challenges associated with the 
implementation of local eGovernment and outlines what has and can be done 
to overcome those challenges. One of the key problems, for example, deals 
with efforts to reduce overlap and fragmentation through the creation of so-
called one-stop-shops. This has proved difficult to co-ordinate at best, as 
there are myriad stakeholders involved, including entrenched and oft-times 
competing bureaucracies. The real question, however, is the extent to which 
ICTs have actually impacted or transformed service delivery at the municipal 
level, and what the prospects are for the acceptance and adoption of 
contemporary concepts such as eDemocracy. 
 
Keywords: ICTs, service delivery, eGovernment, eDemocracy 

Crowd-sourcing Techniques: Participation, Transparency and 
the Factors Determining the Co-Production of Policy 
Mary Griffiths 
University of Adelaide, South Australia, Australia 
 
Abstract: The establishment of trust in the transparency of government and 
the commitment to collaboration with citizens, through engagement initiatives, 
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remain strong priorities for Australian governments. The paper discusses the 
Gov 2.0 Taskforce recommendations within the context of Australian uptake 
of social media, and the Web 2.0 features of government initiatives. It 
compares the relative success of two engagement projects: Community 
Cabinets at the federal level; and SAPLAN consultation processes at state 
level. Comparative analysis suggests that participatory initiatives depend for 
their success on expanding the role of public servants; and on realistic 
assessments of citizen expertise and expectations of collaboration, which 
take account of the online capacities being formed by social media protocols 
in civil society sectors.  
 
Keywords: public servants, social media, community cabinets, SAPLAN 
consultations; citizen experts; dotmocracy 

Implementation of a Contact Centre in a Swedish Municipality 
Kerstin Grundén 
University West, Sweden 
 
Abstract: Implementation of a contact centre (CC) in a Swedish municipality 
was analysed and discussed. Interviews were made with 16 respondents in 
different organizational units and positions. The implementation of CC was 
successful so far, but it will be a challenge to have continuous learning 
possibilities for the municipality guides, in order to avoid future monotonous 
work situations. There was an alternation between a top down and bottom up 
approach in the implementation work. There was even a need for increased 
focus on back-office and social aspects in the further implementation work. 
There was also a need to communicate personnel strategies related to the 
transfer of work tasks from the administrations and CC, in order to reduce 
anxiety and concerns about change of work situations for the handling 
officers. There were some problems with different mental images among the 
handling officers and the project management regarding the vision for the 
implementation.  There was also a need for more co-operation between the 
project team and the handling officers in order to have a more homogenous 
implementation process at the different units. Furthermore, there was a need 
for increased competence development education of the handling officers. 
ELearning combined with group discussions could be relevant educational 
forms.  
 
Keywords: contact centre, eGovernment, implementation, municipality, 
evaluation, eLearning 
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An Outline of the Technical Requirements on Governmental 
Electronic Record Systems Derived from the European Legal 
Environment 
Bernhard Horn, Gerald Fischer, Roman Trabitsch and Thomas 
Grechenig 
(INSO), Vienna University of Technology, Vienna, Austria 
 
Abstract: In modern e-government administrations, regulatory documents 
are not only drafted using computer tools but are increasingly managed using 
Electronic Record Systems (ERS). Such tools mean that coordination and 
administrative procedures do not only have to occur via e-mail or similar 
technologies.  To execute the next administrational step using traditional 
methods, each officer has to know the inner organisational workflow and 
therefore those clerks responsible for performing the next administrational 
step to be able to forward the record to the correct person. Though till now 
this way of working has been quite common in many official organisations, 
there are a considerable number of software products available, which 
implement ERS, to assist performing administrative procedures electronically. 
When an officer has finished his respective process step, such a system 
automatically forwards the documents to the next responsible person. 
Moreover if several clerks have to perform a step in parallel, it is not 
necessary to copy the whole file several times but only to grant appropriate 
access permissions to the documents. Thus at any moment, everyone has 
the record in its latest version. Furthermore the whole administrative act can 
be tracked and monitored. It is important to remember however that within the 
European Union a couple of regulatory rules have to be obeyed when 
implementing and using such ERS. The providers of such systems as well as 
the authority using them are responsible for ensuring legal conformity. The 
aim of this paper is to give a brief overview of the applicable European 
regulations concerning ERS for responsible stakeholders, such as IT-system 
designers and providers, administration chiefs, or researchers in the field of 
e-government.  
 
Keywords: European legal framework, public administration, governmental 
electronic record systems, data protection directive 
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Examining Influences on eGovernment Growth in the 
Transition Economies of Central and Eastern Europe: Evidence 
from Panel Data 
Princely Ifinedo 
Cape Breton University, Sydney, Nova Scotia, Canada 
 
Abstract: This research examines the impact or influence of six (6) relevant 
factors on E-gov growth in Transition Economies of Central and Eastern 
Europe (TECEE). A 5-year panel data of sixteen (16) TECEE categorized as 
Leaders and Followers was used for data analysis in conjunction with the 
Ordinary Least Squares (OLS) technique. To test the influence of the 
selected factors on E-gov growth in the region, six hypotheses were 
developed accordingly. The results supported four (4) hypotheses indicating 
that E-gov growth in TECEE is positively influenced by such factors as 
national wealth i.e. GDP per capita, democratic/political rights, quality human 
capital resources, and government efficiency. The data did not confirm the 
significance of technological infrastructure and rule of law on the growth of E-
gov in the region. The implications of the findings for research and policy 
making are discussed. 
 
Keywords: Transition Economies of Central and Eastern Europe (TECEE), 
eGovernment, new growth theory, regional development theory, regional 
eGovernment divide, contextual factors  

Management of Latvian Government Communications During 
an Economic Crisis: The Role of Information Strategies in the 
Public Sector 
Aleksis Jarockis 
University of Latvia, Latvia 
 
Abstract: The focus on this paper is on an analysis of the management of 
Latvian government and public sector communications, offering a more 
detailed review of the importance of communications policies and practices in 
the process of overcoming an economic crisis. Effective crisis 
communications, indeed, are one of the most important components in 
overcoming a crisis. During a crisis, an open and empathetic style of 
communication – one which engenders public trust – is most effective when 
officials try to galvanise the population in terms of doing something positive or 
refraining from doing something that is harmful. Although trust is imperative in 
a crisis, public suspicions about scientific and government experts have 
increased for a variety of reasons. These include the increased availability of 
sources of conflicting information, a reduction in the use of scientific 
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reasoning in decision making, as well as political infighting. Trust and 
credibility, when demonstrated through empathy and caring, competence and 
expertise, honesty and openness, and dedication and commitment – these 
are truly essential elements of persuasive communication. 
 
Keywords: crisis communication, economic crisis, government 
communication, public sector, Latvia 

Business/IT Alignment as Enabler for eGovernment in Syria 
Raed Kanaan and Kamal Atieh 
Arab Academy for Banking and Financial Sciences, Jordan 
 
Abstract: Critical success/failure factors (CSFs) to eGovernment 
implementation and the reasons behind such failure or success, have been 
the focus of research in many developed countries and some developing 
countries. The Syrian Arab Republic has not, until now, been the context for 
such studies. The purpose of this paper is to investigate the effect of 
Business/IT (BIT) alignment on the success of eGovernment implementation 
in developing countries and the pertinent factors that affecting this alignment. 
This paper, therefore, studies the multiple factors on BIT alignment such as 
people process and organizational factors. The authors will discuss all 
possible factors that affect the BIT alignment in developing countries in 
general and in Syria in particular. Knowing that eGovernment project needs 
all government existed resources (IT, financial and human) in order to be able 
to take benefits from all resources to improve an organization work, this infer 
the existence of BIT alignment. However, in order to build and implement the 
best eGovernment strategy the gap between business and IT teams seems to 
be one of the most important factors in the eGovernment implementation. 
Therefore, bridging this gap may help in avoiding the failure of eGovernment 
project in developing countries in general and in Syria in particular. This 
paper draws upon qualitative research that was undertaken by the authors to 
investigate the effect of technical and non-technical alignment on 
eGovernment success in Syria and all factors affecting this alignment. The 
data, primarily collected via 20 semi-structured interviews with 
representatives of major Syrian eGovernment implementation stakeholder 
groups, was analyzed. This paper enunciates the significance and the need 
of BIT alignment as the most important factor to eGovernment success, 
especially in the first phase in eGovernment project. 
 
Keywords: information technology, eGovernment, critical success/failure 
factors, business and IT alignment 
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Does eTaxation Reduce Taxation Compliance Costs  
Maja Klun 
University of Ljubljana, Slovenia 
 
Abstract: Improving government performance is one of the key elements of 
public sector reform. Introducing eGovernment is one element in improving 
performance. There are several discussions about the issue of cost 
effectiveness of eGovernment. The paper discusses whether eTaxation 
decreases taxation compliance costs. It was found that different research 
comes to different conclusions and therefore one could not conclude that that 
eTaxation reduces compliance costs. Nevertheless some other non-financial 
positive effects have been observed by different researchers, such as 
accuracy, logic controls, and better compliance.   
 
Keywords: compliance costs of taxation, eTaxation, Slovenia 

International Assistance Relationship to eGovernment 
Development and Benchmarking 
Endrit Kromidha 
Royal Holloway University of London, UK 
 
Abstract: Purpose – The changes that happen as a result of international 
interventions in eGovernment initiatives present not only a number of 
challenges but also an interesting area of study. In this context, this paper 
analyzes the relationship between eGovernment and international assistance 
in a group of developing countries. International organisations could have 
multiple involvements as donors, implementers and evaluators of 
eGovernment. This leads to complex eGovernment mechanisms and 
situations, when international assistance is related to public administration 
reforms. The aim in this paper is also to critically analyze benchmarking as an 
evaluation tool in international eGovernment assistance. Research approach 
and design – This is a comparative and longitudinal study of eGovernment 
development processes in Albania, Bosnia and Herzegovina, Croatia, Former 
Yugoslav Republic of Macedonia, Montenegro and Serbia. In this context, the 
simple eGovernment strategy- implementation - evaluation cycle is used from 
a neoinstitutionalist perspective as a framework for the analysis. Quantitative 
data such as the eGovernment benchmarking index and the amount of 
international assistance are combined with qualitative information from 
reports and legal documents to analyze the relationship between international 
assistance and eGovernment development. Findings – This study shows a 
positive relationship between international eGovernment assistance and 
eGovernment development reflected on benchmarking indexes in the event 
when the same donor (the United Nations in this case), is involved in both 
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processes. The research also suggests that the effect of international 
assistance on eGovernment is generally positive in less developed countries. 
The discussion on benchmarking reveals some important issues related to 
the role of international organisations as both eGovernment assistance 
donors and performance evaluators. Limitations – The study is focusing on 
international assistance from only one donor in only one area, that of 
eGovernment strategy making. A comparison of other factors and actors 
could contribute to analyze not only the correlation but also the effectiveness 
of international assistance on eGovernment. A comparative analysis of 
different eGovernment benchmarking methods and actors could be the 
subject of future studies related to international eGovernment assistance. 
Original value – This is an original effort to identify the relationships that 
exist between international assistance and eGovernment development. 
Taking a neoinstitutionalist approach this study shares some theoretical 
insights on the evolution of internationally assisted eGovernment initiatives 
and benchmarking into institutions. A converging point between the two is the 
donor-benchmarker institutional duality. The critical analysis of eGovernment 
benchmarking is based more on the involvement of actors rather than on its 
methodology as in many other studies.  Finally, this research points out the 
complexity of internationally assisted eGovernment reforms in developing 
countries and gives some suggestions for future studies in this field.  
 
Keywords: eGovernment, international assistance, benchmarking, 
neoinstitutionalism, donor-benchmarker duality 

Challenges to the Design and use of Stages-of-Growth Models 
in eGovernment  
Devender Maheshwari, Anne Fleur van Veenstra and Marijn Janssen 
Delft University of Technology, Delft, The Netherlands  
 
Abstract: In the past decade stages-of-growth models have gained 
considerable attention in eGovernment research and practice. Stage models 
often regard eGovernment development as a progressive accumulation of 
steps. Although stage models have advantages as they give direction to 
development and help to outline the desired outcomes, they provide limited 
help at the organizational level and attract much criticism. This paper 
investigates and compares a number of stages-of-growth models to identify 
challenges to the design and use of these models in eGovernment. Based on 
existing literature and by analyzing stages-of-growth models, challenges are 
identified and discussed to give better insight into the design, use, and 
application of these models both for research and practice. We found that 
many of the stage models propose a linear sequence of activities, and only 
provide help at the early stages of development. Although conceptually 
appealing, most stage models are hard to translate to the situation of 
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individual organization. Stages-of-growth-models do not have any 
standardized design and development structure as the majority of models 
evolved from an effort to achieve specific objectives of an organization, 
business or researcher. Measuring and benchmarking the stages models is a 
multifaceted exercise as the models not only differ in scope and dimensions, 
but also give scant attention to the back-office stages-of-growth. 
 
Keywords: eGovernment, stages-of-growth models, benchmarking, 
measurement, stages 

Developing Measures for Benchmarking the Interoperability of 
Public Organizations 
Devender Maheshwari, Anne Fleur van Veenstra and Marijn Janssen 
Delft University of Technology, Delft, The Netherlands  
 
Abstract: Public organizations increasingly collaborate with each other by 
forming public service networks for realizing joined-up service delivery to 
facilitate their clients, citizens and businesses. In such networks, similar data 
is collected, stored, and maintained recursively and repeatedly among 
governmental agencies. Many managers and decision-makers in 
organizations are aware of the need for interoperability, but they are unaware 
of their interoperability maturity level. Although some maturity models exist, 
they do not define procedures to measure and benchmark interoperability. 
There is a lack of measures for benchmarking interoperability and measuring 
is complicated as interoperability is a multifaceted concept, covering many 
interdependent aspects. This paper aims to develop a set of measures for 
benchmarking interoperability in public organizations to enable them to avoid 
repeatedly gathering already existing data. Firstly, based on a literature 
review we define measures for benchmarking interoperability. Secondly, we 
present a measurement model for interoperability between organizational 
divisions as well as for the overarching interoperability of organization. 
Measures of benchmarking will not only help public organizations 
ascertaining their position of interoperability maturity, but will also allow them 
to compare their status with other organizations in service networks as well 
as assist them to provide effective and efficient services.  
 
Keywords: eGovernment, interoperability, measurement, benchmarking, 
public service organizations  
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Barriers to Developing eGovernment Projects in Developing 
Countries 
Zaigham Mahmood 
University of Derby, UK 
 
Abstract: eGovernment is about transforming the way a government 
interacts with its citizens and harnessing the information and technology 
revolution to improve the efficiency of the government. It is the use of 
information and communications technologies (ICTs) to operate more 
effectively and transparently to strengthen support to public policies and 
involve the citizens in decision making processes. eGovernment is not a one-
off process or a single event: its implementation is a staged and iterative 
process that requires a clear vision and long term strategy. If implemented 
appropriately, eGovernment offers numerous benefits including: 1) cost 
reduction, efficiency gains and improved quality of service delivery; 2) 
transparency and accountability; 3) development of a networked digital 
community and a true information society; 4) better and efficient decision 
making on the part of government leaders and 5) citizens’ participation 
through e-democracy. Whereas, developed economies of the world are well 
advanced in the process of achieving vertical and horizontal full integration 
within the eGovernment provision, many developing countries are only at the 
initial stages of such developments and are finding it difficult to progress to 
the next stages to achieve full eGovernment. Difficulties are due to the fact 
that eGovernment is a huge undertaking and there are numerous inherent 
issues and barriers to successful development and implementation which 
include: 1) lack of clear vision and commitment from political leadership; 2) 
inappropriate assessment of eReadiness of the nation; 3) lack of ICT 
infrastructure and provision; 4) unavailability of ICT equipment and citizens’ 
limited access to such technology and 5) citizens’ inability to make full use of 
ICT usually due to lack of e-literacy and the digital divide that normally exist in 
most developing countries. This paper discusses such limitations and barriers 
and presents a way forward by suggesting that governments need to ensure 
that: 1) they have a clear vision, strategy and commitment; 2) they 
understand the complexity of the undertaking and the level of investment 
required; 3) they develop workable and transparent policies and structures 
and 4) they also consider human factors including people’s preferences and 
ways of actions. The aim of this paper is to provide some useful practical 
guidance so that the eGovernment projects have a better chance of being 
more successful. 
 
Keywords: eGovernment, eReadiness, barriers, issues, developing 
countriest 
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Digital Inclusion: A Target not always Desirable 
Fausto Marcantoni and Alberto Polzonetti 
School of Science and Technology, University of Camerino, Camerino, 
Italy 
 
Abstract:Activities directed at "including" more people in the use of digital 
technology are predicated on the assumption that such inclusion is invariably 
a good thing. It appears so, when judged solely by immediate practical 
convenience. However, if we also judge in terms of human rights, whether 
digital inclusion is good or bad depends on what kind of digital world we are 
to be included in. If we wish to work toward digital inclusion as a goal, it 
behooves us to make sure it is the good kind. In this paper after introducing 
the problem, we analyzed the threats faced by the surfers. In this context, we 
examined the challenges of human rights in society and we have provided 
some final evaluations that justify our title. 
 
Keywords: digital divide, digital inclusion, information society 

Multi-Level Interoperability for ICT-Enabled Governance: A 
Framework for Assessing Value Drivers and Implications for 
European Policies 
Gianluca Misuraca 1, , Giuseppe Alfano 2 and Gianluigi Viscusi 3 
1European Commission, Joint Research Centre, Institute for Prospective 
Technological Studies, Seville, Spain 
2University of Udine, Italy 
3University of Milano-Bicocca, Milan, Italy 
 
Abstract: In the context of European policy and strategy for e-Government, 
Information and Communication Technologies (ICTs) are seen not only as a 
means to improve public services, but a way to facilitate multi-level 
governance. As a consequence, interoperability is predominantly seen as an 
instrument for enabling cross-border collaboration between public 
administrations within and between different Member States. Many initiatives 
and projects have been promoted and carried out during the last decade 
resulting in a growing number of potentially reusable best practices and 
benchmarks. Nevertheless, the complexity and volume of resulting project 
outcomes represent a challenge for effective exploitation of the results in 
other initiatives and intervention contexts. Furthermore, despite the 
recognition of interoperability as a multi-faceted concept (i.e. technological, 
organizational, and semantic), it seems to be mainly the technological 
aspects of interoperability that emerge from the available project results. This 
paper proposes an interpretative framework which aims to provide a systemic 
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perspective and an instrument to elicit the links between interoperability and 
governance, outlining the various challenges that this poses. It considers 
state-of-the-art contributions at both academic and practitioner level. In 
particular, it discusses the multiple dimensions of interoperability and the 
value drivers underpinning the conceptual and measurement framework 
proposed. It also looks at how this framework could be applied to the 
evaluation of two case studies at cross-border, and national-city level in 
Europe. The paper concludes with the main findings of this exploratory 
analysis, outlining indications for future research on interoperability as a key 
driver for ICT-enabled governance. Interoperability is found to play a strategic 
role in the delivery of e-Government services to local and national 
communities within the EU. Moreover, its significance is expected to increase 
over the next few years, especially in terms of how it supports emerging city 
governance models and acts as the backbone of communications at a pan-
European, national and local level.  
 
Keywords: interoperability, eGovernance, information systems, Europe, 
policy, value 

Strategies for eGovernment Implementation in Developing 
Countries: The Case Study of Botswana Government  
Racious Moilamashi Moatshe and Zaigham Mahmood 
University of Derby, UK 
Abstract: eGovernment as a multi-dimensional and multi-disciplinary field, its 
implementation in developing countries is confronted with many barriers 
which require winning strategies in order to successfully implement the 
projects. Inter alia, the barriers include; weaknesses in governance systems, 
ineffective political structures, lack of requisite technical skills, proficiency and 
implementation capacity, ineffective information provision and access, poor 
infrastructure, a non-conducive policy environments and legislation. The 
fundamental aspect of eGovernment is that it must deliver public information 
and services in ways that citizens and businesses want them using internet 
and other ICTs as enablers. Thus eGovernment serves as a platform of 
infrastructure that governments today are building to transform the way they 
complete their missions, values and aspirations. This should have direct 
impact on the effectiveness of public services and government’s continuous 
contacts with citizens, especially those living in remote areas.  Winning 
strategies are therefore needed for successful implementation of 
eGovernment. The identification of barriers and determining critical success 
factors for eGovernment are a crucial part of winning formulae to 
eGovernment projects success. A case study of Botswana, a developing 
country is used as part of an ongoing broader research, to identify and 
discuss the barriers and consequently suggests strategies for developing 
eGovernment by introducing a new framework called; EGovernment 
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Implementation Critical Success Factor Model which is intended to guide 
Botswana government and other developing countries in their eGovernment 
implementation pursuit. The new model and discussions thereof  are 
necessary to give a detailed perspective of requisite factors that enable the 
successful impementation of eGovernment projects. These factors are 
classified into (a) technical and proficient personnel to implement 
eGovernment, (b) enabling high political leadership involvement, (c) A 
conducive legislation and public policy environment, (d) dedicated and 
sustainable budgetory framework, (e) equitable provision and access to 
information, (f) innovative government to foster economic development (g) 
vision and strategic decision capability, (h) adequate infrastractural 
development, and (i) creation of all stakeholders Inclusive environment.  The 
methodology for the case study comprises of both secondary and primary 
data sources. The primary sources covered interviews with general members 
of the public and project office in Botswana, whilst secondary sources 
included, external and internal reports, policy documents and publications by 
individual researchers and other research organisations. 
 
Keywords: eGovernment, eCommerce, eBusiness, ICTs, Botswana 

The use of ICT by Government Departments and Parastatals in 
South Africa 
Matsobane Frans Mosetja 
North West University, Mafikeng Campus, South Africa 
 
Abstract: There are some success stories in eGovernment in South Africa. 
The South African Revenue Services (SARS) e-filling was created in 2003 
and proved to be successful. The successful application and conversion from 
proprietary software to open source for National Traffic Information Systems 
(eNaTIS) is another. In a previous paper, Trusler (2003) argues that 
EGovernment in South Africa has a particularly important historical and social 
context due to the previous dispensation. He noted that as a result, a ten year 
eGovernment implementation horizon has been created from tested world-
wide practices. From the examples mentioned above it is clear that the plan is 
not being realised. The result is that a gap is appearing between what the 
policy says should be happening and what is actually happening. This paper 
examines what has been done and what can be done to increase service 
delivery and to encourage citizen participation through an efficient ICT 
structure. It ends with some guidelines on what could help the situation. 
 
Keywords: eGovernment, South Africa, SARS e-filing, e-Natis, citizen, policy 
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The Workload for the Structural Implementation of 
eDemocracy: Local Government Policy Issues Combined With 
the Policy Cycle and Styles of Citizenship.  
Bert Mulder and Martijn Hartog 
eSociety Institute of The Hague University of Applied Sciences, The 
Netherlands 
 
Abstract: Today, governmental bodies in many countries acknowledge ICT 
applications to be powerful tools for increasing involvement of citizens in 
public policy-making, and as such a sound investment in better public policy 
(OECD 2003: 9). Within the Dutch governmental bodies a study by Prof. Dr. 
Kickert (2005:10) has shown that these ICT developments also demand an 
optimal public service. Furthermore citizens are inclined to participate more 
often if governments use digital tools, because of their (usability) speed and 
comfort (Beffers & Van den Brink, 2007). The last decade the Dutch 
governmental bodies have become increasingly aware of the possibilities of 
ICT applications and the growing digital behaviour of its citizens. To prepare 
the next phase of large scale and structural implementation of eDemocracy, 
the size and range of that task must be researched. This paper describes 
research conducted at the municipality of The Hague (The Netherlands). It 
was aimed to determine how many political issues lend itself to e-democratic 
support. The research then categorized the issues using the policy cycle 
(agenda-setting, preparation, determination, execution, monitoring and 
evaluation) and styles of citizenship (dutiful, pragmatic and society critic). 
Some results of the research: During the course of 3 years the city council 
and its committees treated 1834 issues. Of these, 69% were treated by the 
city council committees and 31% by the city council itself. 78% of issues 
could be categorised within the policy making process. According to the 
styles of citizenship, citizens are most likely to participate when issues directly 
relate to their personal environment (pragmatic), as well as issues concerning 
the qualitative functionality of the local government (society critic).  
 
Keywords: eDemocracy, public agenda issues, local policy-making, policy 
cycle, styles of citizenship, digital participation 

Channel Shift - a UK Customer Response 
Darren Mundy1, Qasim Umer1 and Alastair Foster2 
1University of Hull, Scarborough, UK 
2Independent Researcher, UK 
 
Abstract: This paper details the findings from a project carried out on behalf 
of a group of local councils in the UK to discover scope for channel shift (i.e. 
migrating users from mediated to self-help solutions) within local services. 
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The project consisted of four clear stages: identification of scope from service 
managers; discovery of case study examples from councils within the UK; an 
investigation of customer perspectives on channel shift linked to particular 
areas of service; and, finally a framework to establish a business case for 
introducing new channels to identified government services. The first stage of 
the project demonstrated that there is no shortage of ideas in relation to the 
potential that individual services have for channel shift. Customer Service 
Managers identified a range of independent areas worth exploration from 
basic reporting linked to customers in the local area, through automation of 
benefits services, to online services to support waste and recycling 
management. Whilst individual areas where benefit could occur were 
identified it was also clear that data may not be easily accessible to support a 
case for the provision of new channels. The areas highlighted by the initial 
stage of the project formed the basis for exploration at the second stage in 
identifying thirteen case studies linked to channel shift from a range of 
different levels of government and a private organisation. A brief description 
of a couple of these studies is provided in this paper along with key lessons 
learnt. The third stage of the project enabled analysis of the customer views 
towards channel shift. This stage illustrated a number of critical observations 
found within local customer groups through a detailed questionnaire and 
location based canvassing (n=197 customers). The first observation is that 
there is a sub-set of the local customer group who access council services 
that are not equipped in knowledge, equipment or in terms of motivation for 
access to channels other than face-to-face and telephone. Indeed some 
customers in this group see channel shift as potentially discriminatory. 
Secondly, whilst the findings do not establish a substantial demand for 
channel shift in relation to council services, many of those questioned 
recognised that provision of council services through more cost effective 
channels was a good thing (for other people), or in the case of web access 
was inevitable. Thirdly, it is clear that at present the most valuable service 
offered on the web by local government is access to local information. Finally 
a Business Case Template is presented which is derived from the findings of 
all of the stages above. This is designed to enable the evaluation of requests 
for service channel growth with critical examination of potential success 
factors for shift of government services. Overall, local government around the 
country is investing in channel shift, it is clear that not all of these ventures 
are meeting with success, however, if full consideration is given to the 
business case for channel shift and time is taken to understand and target 
customer groups successful channel shift can be achieved. 
 
Keywords: eGovernment, channel shift, transformational government, citizen 
requirements, e-services 
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eGovernment in Social and Economic Development: The 
Asymmetric Roles of Information, Institutionalization and 
Diffusion 
Bongani Ngwenya 
Solusi University, Zimbabwe 
 
Abstract: There are documented differences between the success and 
failure factors in the developed and developing countries with regard to the 
adoption and embracement of Openness in eGovernment practice models. 
This paper posits that eGovernment constitutes a critical context for social 
and economic development in both developed and developing countries. The 
paper also suggests that eGovernment encompasses more than just 
technology, that is, attempts to highlight the social and economic implications 
of changes that have occurred in recent years as a result of the transparency 
and accountability of government and how software usage can influence 
digital inclusion, trust and privacy and possible strategies to eliminate the 
digital divide by encouraging greater public and commercial use and re-use of 
government information through putting government data on the Web. In 
addition to leveraging economic development, eGovernment also helps to 
stream line government services to more social based values of inclusion and 
citizens participation, accessibility and power relationship ratios. Although 
eGovernment is not a new phenomenon in most developed countries such as 
the US, UK, Japan, most of the European countries and some developing 
countries in Asia and Africa which have already announced their Open 
Government Initiatives and data portals it also leads to greater information 
asymmetry among citizens and government and also, institutionalization and 
diffusion asymmetry of the practice of the current Openness in eGovernment 
models within developed and developing countries. Drawing on 
organizational decision-making research and following the explorative and 
grounded based research approach the findings of this research are that the 
information asymmetry between citizens and government and  asymmetry in 
institutionalization and diffusion within developed and developing countries 
are widely attributed to socio-economic and political variations in developed 
and developing countries. Unless these differences are skill fully identified 
and accommodated as such into the development and use models, 
Openness in eGovernment efforts would not help achieve the social and 
economic development goals by both developed and developing countries.    
 
Keywords: eGovernment, institutionalization, diffusion, asymmetric roles, 
social and economic development 
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National Electronic Government Strategies in Austria  
Birgit Oberer1 and Alptekin Erkollar2 

1Kadir Has University, Istanbul, Turkey 
2Halic University, Istanbul, Turkey 
 
Abstract: One of the most emerging concepts of information technology is 
the one of electronic government. Electronic services that are made available 
by governments to citizens, businesses, and other governments 
(international) or governmental authorities (national) are general proof of the 
changes being made in the public sector. Intersecting the government, 
citizen, and business domain, a business model can be defined considering 
the government-to-business, government-to-citizen, and government-to-
government approaches. Governments around the world try to follow their, 
most of the time, ambitious strategies to become, or stay, competitive. In this 
study Austrian strategies and projects for electronic government as well as 
their implementation plans were analysed, followed by an examination of the 
electronic services offered by the national governmental authorities in Austria, 
one pioneer in electronic government in Europe, leading in the European E-
Government ranking 2010, and the declared 'European champion in 
eGovernment' for the fourth time in a row. The results revealed that Austria 
has developed hybrid electronic government strategies, and has launched 
projects in that field, in which national governmental authorities have to 
participate, in order to offer electronic government services at a high level and 
in a competitive international environment. On a whole, offering a one-stop 
shop gateway to governmental information and transactions generally offers 
higher attractiveness for conducting nationwide business and all incentives 
for electronic government focus on developing good practices in the area of 
efficient and effective electronic government. Nevertheless, national 
strategies are transformed and implemented in different ways not always 
following the one-stop-shop approach and contributing to the development of 
isolated applications instead of integrated ones. 
 
Keywords: electronic government, e-Austria, digital Austria explorer, 
gateway, one-stop-shop 

Smoke and Mirrors: Can a Useful Approximation of the 
Cigarette tax gap be Determined? 
Clare Omelia 
Irish Revenue Commissioners, Dublin, Ireland 
 
Abstract: The tax revenue derived from cigarettes is a key contributor to the 
Irish Exchequer. Total net revenue receipts for 2009 amounted to €33.28 
billion and within that, receipts of excise on cigarettes amounted to €1.159 
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billion. The estimated return for VAT on cigarettes for 2009 is €0.325bn.  
Therefore, taken together, excise and VAT on cigarettes amount to a 
significant 4.5% of total net revenue receipts returned to the Exchequer. 
However, governments, health lobbies and tobacco companies universally 
acknowledge that the illicit trade in cigarettes is significant and growing and 
the consequent displacement of trade from the regulated to the unregulated 
market will reduce revenue, increase enforcement costs, and effectively 
undermine the fiscal planning process. This paper explores whether a useful 
approximation of the cigarette tax gap in Ireland can be arrived at. The factors 
affecting the cigarette tax gap are considered, and various approximation 
techniques are reviewed in order to choose a method that is appropriate in 
terms of cost and complexity.  The selected method is adapted to Irish 
circumstances and applied for the years 2006-2009 to approximate the 
notional cigarette tax gap in Ireland for each of these years, highlighting that a 
significant cigarette tax gap exists and is growing.  
 
Keywords: Ireland, cigarette tax, illicit market, tax gap, tax gap approximation 

Adopting Web 2.0 in Building Participatory eGovernment: A 
Perception Contour From Inside the Government 
Ching-Heng Pan1 and Lichun Chiang2  
1National Chung Hsing University, Taichung, Taiwan 
2National Cheng Kung University, Tainan, Taiwan 
 
Abstract: Nowadays, the government is searching for new ideas to improve 
public governance so that it is not only more cost-effective in service delivery 
but also more responsive to the needs of multiple stakeholders including the 
citizens, political authorities, and administrative bodies. The Web 
technologies and applications have entered the phase of the conceptual 
umbrella of Web 2.0, which has been drawing increasing attention from public 
agencies. It is argued that Web 2.0 applications such as blogs, wikis, web 
syndication or web feeds, and a number of social networking services are 
useful tools for enhancing interactive collaboration and public participation. 
Web 2.0 can facilitate better service delivery by offering a platform where the 
government officials can exchange information more efficiently. Web 2.0 may 
as well help establish citizen-centric initiatives that reflect the core values of 
public services such as responsiveness, transparency, and social 
inclusiveness. In turn, this paper empirically examines the proposition that 
Web 2.0 enhances citizen participation. The literature suggests that the 
adoption and diffusion of technology-based initiative is subject to bureaucrat 
attitude. The purpose of this paper aims to explore government officials’ 
perception and intention to adopt Web 2.0-based citizen participation 
initiatives. The research model integrates the concepts of Technology 
Acceptance Model (TAM). A questionnaire is used to measure government 
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officials’ intention to adopt Web 2.0 in eGovernment. Structural Equation 
Modeling (SEM) is used to further analyze the data and to design a 
theoretical model delineating the effects of perceived ease of use, perceived 
usefulness of e-services, attitude and trust. As the government is paying 
increasing attention to what Web 2.0 has to offer in public governance, this 
paper proposes a synthetic model in a timely manner to understand 
government officials’ intention as well as perceived obstacles to adopt Web 
2.0 in participatory eGovernment initiatives. 
 
Keywords: technology acceptance model (TAM), Structural Equation 
Modeling (SEM), Web 2.0, public consultation 

Combating Identity Fraud in the Public Domain: Information 
Strategies for Healthcare and Criminal Justice 
Marijn Plomp and Jan Grijpink 
Utrecht University, The Netherlands 
 
Abstract: Two trends are present in both the private and public domain: 
increasing interorganisational co-operation and increasing digitisation. 
Nowadays, more and more processes within and between organisations take 
place electronically. These developments are visible on local, national and 
European scale. Research, strategy and policy often focus on the 
technological issues, whereas the organisational issues are complex and 
important as well. These issues prove to be difficult on a local scale and 
barely manageable on national and European scales, because the number of 
parties increases greatly and because of differences in culture, legislation and 
IT infrastructure. We introduce the theoretical framework of Chain-
computerisation that explains large-scale chain co-operation as an answer to 
a dominant chain problem. Identity fraud proves to be the dominant chain 
problem in many chain co-operation situations. Therefore, our main research 
question is: what is a successful information strategy to combat identity fraud 
in the large-scale processes that constitute the public domain? Next, we 
demonstrate the problem of identity fraud using the example of the Dutch 
criminal justice chain, showing that a certain chain communication system 
enables to stop identity fraud using forensic biometrics. The second example 
is about healthcare. In the Netherlands, the government is introducing a 
national system of medical information exchange based on the national 
personal number as the sole identifier for recognition and linking. We show 
that people sometimes have interest in using somebody else’s number, to be 
treated in cases (s)he is not insured. This identity fraud can contaminate 
medical records on a national scale. We ponder about infrastructural 
elements that enable international exchange of medical information on a 
European scale and ask ourselves which additional safeguards will be 
necessary on this enormous scale. The examples are taken from our chain 
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analysis programme that has an exploratory, empirical character. A chain 
analysis tests empirical findings against the theoretical framework of Chain-
computerisation, to derive a suitable chain-specific information strategy. We 
use this novel approach which is specifically tailored to the peculiarities of 
large-scale situations, as opposed to the small-scale approach usually 
employed in these cases. The traditional authentication procedures do not 
take into account ‘wrong person’ identity fraud that causes fraud 
surreptitiously spreading from chain to chain. Therefore, in both cases, the 
problem of identity fraud presents a threat to the chain co-operation that has 
to be tackled with a large-scale approach and with person-oriented security 
procedures and instruments that are indeed able to prevent identity fraud 
from happening undetected. It is precisely this approach and this type of 
procedures and instruments that are explained here. This is a novel 
contribution to information science and to the security realm that still pivots 
only on traditional authentication frameworks. Taking into account that it is 
probable that the problem of identity fraud rises in many other domains and 
countries as well, we conclude that identity fraud is a major threat to the 
European society. Finally, we argue that an information strategy using basic, 
but chain-specific information systems, combined with random identity 
verification procedures enable combating identity fraud. 
 
Keywords: chain-computerisation, interorganisational information systems, 
chain co-operation, Information strategies within the public sector, Identity 
management 

Approaching the eGovernment as a Strategic Driver for 
Improving the Ethical Model: An Empirical Analysis From 
Business Economics  
Massimo Pollifroni 
University of Turin, Italy 
 
Abstract: The paper presents a research regarding the effective correlation 
between innovation (where the eGovernment processes are included) and 
ethical behaviour model. The final result applied in European Union States 
(approximately the final results is 0,90, as average value for the period of six 
years 2003-2008) shows us that is possible to approach the eGovernment as 
a strategic driver for improving the ethical model shared by the people in a 
nation, as well as in a business company or - in general terms - in a 
community. 
 
Keywords: business economics, eGovernment, ethics, innovation, 
information system 
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Public Procurement and Internet-purchasing: the Defence 
Sector Evidence 
Nataša Pomazalová and Zbyšek Korecki 
University of Defence, Brno, Czech Republic 
 
Abstract: The defence sector uses both centralized and decentralized 
platforms for the acquisition and purchase of supplies, materials and services. 
The decentralised platform is eCommerce where the basic evaluation 
criterion for public tenders is the lowest price offered. The purpose of this 
research is to analyse purchase price variability of selected property in the 
observed years. The comparison of purchase of different property 
arrangements differs due to the material, the purchase amount, and other 
exogenous and endogenous factors. We found that the purchase price 
variability for materials for general use was over 11%. The purchase price 
variability for military transport and support services was lower than 10%. The 
achieved annual purchase prices of material for general use in observed 
years 2006 – 2009 were different.   
 
Keywords: eCommerce, price variability, property arrangements, defence 
sector 

Evaluating the Development of eGovernment System: The 
Case of Polish Local Government Websites 
Leszek Porębski 
AGH University of Science and Technology, Kraków, Poland 
 
Abstract: The evaluation of public institutions’ web sites in the context of 
eGovernment sophistication constitutes an important part of the literature on 
eGovernment. However, the decided majority of studies of this kind is 
focused on central administration (government, its agencies and state 
institutions coordinating public services delivery). This paper undertakes the 
issue of the major functions performed by public institutions’ web sites, in a 
different – much less developed – perspective. The focal point is local 
government web sites and their role in constructing new model of relations 
between government and citizens. The major part of the paper is the 
presentation of results of the empirical study carried out in the period of 2005-
2009. The project comprised the analysis of the content of the official web 
sites of the Polish counties, which are the secondary level of the local 
government system in Poland. During the research, web sites of all 314 
counties were analyzed. The evaluation of each web site was focused on the 
availability of specific type of information and/or online service. Therefore, the 
research depicts the “supply” aspect of eGovernment. The quantitative 
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method of analysis, based on the concept of Website Attribute Evaluation 
System (WAES) was applied in the research. The analytical framework of the 
study is based on the assumption that there are four major functions 
performed by local government web sites. They are: information, promotion, 
consultation and service delivery. The results of the analysis prove that 
information delivery is the dominating function performed by local government 
web sites in Poland. It is so at the sacrifice of more sophisticated types of the 
Internet use (consultation and electronic service delivery). At the same time, a 
modest but stable progress can be observed in the number and variety of 
information and services offered by web sites of Polish local governments. 
 
Keywords: local government, eGovernment, eDemocracy, web site content, 
ICT 

Comparative Analysis of Information Security Governance 
Frameworks: A Public Sector Approach 
Oscar Rebollo1, Daniel Mellado2, Luis Enrique Sánchez2 and Eduardo 
Fernández-Medina2 

1Social Security IT Management, Ministry of Labour and Immigration, 
Madrid, Spain 
2GSyA Research Group, University of Castilla-La Mancha, Spain 
 
Abstract: Security awareness has spread inside many organizations leading 
them to tackle information security not just as a technical matter, but from a 
corporate point of view. Information Security Governance (ISG) provides 
enterprises with means of dealing with the security of their information assets 
in a comprehensive manner, involving every stakeholder through the whole 
governance and management processes. Boards of Public Entities cannot 
remain unaware of this development and should make efforts to include ISG 
in their business processes. Realizing this relevant role, scientific literature 
contains a variety of proposals which define different frameworks to foster 
ISG inside any corporation. In order to facilitate the adoption of any of them 
by the public sector, this paper compiles existing approaches, highlighting the 
main contributions and characteristics of each one. Senior executives and 
security managers may need support on their decisions about adopting one 
of these frameworks, so a comparative analysis is performed. Although some 
comparative reviews are found in literature, they lack a systematic and 
repeatable methodology, ignore recently published contributions or focus on 
specific areas, making results biased and inappropriate for general use in 
corporations and the public sector. This paper tries to guarantee an objective 
comparison through a set of comparative criteria that have been defined and 
applied to every proposal, so that strengths and weaknesses of each one can 
be pointed out. These criteria have been selected from a deep analysis of 
existing ISG papers, including both governance and management aspects. 
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As results show, each proposal focuses on different aspects of ISG giving 
priority to some of the defined criteria, and none of them covers the entire 
required spectrum. Most of the selected frameworks can be used by any 
public organization as a starting point towards integrating security into their 
processes, but this paper helps managers to be aware of their limitations and 
the gaps which need to be covered in order to achieve a complete integration. 
Consequently, more investigation is needed to fulfill detected gaps and define 
an ISG framework that organizations can rely on, and which offers security 
guarantees of covering every information asset of the company. Public 
sector´s idiosyncrasy must be taken into account in this development, 
resulting in a general framework eligible for adoption by both public and 
private companies. 
 
Keywords: information security governance, security governance, 
comparative analysis, review, governance framework 

Web 2.0 on the Mexican State Sites: An Overview 
Rodrigo Sandoval Almazán1, Gabriela Díaz Murillo2, Ramón Gil-Garcia3, 
Luis Luna-Reyes2 and Dolores Luna-Reyes2 

1Universidad Autónoma del Estado de México, Toluca, México 
2Universidad de las Américas Puebla, México 
3Centro de Investigación y Docencia Económicas, México 
Abstract: The use of Web 2.0 features to increase the number of users on e-
commerce sites is a trend that is even expanding to government sites. Web 
2.0 features, such as blogs, wikis, forums, RSS, podcasts and videocasts, as 
well as social markers such as Del.icio.us, Technorati, Facebook and Digg 
have reached government sites. The purpose of this research is to assess the 
impact of this tendency on Mexican local government sites by asking the 
following question: To what extent have local eGovernment sites in Mexico 
adopted Web 2.0 tools? As a result of an evaluation of Mexican local 
government sites in 2009, we found that several Web 2.0 characteristics are 
being used; however, we also found that not all features are as equally well-
developed or used on the local sites. Web 2.0 is only a starting point for 
innovation in eGovernment sites. This paper is organized into four sections: 
The first section introduces the trend of Web 2.0 over internet sites and how it 
is different from Web 1.0 and Web 3.0. The second section is dedicated to 
discussing the link between eGovernment and Web 2.0 according to the 
evolutionary model proposed by the authors. The third section describes the 
methodology used to collect data from local states in Mexico and the 
eGovernment ranking where this data was collected. The fourth and final 
section describes the findings of Web 2.0 and discusses the future of this 
trend in eGovernment sites. 
Keywords: Web 2.0, eGovernment, websites, twitter, social media 
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eGovernment in Serbia: Prospects and Challenges 
Laslo Šereš and Ivana Horvat 
University of Novi Sad, Serbia 
 
Abstract: eGovernment is a great opportunity for every country to improve 
the efficiency of public administration and to gain a competitive edge. Despite 
the early recognition of the information society importance, Serbia is, like 
many other transitioning countries, struggling with the transformation of its 
legacy bureaucratic and administrative processes. This document describes a 
short history of eGovernment in Serbia, gives an overview of current state of 
eGovernment services, and proposes guidelines that would help future 
eGovernment deployment in Serbia. Through comparison of Serbian 
eGovernment solutions with those implemented in a number of EU countries, 
some of the strengths and weaknesses of the eGovernment deployment in 
Serbia are pointed out. The empirical research conducted in this paper 
reveals the areas which are crucial in terms of greater public access to 
information, and a more efficient, cost-effective government. In this sense, the 
paper particularly emphasizes the need to: a) strengthen the legislative 
framework and the institutional capacity related to the use of eGovernment 
within the Serbian public administration; b) support the implementation of 
public administration reforms necessary for the further development of 
eGovernment; c) provide assistance to the development of a National 
Interoperability Framework; d) create and/or further develop basic public 
services to citizens through the use of eGovernment. In order to develop 
citizen-centered interoperable eGovernment services, all these areas require 
adequate strategy and action plans. This paper aims to analyze different 
areas and their concepts in order to define and elaborate guidelines that 
would initiate evolving of eGovernment in Serbia. The findings and 
implications of this survey could contribute to better understanding of 
conditions and determining the priorities of further eGovernment development 
in Serbia. 
 
Keywords: eGovernment, eServices, Serbia, public administration 
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An Organizational Framework for Managing eGovernment 
Systems in Developing Countries: The Case of Kurdistan 
Region of Iraq 
Shareef Shareef, Elias Pimenidis, Hamid Jahankhani and J. Arreymbi 
University of East London, UK 
 
Abstract: This paper aims at proposing an organizational framework for 
implementing eGovernment in developing countries. Furthermore a 
management process to meet the modernization goals of government based 
on a proposal by Heeks (2006), in his work on managing eGovernment 
systems, is specified. The challenges that affect the implementation and 
management of eGovernment systems are critically analysed and the authors 
expect practitioners and authorities to find the results useful in the planning 
and implementation of new eGovernment systems.  
 
Keywords: KRG, KRI, eGovernment, centralize, decentralize, hybrid 
approach, management process 

Outsourcing of IT Projects in the Public Sector – Sustainable 
Solution or Erosion of the Public Sector? 
Dalibor Stanimirovic and Mirko Vintar 
University of Ljubljana, Slovenia 
 
Abstract: While the number of outsourcing projects in the last ten years has 
been growing exponentially in Slovenia, sourcing strategies seem to be one 
of the core factors in creating a sustainable while effective and efficient public 
sector, at the same time. Outsourcing projects ought to reduce costs and help 
organizations to focus on core business processes which should 
consequently improve service provision and quality. Past experience and 
recent research carried out in the public sector show that outsourcing can 
indisputably bring many benefits to the organizations which master the art of 
devising, deploying, and maintaining outsourcing relationships, but for many 
organizations, these benefits remain elusive. The research focuses on in-
depth analysis of the essential factors within the concept while examining the 
current situation in the field of outsourcing in the Slovenian public sector and 
eventually presents research findings on outsourcing of information 
technology projects (IT-projects) at the municipal level. According to some 
experts and rough estimates, the amount of outsourcing projects in the 
Slovenian public sector have doubled in recent years and during the present 
economic and financial crisis, reach tens of millions of Euros. The article 
analyzes the methodological, substantive, procedural and other relevant 
factors within the process of outsourcing and summarizes the results of our 
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own empirical research on outsourcing of IT-projects in the Slovenian public 
sector. Paper finally provides a set of relevant criteria and guidelines for 
critical evaluation of such projects and eventually presents the conceptual 
design of sustainable model for quality selection as well as effective and 
efficient implementation of outsourcing projects in the public sector.  
 
Keywords: IT outsourcing, public sector, outsourcing criteria, sustainable 
outsourcing model 

Closing the Digital Divide gap in European Union: A Unique 
Solution for Different Tiers? 
Virgil Stoica and Andrei Ilas 
Alexandru Ioan Cuza University of Iasi, Romania 
 
Abstract: Over the last two decades, eGovernance has rapidly advanced on 
the public agendas as it promised to offer miraculous solutions of quickness 
and transparency to classic governing dilemmas. While some societies or 
parts of them fully embarked for this adventure, others preferred a limited use 
of the new technologies. The term “digital divide” has been coined to describe 
the newly appeared gap in access to or use of information and 
communications technology (ICT) devices. As European Commission 
established in 2010 a Digital Agenda and announced a significant spending 
on strategic ICT research, a question arises:  is it appropriate to develop a 
unique strategy for all European Union countries or rather a set of strategies 
to be differently applied for each society or segment of it? Using a 
comparative method, our research describes the digital differences between 
the 27 European members based on 2009 year data. The starting point is 
represented by the observation that in the least electronically developed 
European states only a part of those having internet access is also using 
eGovernment. This would suggest that the mere presence of ICT devices is 
not enough to trigger a “digital revolution”. Hence, in a specific social 
framework, a moderate presence of electronic governance could be 
determined by other factors such as: the lack of education, mistrust or 
absence of a real need. Consequently, the present paper is mapping the 
digital divide within the European Union as a rapport between ICT devices, 
their use, and the relevant characteristics of each society. The findings 
suggest that the societies under scrutiny are not in the same need of digital 
services and closing the digital gap should not be the final goal. Instead, the 
resources could be directed towards meeting the specific needs of one 
society. However, further country in-depth researches are needed to confirm 
our findings. 
 
Keywords: digital divide, eGovernance, ICT devices, digital agenda, EU 
countries 
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Towards Estimating Users’ Opinion Strength in Forum Texts 
Regarding Governmental Decisions 
George Stylios1, 2, Christos Katsis2, Vasiliki Simaki1, Sofia Stamou1 and 
Dimitris Christodoulakis1 
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Abstract: The growth of Web 2.0 has facilitated interactive information 
sharing and interoperability on the World Wide Web, allowing users not only 
to retrieve information, but also the opportunity to interact or articulate their 
opinions on different topics. Numerous works on various social and political 
objectives devoted to the formation of open Internet sources of information 
monitoring systems, in order to prepare digests and reports on keywords as 
well as thematic queries regarding opinions on government decisions. 
Moreover, analysis of rubrics associations as well as primary semantic and 
statistical interpretation of the texts is usually carried out. Therefore experts 
can accomplish an intellectual data analysis and forecast. On the other hand, 
it is rather difficult to get punctual predicts and estimate sufficiency forum 
users’ opinion strength. In this work we present a methodology in order to 
automatically estimate the strength of users’ opinions on text forums 
regarding governmental decisions. According to our methodology, 
quantitative features are automatically extracted from forum posts and then 
passed to a Support Vector Machine based classifier where the users’ 
opinion strength is estimated. The proposed methodology has been validated 
in real data. The initial experimental results are presented. Our schema could 
also be used in a wide range of applications such as: scenario analysis of 
important events for political, social, and commercial tasks, public opinion 
monitoring, forecasting of tendencies of public opinion and marketing 
research. 
 
Keywords: eGovernment, knowledge extraction, linguistic analysis, machine 
learning, opinion strength mining, support vector machines 
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An Efficient, Effective eGovernment Enterprise Resource 
Planning Model 
John Douglas Thomson 
RMIT University, Melbourne, Australia 
 
Abstract: The purpose of this empirical research by two public servants over 
twelve months was to develop an efficient and effective generic ERP 
database model and to minimize its impact on their agency. The ERP 
database so developed met agency performance requirements, did not 
require adjustment of agency structures, systems or processes, or any 
additional resources, change management or special training. The model, 
which may be suitable for adoption by others (particularly developing 
countries), was based on the agency’s existing data across almost all industry 
sectors over a period of six financial years. Contrary to vendor developed and 
imposed ERP models, the impact of this model on the agency was minimal. 
 
Keywords: ERP; agency; performance; impact 

Citizen-Government Interaction in Russia: eGovernment as 
Tradition Bearer 
Anna Trakhtenberg  
Institute of Philosophy and Law, Ural Branch of Russian Academy of 
Sciences 
Yekaterinburg, Russia 
 
Abstract: This paper contains information about the results of sociological 
study in Urals federal district of Russia (2010). The study shows that the 
traditional model of citizen-government interaction based on a desire to move 
from formal to informal interaction with the authorities and to appeal directly to 
the top powers service demand is still preserved in large scale. Thus, while a 
state eGovernment proposal is based on the rational bureaucracy ideal and 
seeks to maximize the anonymity of service delivery and reduce the number 
of citizen-official personal contacts the public demand, on the contrary, is 
formed on the strategy which aims to convert a bureaucrat into «just a 
person».  
 
Keywords: eGovernment, statist discourse, interaction with officials, strategy 
of weak 

 

 



 

51 
 

eGovernment Openness Index 
Nataša Veljković, Sanja Bogdanović-Dinić and Leonid Stoimenov 
University of Niš, Serbia 
 
Abstract: We live in the era of rapid web technologies development that 
affects the growth and transformation of eGovernment. These new 
technologies impact leads to the re-evaluation of eGovernment, re-focusing of 
target characteristics and changing of general approach in eGovernment 
viewpoint. In today's electronic environment, the concept of eGovernment 1.0 
has been overcome and a new eGovernment concept is being created, 
known as Open Government. Within this new concept, the focus is set on 
open public data, transparency, collaboration and citizen participation. 
Benchmarking eGovernment is an important task that indicates the level of 
implementation of eGovernment policies as well as eGovernment progress. 
Benchmarks of eGovernment concepts, eGovernment 1.0 and eGovernment 
2.0, are not suitable for Open Government. In this paper we will evaluate 
different methodologies for Open Government benchmarking and try to define 
eGovernment Openness Index (eGOVI) as a global measure that indicates to 
which extent one government is open.  
 
Keywords: open government benchmarking, eGovernment evolution, 
eGovernment openness index 

Exploring Facilitators and Challenges Facing ICT4D in 
Tanzania 
Jim Yonazi 
The Institute of Finance Management, Dar Es Salaam, Tanzania 
 
Abstract: The success of implementing information and communication 
technologies for development (ICT4D) requires an informed understanding of 
the context of application. This helps to inform decision making during 
identification, planning, and evaluation of ICT projects. In the African context, 
this is of paramount importance. However, empirical studies regarding ICT4D 
in Africa are still limited. This study aimed at identifying issues underlying the 
implementation of ICT4D in Tanzania. Specifically, it focused at identifying 
key priorities on ICT4D, facilitators, and challenges facing ICT4D 
implementation in Tanzania. The study also attempts to suggest possible 
measures to be taken to facilitate the progress of ICT4D for next 10 years. 
The results show that it is imperative to streamline ICT into the areas of i) 
Production and service provision ii) government iii) Health iv) Education, v) 
Business, and vi) the growth of SMEs. This is facilitated by i) Tax relief in ICT 
equipment, particularly computers and peripherals, ii) availability of low cost 
ICTs, iii) supportive social infrastructure, and iv) Government commitment. 
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On the other hand, ICT4D in Tanzania is challenged by i) unsupportive 
connectivity infrastructure, ii) inadequate content quality, iii) unsupportive 
organisational issues such as policies, laws, and established systems and 
procedures, and iv) people related issues including inadequate ICT skills, 
mindset, and awareness. We observe that successful implementation of 
ICT4D in Tanzania is possible if facilitators can be exploited and challenges 
addressed. Specific issues that can be addressed are i) improving ICT 
connectivity, ii) enhancing content quality, iii) addressing leadership and 
organisational inertia, iv) emphasising on ICT effective strategic planning for 
ICT, v) enhancing ICT skills, awareness and mindset, and vi) cultivating 
innovative the culture at organisation level. 
 
Keywords: ICT, ICT4D, eGovernment, Tanzania, Africa 
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Maturity Models Transition from eGovernment Interoperability 
to T-Government: Restyling Dynamic Public Services Through 
Integrated Transformation of Service Delivery 
Mohamed Mohyi Eddine El Aichi1, 2 and Mohamed Dafir Ech-Cherif El 
Kettani1 

1ENSIAS, University Mohamed V, Rabat, Morocco 
2Information Software Development Entity, Intelcom S.A., SATEC Group, 
Rabat, Morocco 
 
Abstract: Transforming public services through a global, common, 
measurable, achievable vision and clear objectives, the use of Information 
and Communication Technology and referral to services focused on the 
citizens needs have an important effect on economic, social and cultural life 
across the country that extends globally. The aim of this paper is to outline 
the part of the transformation of government services by defining the 
guidelines for implementation and monitoring procedures necessary to 
support any model of maturity to ensure the successful transformation of 
public services in a safe flexible and adaptable. The model we seek to build is 
based on best practices in service management, governance, enterprise 
architecture, and implementation of Information Technology. 
 
Keywords: maturity, t-government, service management, interoperability  

Quality of Services and Citizen Profiling in eGovernment 
Guillaume Gronier1, Sandrine Reiter1 and Mélanie Becker12 
1Public Research Centre Henri Tudor, Luxembourg, Luxembourg 
2University Paul Verlaine, Metz, France 
 
Abstract: This research, still in progress, aims at increasing eGovernment 
services (eGov services) appropriation through recommendations for design 
of adaptive interface for eGov services. In order to reach this goal, we 
propose to focus our research on eGov services quality, considering the fact 
quality is one of the most critical dimension which influences website usage. 
This is particularly true when website addresses eGovernment services, 
where confidentiality, quality and information authenticity are crucial. The 
eGov services quality measure is then a major stake for public 
administrations if they want to promote eGov services use to citizens. The 
paper proposes a methodology in several steps. At the end, we must be able 
to propose a quality model for eGovernment which will be derived into several 
set of perceived quality models, trust models and acceptance models, 
corresponding to different user’s profiles. Moreover, we propose to identify 
interaction way that is the most suitable for user regarding their profile. To do 
that, we will define some interaction characteristics that have to be taken into 
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account, such as interface form, dialogue structure, manipulation 
preferences, errors treatment… and then propose interaction typologies 
depending on user’s typology model. In the mid-term, our objectives are to 
provide tools and methodologies to support European eGovernment. This 
research could help designers and developers in producing better quality 
services regarding the eGovernance objectives and to benefit from 
recommendations closer to reality. 
 
Keywords: quality, e-services, eGovernment, user profile, appropriation, 
adaptive interface, interaction 

A Quest for an Applicable Model of Growth for Directgov 
Panos Hahamis 
University of Westminster, London, UK 
 
Abstract: This paper presents research towards the Henley Doctor of 
Business Administration (DBA) Programme which is in progress. The purpose 
of the paper is to review the most well known models of growth for 
eCommerce/eBusiness and in particular eGovernment to date, on a quest to 
identify an applicable model for mapping the progress made by the most 
prominent state-of-the-art eGovernment initiative of the UK government, the 
Directgov portal. 
 
Keywords: eGovernment, eBusiness, models of growth, portals, Directgov 
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Providing Public Services Through Digital Postal Networks: A 
Position Paper 
Liam Church and Maria Moloney  
Escher Group Ltd, Dublin, Ireland  
 
Abstract: Extant government literature shows that, in recent decades, many 
western democracies have pursued a program of liberalisation of public 
services. The once predominantly public telecommunications sector has seen 
considerable privatisation. Postal systems have undergone multiple 
restructuring and streamlining programs to ensure their continued viability. 
This privatisation trend has been largely driven by three factors influencing 
government policy: a concern to lower costs in the provision of public 
services, the belief that private sector companies tend to be more efficient, 
and the conviction that competition increases efficiency and effectiveness in 
the delivery of public services. Additionally, as a result of the technological 
revolution, postal systems that were once viewed as efficient, trusted and 
inclusive have rapidly come to be seen as outdated, expensive and slow.  
Even though Posts are still recognised as essential to citizens, they are 
showing evidence of decline. A direct effect of this decline is that the ability of 
posts to fulfil their universal service obligation (USO) is slowly being eroded. 
The aim of this paper is to present a digital postal solution to counteract this 
decline. The new system restores, in digital format, the full gamut of 
traditional universal services afforded by Posts to citizens in earlier times. The 
new system gives every citizen a private digital space, where they can 
securely access, process and store official, personal and private information 
such as bills, employment records, academic records, health and dental 
records and postal mail. From this space, citizens can fully interact with digital 
society: privately on a one to one basis, socially, commercially and politically. 
In addition, the system provides new services, such as informational privacy 
protection and the supply of ‘anonymised’ online statistical data which will 
provide information on online behaviour and trends. Currently, this type of 
statistical data is largely in the hands of private companies and therefore of 
no benefit to the public good. A digital postal system based on the concept 
described in this paper is proposed to be rolled out in Ireland over the next 
few years.  
 
Keywords: postal services, freedom of information, eDemocracy, 
informational privacy, digital government, technology artefact, socio-technical 
design 
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An Evaluation of Expression of Doubt in the context of Self-
Assessment 
(Section 955(4) Taxes Consolidation Act 1997) – Irish Revenue 
Commissioners 
 
Anne Corbett and Francis Rossney 
Irish Revenue Commissioners, Ireland 
University of Limerick, Ireland 
 
Abstract:: Revenue has always been at the forefront of change in Ireland.  
1988 saw a major change with the introduction of Self-Assessment for 
taxpayers.  This brought new levels of trust and a user-friendly operation into 
the relationship between Revenue and taxpayer.  It also brought a 
requirement for new levels of knowledge of the tax system by practitioners 
and taxpayers. 
 
Ireland is one of the few EU countries to introduce a facility whereby the 
taxpayer can express doubt on filing their tax return. This enables the 
taxpayer to file on time and remain compliant despite having a doubt about a 
matter in their return.  The facility in Ireland is referred to as an Expression of 
Doubt (EOD), provided for under Section 955(4) Taxes Consolidation Act 
1997.  Ireland’s interactive internet-based filing system, Revenue Online 
Service (ROS) used by taxpayers to submit their tax returns is enhanced by 
the availability of this facility.  
A taxpayer expresses doubt by ticking a box on the tax return and providing 
an explanation of the doubt.  Revenue then examines the doubt, and because 
the taxpayer has disclosed the matter, he/she will avoid interest and penalties 
should the doubt give rise to a liability of tax. The author, using software and 
discussion with practitioners and Revenue personnel, examines the EOD 
facility in a systematic way by asking: after many years, is it used and still 
valuable?   Does it achieve the goal of aiding voluntary compliance? What are 
the doubts of taxpayers? Are there patterns to its use, and are there common 
issues arising?. This 2010 study looks at all Irish Income Tax and Corporation 
Tax returns filed for years 2007 and 2008 where an EOD was indicated. 
Whilst some issues arise regarding the general use of the system and require 
to be addressed, this paper concludes that the introduction of this legislation 
is significant in aiding, encouraging and facilitating voluntary compliance of 
the taxpayer.   The recommendations and conclusions draw together the 
data, the views of practitioners and Revenue officials in a systematic analysis 
of the EOD. 
 
Keywords:Self-Assessment, voluntary compliance, interrogative software, 
income tax, corporation tax, anti-avoidance 
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Moving Fast Forward to National Data Standardization  
Asanee Kawtrakul1, Intiraporn Mulasastra1, Tawa Khampachua2 and 
Somchoke Ruengittinun1 

1Kasetsart University, Bangkok, Thailand 
2King Mongkut’s University of Technology North Bangkok, Bangkok, 
Thailand 
 
Abstract: Since 2007, the Ministry of Information and Communication 
Technology has been developing the Thailand eGovernment Interoperability 
Framework (TH e-GIF) as guidelines for transformation to a connected 
government. However, the transformation has been slow for four main 
reasons: lack of national data standards, lack of best practices to follow, no 
clear guidelines for how to start the project, and absence of a proactive 
mindset. This work focuses on building national data standards to support 
government data interchange and data integration. We begin to establish the 
footprint for data standardization by producing a manual containing 
implementation guidelines and developing the roadmap for national data 
standard initiatives. These initiatives, we hope, will be implemented over a 
five year period, from 2011 to 2015. By conducting an  eSurvey of 
government information systems, the data landscapes and information 
logistics were developed. Then, information exchange domains were outlined 
based on task-oriented and organizational ontology. In addition, several 
workshops and seminars were conducted for both executive and operational 
officials from several public agencies. As a result, fifteen information 
exchange models were constructed; three of them were selected for study in 
detail to help create data standardization guidelines. The survey, workshops, 
and seminars, along with a study of national strategic plans, enabled us to 
come up with the data standardization roadmap that consists of three main 
activities: national data standard building, research and development to 
support standardization mechanisms, and government personnel preparation. 
Based on this roadmap, the creation of national data standards can be 
pursued in a strategic manner, strengthening the government transformation 
to be completely eGovernment as well as to become connected government. 
 
Keywords:, data standardization, eGovernment, data landscape, information 
logistic, ontology based information exchange, domain classification 
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Bridging the IT/Process Divide in Public Administrations by 
Simple Semantic Interoperability Artefacts 
Robert Orlowski and Veit Jahns 
University of Duisburg-Essen, Germany 
 
Abstract: Semantic interoperability is an objective that has been addressed 
in many research projects and publications in the past by the development or 
presentation of new artefacts (approaches, ontologies, tools, etc.). Mostly, 
different aspects of semantic interoperability have been addressed, which 
distinguished these artefacts from each other. But on the other hand, all these 
artefacts have one characteristic in common: they are big, complex, 
complicated, not easy to understand for people who are not familiar with the 
concepts and technology of the Semantic Web, and (sometimes) not easy to 
integrate into legacy systems. But this is crucial in the context of public 
administration, because there are small- and medium-sized public authorities, 
e.g., municipalities with limited resources, as well as big and advanced public 
authorities with a sufficient amount of resources, but existing information 
systems that cannot be replaced easily, e.g., because they are customized to 
local needs. In this work in progress paper the question is posed, how the 
technology regarding the facilitation of semantic interoperability can be 
simplified, so that these concepts and technology are first of all more 
understandable to employees and second easier to implement in small- and 
medium-sized public authorities like municipalities. A deliberation on this 
question promises the possibility, that the barriers for using these concepts 
and technology in municipality can be reduced and, that the municipalities 
can take advantage of these concepts and technology. Some ideas how this 
question can be approached are outlined in this poster paper. 
 
Keywords: eGovernment, public service, interoperability, semantic web 
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Development of Electronic Government in Latvian Public 
Service 
Jānis Briedis 
Faculty of Economics and Management, University of Latvia, Riga, 
Latvia 
 
Abstract: This article covers present trends in the understanding of e-
government and development of e-government in Latvia. Based on the 
author's analysis of published research and statistical data, it attempts to 
construct a framework for understanding current issues of e-government 
implementation in Latvia, as well as outlining topics for further research. 
Development of e-government can be described by different indicators, 
enabling contradicting assessments regarding the success of the introduction 
of e-government in Latvia. Current development in Latvia is characterized by 
frequent changes in process management, responsible authorities and 
priorities. The introduction of e-government in Latvia is not part of public 
management modernization, which would include structural reforms and 
functional optimization. Despite the existence of strategic planning documents 
of different levels, various authorities still carry out isolated projects. For 
example, the introduction of electronic identification cards has been planned 
for several years, yet the responsible authorities and politicians cannot come 
to an agreement to start the process. Several indicators important for the 
evaluation of the development of e-government, for example, usage statistics 
of existing electronic services, are not publicly available and possibly are not 
collected at all.  
 
The current institutional model is counterproductive to the modernization of 
the public sector and the development of e-government and does not meet 
strategic priorities and the interests of society, the process of building and 
prioritizing e-government projects does not pay sufficient attention to user 
needs and wishes. In the last five years political decisions have changed the 
main institution, responsible for the implementation of e-government and 
policy making in this sector more than three times. 
 
The aim of the article is to analyse and assess the experience of e-
government projects in the Latvian public sector in relation to the theoretical 
framework and experience of other countries, and describes the author’s 
suggestions to improve the model of implementation of e-government. 
 
Keywords: measuring e-Government, Latvia, public service, institutional 
model, usage 
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Youth Online: Participation and Political Engagement (Adelaide 
and Seoul) 
Mary Griffiths1 and Youn Min Park2 
1University of Adelaide, Austrailia  
2University of Korea2  
 
Abstract: This poster illustrates a developing Australia/Korea scholarly 
research agenda, supported by an Endeavour Award Research Fellowship, 
which aims both separately and jointly to assess the impact of online activities 
and social media on youth democratic identities and political participation. 
 
Researchers aim first to document youth political engagement with social 
media in Seoul and Adelaide, by designing common survey instruments, and 
independently conducting pilot studies with young participants aged 20s~30s, 
drawn from city populations. After the pilot findings are compared, we expect 
to find cultural and context differences, but also similar generational attitude 
trends for further research. We hope to develop alternative sets of metrics for 
understanding the democratic potential of youth connectivity and online 
actions. 
 
Projected future research will focus on understanding why young people 
value and experience online activities in a particular ways. This extended 
research agenda will focus on potential major issues and uses that broaden 
the research scope to participation in global arena. The collaboration is the 
basis of an ongoing partnership, which will include joint applications for 
national and international funding. We invite scholars interested in similar 
collaborations to attend the session and discuss potential participation. 
 
Keywords: Online, participation, political engagement 

Domesticating Promises, Digitalizing Norwegian Municipalities  
Lucia Liste Munoz 
Norwegian University of Science and Technology (NTNU), 
Trondheim,Norway 
 
Abstract: Today, Norway is at the forefront implementing e-government 
programs and the Norwegian municipalities aim to be among the world 
leaders in e-government (EU 2010). The local governments are the primary 
interface between the administration and the citizenry and seek to use the 
ICTs to promote electronic citizen dialogue, offer digital services and have a 
more efficient government. The establishment and development of 
governmental web sites are at the core of this process of digitalization.  
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The general approach to e-government in Norway is decentralized, and 
regions and municipalities have the possibility to carry out projects within the 
framework of their competences (Norwegian Ministry of Local Government 
and Regional Development 2008). However, despite the ambitious aims and 
the increasing level of political and financial commitment, e-government has 
not delivered its promises.  
 
The literature on e-government is characterized by a dominance of positivist 
research approaches and technological determinism. Some authors have 
stressed the importance of adopting a socio-technical perspective in order to 
capture the complexity of the issue. In this sense, Brosveet and Sørensen 
(2000) argue that the introduction and uptake of a new technology should not 
be understood as a linear process of diffusion; rather, it must be understood 
as a process of domestication where technology and social system coevolve 
and reshape reciprocally. The digitalization of local governments can be 
understood as a process where both, the technologies under scrutiny and the 
Norwegian society coevolve in a course of reciprocal shaping. The 
construction of governmental web sites can be understood as both, an input 
and an output of the process. 
 
This paper aims to study the domestication of the e-government goals at the 
municipal level. We argue that this socio-technical approach can allow us to 
gain better understanding of the reasons behind the apparent gap between 
visions and reality, as well as, to explain the large differences on municipal 
web practices and the considerable variations in terms of what is offered. 
 
The study is based on a mapping of the types of information and applications 
offered on the web sites of all 430 Norwegian local governments, conducted 
during the summer of 2009; an in-depth qualitative analysis of a total of 10 
Norwegian municipal web sites, conducted during the summer of 2010; and 
the preliminary results of a survey directed at the IT responsible person in the 
local government. 
 
The findings show how e-government initiatives reflect considerable 
interpretative flexibility with respect to governance, democracy and public 
services. It seems that local governments assume that they are at liberty to 
domesticate e-government technology according to local resources and 
ambitions. Thus, there is a variety of web practices but also of the symbolic 
interpretation of e-government.  
 
Keywords: e-government, local government, domestication, aims, websites 
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Slainte the Story of the Double Irish 
Tom Collins 
University of Limerick, Ireland 
 
Abstract: The taxation of intellectual property (“IP”) continues and will remain 
one of the greatest challenges facing tax authorities and taxpayers over the 
next decade. The current international model in taxing corporate profits 
allocates the primary taxing right to a ‘source country’ - where some element 
of the production of goods or services takes place. Identifying the source in 
the context of IP is challenging. Some predict that with a greater focus on 
source-based taxation, local tax rules in the country of source will put 
considerable focus on local intangibles and on seeking to attribute profits to 
permanent establishments. This area will focus the minds of the OECD’s 
project on intangibles.  
 
The country of residence also seeks to tax the profits, albeit some countries 
only tax resident companies on their locally generated profits and exempt 
foreign profits from tax – territorial basis. For large corporations with 
subsidiaries operating in many countries, there are major difficulties in 
deciding how much of the group’s worldwide profits are contributed by each 
of its subsidiaries—particularly when these affiliated companies are supplying 
each other with intermediate inputs and finance. 
 
A high percentage of disputes between companies and tax authorities involve 
the treatment of cross-border transactions. International mobility of income 
and international tax competition between jurisdictions are increasingly 
playing a pivotal role in the formation of corporate tax systems. Tax 
Competition is the practice of tailoring a country’s tax system in order to make 
it as attractive as possible to incoming Foreign Direct Investment (FDI). This 
can be achieved by low rates, as in the case of Ireland, or by less transparent 
subsidies such as those offered by other countries. Luxembourg and 
Switzerland are key locations for the “housing” of IP related activities, as a 
result of tax incentives which reduce a MNC’s effective tax rate (“ETR”). 
 
The international consensus will be challenged by a number of developments 
including specific rules emerging within transfer pricing and anti-abuse 
regimes (led by US and UK precedent) that may step outside the OECD 
Guidelines. These challenges will primarily target IP and will raise issues as 
to the existence of local marketing intangibles. Some commentators would 
like to see more resources put into Mutual Agreement Procedures (“MAP”) 
cases and an expansion and stream lining of advance pricing agreements 
(APA) so that transfer pricing disputes can be resolved more efficiently. 
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Drucker (2010) describes a recent IP tax planning mechanism which has 
become known as “The Double- Irish”. This is reported as being widely used 
in the ICT sector and further afield. He cites the particular case of a 
pharmaceutical group which employed it to reduce their ETR on profits 
earned in Ireland to between 2% and 3%. This scheme is described in detail 
in Darby and Lemaster (2007) as a common way to exploit the interaction 
between the Irish tax rules and those of the US. 
  
The US taxing authorities find it difficult to challenge this structure as the 
group is availing of a specific election procedure facilitated under the US tax 
code. This example illustrates the importance of monitoring how Irish 
domestic tax rules can be abused by complex international structures, with an 
overall loss of tax to all the governments involved. The manner in which 
MNCs use the “Double Irish” sets a rich contextual paradigm in which the 
theories underpinning my current research can be explored. 
 
In the broader context tax authorities will continually look to assert the 
existence of intangibles in their jurisdiction and taxpayers will continue to 
acquire and develop intangibles in low tax locations.  
 
While the OECD’s new Transfer Pricing Guidelines provide a few helpful 
relaxations in terms of using multiple-year data and data from similar markets, 
some commentators believe the trend will move away from mechanical 
comparable reviews and encourage a much more qualitative approach. 
Issues of transparency and critical analysis of substance will be paramount. 
Related tax issues such as the tax incentives available for Key 
Entrepreneurial Risk Takers (“KERTs”) will need to be considered by 
Governments to incentivize the location of key personnel.   
 
My research is currently focused on the theory underpinning the 
development, evolution and diffusion of transfer pricing across international 
borders. The frame of reference is the contemporary tax system in an age of 
globalized commerce and the interconnection between the system’s key 
actors including tax authorities, corporations and advisors.  This is in 
response to calls in the accounting literature for examining accounting 
(including taxation) not as a technical practice but rather a study of the 
context within which it operates (Hopwood(1983)).  
  
The thesis draws primarily on New Institutional Theory and Political Economy 
Theory in establishing a theoretical framework of the context and processes 
connected with designing, endorsing and diffusing transfer pricing policies. It 
draws on the work of Dillard et al. (2004) in developing the framework. 
 
Institutional theory is primarily concerned with an organisation’s interaction 
with the institutional environment, the effects of social expectations on the 
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organisation and the incorporation of these expectations as reflected in 
organisational practices and characteristics (Martinez and Dacin 
(1999),pg.76).   
 
“Political economy is the study of the interplay of power, the goals of power 
wielders and the productive exchange system” (Zald, 1970, p. 233). Political 
economy theory enriches the understanding of transfer pricing policies and 
tax planning (using transfer pricing as a tool). Armstrong highlights the 
dynamic and contradictory interaction of modes of national and international 
regulation and to the importance which multinational pressure and the 
accounting profession play in shaping and restructuring regulatory fields (in 
this case transfer pricing). He posits that transfer pricing as a socio economic 
and political process involves a dynamic and contradictory exchange of both 
public and private vested interests and a “politics of expertise” in which the 
accounting profession plays a role. One of the primary lessons emanating 
from Political Economy theory is that enacting tax policy can create interest 
groups and constituencies in favour of a particular tax policy.  
 
Keywords: OECD, mobility of income, tax competition, transfer pricing, 
intangible assets, institutional theory, political economy theory 
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The Connect Digitally Programme: Enabling Citizen 
Engagement Through Technology 
Amanda Derrick, Alan Strickley and Tim Spiers 
Hertfordshire County Council  
 
Abstract: The Connect Digitally Programme is leading 152 local authorities in 
driving down the cost of service delivery, cutting bureaucracy and making 
‘digital the default’ channel for three frontline transactional services: school 
admissions; free school meals and payments for school related services.  
 
The Programme is funded by the Department for Education (DfE) and led by 
Hertfordshire County Council. 
 
In just over 2 years it has:Established data sharing and legal compliance with 
5 central government departments. Developed a robust, reliable checking 
service enabling local authorities and citizens to check eligibility for free 
school meals against data from 3 central government departments. 
Delivered successful projects with 4 consortia (72 local authorities). 
 
Established a local authority Community of Practice with more than 450 
members. 
Provided expertise, products, toolkits, support and guidance for local 
authorities to: increase take-up of online school admissions by almost 100% 
from 30% to 55%.  Transform a difficult, complex paper-based free school 
meals process to a real-time electronic one, re-engineer renewal and audit 
processes for free school meals, develop solutions for online payments for 
educational transactions and realise cashable savings. 
 
Model and Approach  
The approach that Connect Digitally offers is that of a shared solution in 
which the philosophy is of develop once, pay once and use many times. 
 
This approach is both innovative and replicable and has demonstrated 
successful transformation across England for both school admissions and 
free school meal applications. The other frontline service of online payments 
is at an early stage of development and therefore the success of the Connect 
Digitally approach here cannot yet be quantified.   
 
Specifically the Programme identifies barriers to implementation and take-up; 
uses expert practitioners to solve the majority of common challenges; 
celebrates and promotes good practice from all local authorities; determines 
refines and transfers solutions; enables local solutions; stimulates supplier 
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provision; collects benefit measurements to ensure realisation of cashable 
savings and uses a Community of Practice website to share and test products 
and tools. 
 
Achievements and Awards  
The Programme has driven down service delivery costs for government 
departments, local authorities, schools and citizens.  The Programme has a 6 
to 8 fold return on investment with projected cashable savings of between 
£80m and £120m. 
 
The success of Connect Digitally can be judged by the awards that it has won 
in the 2 years that it has been in existence:  
 
Winner of the e-Government National Awards 2010 – Local e-Government 
Excellence – Team, January 2011. 
Short listed for the e-Government National Awards 2010 – Local e-
Government Excellence -Take-up and Usage Growth, November 2010. 
Winner Civil Service Awards - Public Service Award November 2010. 
Runner up for the Civil Service Awards - Communication Award November 
2010. 
Medallist BCS UK IT Industry Awards - Public Sector Project of the Year, 
Project Excellence Section November 2010. 
Winner Local Government IT Excellence Awards - Service Transformation 
Category October 2010. 
Winner Good Communications IT Partnership Award June 2010. 
Winner Overall Government Computing Award April 2010. 
Winner Collaboration Government Computing Award April 2010.  
 
The Connect Digitally Programme has achieved the following specific outputs 
for each of the services discussed. 
 
Online Free School Meals  
Through the Online Free School Meals Project the Programme has 
transformed a difficult paper-based process to an online service that improves 
the experience for the family and saves the local authority money.  
 
Since the Project started in April 2009 it has had a remarkable impact on 
service transformation:  
 
3.3 million records checked  
93% (162/174) of English and Welsh local authorities using the Department 
for Education Free School Meals Eligibility Checking Service (ECS) 
monthly transactions increased by 300% from 78,211 (April 2009) to 251, 753 
(August 2010) 
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local authorities which have removed paper proof of benefit increased from 6 
to 93 
local authorities offering online forms increased from 6 to 28. 
 
“I was very impressed that the application was straightforward to complete.  I 
know of people who have not claimed for other benefits as they find it too 
difficult to complete forms” Citizen User 
 
Online School Admissions  
The Programme has, in a growing number of local authorities, made this 
digital service the default channel for applying for school places with a current 
national take-up of 55%. 
 
With further accelerated take-up by parents/carers and all 152 English local 
authorities fully utilising the service, additional savings of around £21m are 
possible, representing a 4-6 fold return on investment demonstrating online 
school admissions is a value-for-money project.  
 
Online Payments  
The Programme aims to enable parents and carers to pay online for a range 
of school related services, delivering efficiencies and reducing bureaucracy 
for local authorities, schools and families and bringing the way parents and 
carers pay for school related activities into the 21st century by removing the 
need for cheques and cash. 
 
Challenges  
Delivery of a successful programme requires that all of the stakeholders are 
working and communicating together.  Connect Digitally has achieved this 
through: 
 
Supplier Engagement  
Connect Digitally stimulates supplier innovation and improves supplier 
delivery through engagement and communication.  This ensures that 
suppliers are “in the loop” and that local authorities receive value for money.  
In addition Connect Digitally provides a voice for local authorities which 
suppliers cannot ignore. 
 
Connect Digitally is leading the development of standards which underpin 
service functionality and relationships between services for citizens. 
 
Collaboration between partners is key to this approach which accelerates 
take-up.  Crucially, Connect Digitally has secured supplier endorsement of 
basic functionality and design through its minimum features and relationships 
(MFR) guide, without specifying software solutions. 
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“We always use the MFR as a starting point for our online development” 
Commercial Supplier. 
 
Local Authorities  
Connect Digitally has helped local authorities to reduce costs and accelerate 
service improvement in challenging economic times by hosting a Community 
of Practice which is home to a vast quantity of resources and provides 
opportunities for experience and knowledge sharing via a secure online 
platform. Through this channel it delivers proven shared solutions and 
economies of scale preventing reinvention of the wheel. Collaborative 
working with early adopter local authorities enables the Programme to 
develop practical, accessible, user-friendly tools and resources which help 
local authorities to solve common problems while delivering local solutions. 
 
“There’s always someone with whom we can talk through a problem, and we 
know that, even if they don’t know the answer themselves, they can find 
someone who does.” Local authority Community of Practice member. 
 
Other Stakeholders  
In addition the Programme collaborates with both central and local 
government to deliver effective joined-up government. 
 

e-Participation building blocks in Estonia 
Hille Hinsberg  
Policy Center Praxis, Tallinn, Estonia 
 
E-Participation seems to be one of the lifelines that representative 
democracies are currently experimenting with, in the hope that it bridges the 
gap between the governing and the governed. The promise of E-Participation 
is the ability of ICT to fulfil some new expectations in the society – from 
transparent governance to empowered citizens. Government is the platform 
for decision-making, but any modern platform survives only in co-existence 
with its community of users - citizens. They are the ones to share information 
provided by the government, to have a say in decision-making processes and 
collaborate in rendering public services.   
 
In order for E-Participation to happen at all, it requires some important 
building blocks to be in place. The paper describes the successes and 
shortcomings of these building blocks, technology, government-provided 
mechanisms and citizen initiatives as prerequisites for e-Participation, in the 
Estonian case. 
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Keywords: Estonia, E-Participation, case studies, E-Government, citizen 
engagement 
Technology 
There are many examples of supporting infrastructure: the X-Road secure 
data exchange layer, which allows data to be held centrally and accessed 
securely by different E-Government applications, including across 
government agencies; the ID cards that over 80% of the population possess, 
enabling both electronic authentication and digital signing; efficient E-tax and 
E-customs services; government online registers etc. Perhaps the most well-
known example is Estonia’s internet voting infrastructure. 
 
Government-provided mechanisms 
 
osale.ee 
The Estonian Government’s central participation portal www.osale.ee ('osale' 
means 'participate' in Estonian) was launched in 2007, allowing interest 
groups and individuals to comment on draft policy documents, launch their 
own ideas and initiatives for new legislation and amendments, and submit 
petitions. Other users can vote and comment on these proposals. Then the 
proposal is forwarded to the relevant government department, which in turn 
posts an answer, explaining what action was or was not taken and why. 
Currently, e-participation is about to be embedded in the policy-making 
framework to fulfil its potential for empowering citizens. Osale.ee 
consultations have been integrated with government´s policy preparation 
portal, where the full cycle of legal acts and policies becomes accessible for 
wider audience.  Assisted by the new tool EIS, all interested groups and 
individuals can follow the policy-making process and provide comments 
throughout the stages, until the act is presented to the government session.  
 
Citizen Initiatives 
It is important that there is demand for participation in government on the part 
of citizens. After all, E-Participation cannot take place unless citizens want to 
participate. The My Estonia campaign showed that people are willing to 
commit themselves for the wellbeing of society if trust is shown in 
communities and citizen voices count. 
 
My Estonia 
“My Estonia” is a good example of digital engagement supporting offline 
community organising. The initiative was designed as a one-day 
brainstorming event where people were called upon to identify and discuss 
issues that matter most to them in their localities, in the era of economic 
recession. Brainstormers discussed issues of their choice, coming up with 
solutions and not just problems. They then move into smaller thematic 
workshops to elaborate solutions and take matters forward. Organisers 
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provided 400 brainstorming sites where over 11,800 people participated on 
the spot. There were 16 net forums and 17 sessions were formed in Estonian 
communities overseas. An online pledge bank was established that listed 
ideas and solutions. 
 
Recommendations 
If nothing else, an E-Participation project should ensure that users feel their 
effort has not been wasted and that it would be worth participating in the 
future. How can a government ensure that it satisfies this demand? 
 
If you want citizens to E-Participate, it is important that they have the tools to 
allow them to participate on the level they feel happy with, whether as a 
power user, or one-off trial. The most important tool is information: without 
being fully informed about what decisions are made and how, and having 
background information, citizens cannot be expected to have informed 
discussions and hold their representatives to account. 
 
In Estonia, there are several examples where officials put information online 
as a matter of course: osale.ee is the consultation platform that all 
government agencies can use to publish information such as draft policy 
papers and conduct consultations (although some ministries use it more than 
others), and since 2010 government documentation registers have been 
made public and full-text searchable. We haven’t gone far enough in open 
data terms, though: I would like to see something similar to the open data 
initiatives in the US and UK, namely data.gov and data.gov.uk.  
 
Regardless of how intensively people want to E-Participate, without 
information it is impossible: an E-Voter needs information in order to decide 
what party to vote for; somebody who wants to discuss policy on osale.ee 
needs to have policy documents to argue authoritatively; a campaigner for 
reduction in speed limits needs to have statistics on road deaths; the hackers 
who make tools out of government data sets need machine-readable data to 
work with. 
 
In short: government should get as much of their information “out there” as 
possible, and be responsive to the information it receives. 
 
By maintaining the community of E-Participators on a solid base of IT 
infrastructure, online tools and digital literacy, a government will be able to 
call upon a rich resource and work with citizens to meet their needs much 
more closely than they are able to today.   
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Real time Risk Analysis on VAT Return Processing 

 
Pat Molan 
Irish Tax and Customs, Ireland  
 
Abstract: Risk in VAT has traditionally been managed by the use of ‘control 
limits’ for VAT repayments and the wider use of risk through the 
comprehensive Risk Evaluation Analytical profiling (REAP) system, which 
draws all tax, compliance and third party data together and risk rates the case 
in accordance with a comprehensive rule set. This is generally carried out up 
to three times each year and the results are used for audit selection. Revenue 
is now examining the possibilities of complementing the REAP system with a 
real time risk system for all VAT returns based on transactional processing 
and risk rating each return in real time. As the number of traders filing on-line 
increases, it presents an opportunity to “front load” validations rules that are 
currently applied to all VAT returns in the nightly processing. These validation 
rules will be brought forward to ROS and applied when the return is being 
filed. This will eliminate much of the ‘repair work’ currently carried out by 
Revenue staff on VAT returns. It is acknowledged that the current control 
systems result in a significant number of VAT claims stopped that are 
subsequently repaid without amendment. VAT claims have always been a 
good source of audit yield and this new approach will enhance this audit 
source. While the concentration in the past has been focused on VAT claims, 
the new approach will widen the scope to include all VAT returns and not just 
VAT repayment claims. The risk of a trader under-declaring on a VAT 
payable return carries the same risk as a trader who over-claims on a VAT 
claim.  The criteria for examining VAT returns will also be extended to include 
a wider range of risk criteria. In addition, the random selection will be re-
evaluated with a view to more focused selection of returns that traditionally 
attract a very low risk. Analytics will be applied to all VAT returns to identify 
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risk by examining trends and behaviour. The wider risk criteria will include a 
series of rules, including control limit rules in the nightly VAT return 
processing by utilising an Eskort system. The overall risk assessment score, 
from standard rules and analytics for a return will determine which ‘channel’ 
the VAT return is processed through. Channel processing will be introduced 
to stream the returns according to risk, using the ‘traffic light’ system with red 
routing indicating high risk, green routing indicating low risk and orange 
routing indicating medium risk. 
 
Keywords: Control limits; Transactional processing; Analytics 
 
Green Channel  
The Green Channel will include all VAT returns (payable as well as claims) 
that attract a low risk score. These returns will be posted to the main VAT 
account and VAT claims repaid following standard processing.  
Red Channel    
All returns attracting a high risk will be subjected to caseworking. If the return 
is a VAT claim, the claim will be stopped. Any subsequent activity will be 
driven from the caseworking system rather than having to approve a claim 
from a separate system. 
 
Orange Channel 
All returns (claims and payables) attracting a medium risk will be available for 
caseworking. Claims attracting a medium risk will be repaid and subjected to 
caseworking ‘post repayment’. 
 
Due to the nature of the VAT bi-monthly cycle, large numbers of returns will 
come through the Orange Channel at the peak filing time. In order to 
‘manage’ the flow of returns into the case management system from the 
Orange Channel, a simplified case select mechanism will be required. As 
every return from the Orange Channel may not be caseworked, a return will 
have a ‘shelf life’ of two months and if not selected for ICM caseworking 
within two months, the return will drop out of the ‘holding area’. The fact that 
the case has been selected and not caseworked should feed into subsequent 
scoring within the risk system. This approach also presents an opportunity of 
automating the Revenue risk response for returns filed electronically. For 
example, where a red routed VAT claim is filed through ROS, the system 
could respond to the return filer (agent or trader), through the ROS in-box that 
the VAT claim will be stopped for examination and that supporting purchases 
and sales records should be uploaded electronically to a secure ‘folder’ in 
ROS from where it will be stored on the main system and interrogated 
electronically using tools such as IDEA software 
 
The main benefits arising from the change in approach is, 

• The application of risk criteria to all VAT returns in real time. 
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• To move away from the concentration on VAT claims only.  
• This approach will also provide opportunities to move across to 

electronic filing through ROS of sales and purchases data in support of 
VAT returns which can then be subjected to IDEA software analysis.  

• The ‘frontloading of VAT validations to ROS will also reduce the 
‘internal repair effort’ and provide a productivity benefit.  

The results from a more structured approach to random selection will provide 
assurance when results are compared with the results from returns selected 
by reference to risk. 
 
This approach will further embed the risk approach to caseworking in 
Revenue  
 
GESTIONA platform: The BPO solution for e-government 
services based on Cloud and Open Government principles 
 
Guillermo Pastor 
e-government CBDO at the company of espublico  

 
Abstract: GESTIONA promotes an easy-management and sustainable e-
government ICT solution. It also brings an innovative way to get closer the 
governments to the citizens. The platform complies with the EU policies and it 
is aligned with the Digital Agenda strategies in open-government and e-
government. 
 
Cloud-Government is the challenge for the public administrations to develop 
sustainable electronic services for their citizens. It avoids the dependency on 
technology and law changes and keeps a low level on public investments so 
the ROI could be perceived by the citizens through a better services and 
infrastructures, throughout a continuous re-investment of public funds and 
savings. This approach pursue the citizen engagement and the disruptive 
innovation in e-services as the main axis of their development. 
 
The GESTIONA platform from espublico is the first functional and 
technological platform that deals with this approach and leads the Spanish 
public administration market with over the 10% of councils using it.  
 
In the actual economical context, BPO, SaaS and Cloud-Computing are keys 
in order to universalize the e-government services for those medium and 
small public administrations that want to offer innovative approaches to 
modernize their core business and to enhance the quality of public function: i-
government policies.  
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GESTIONA is a functional and technological platform that was developed as 
the ideal solution to allow the outsourcing of services, mainly for the 
increasing demand for citizen services and compliance with laws, initiates a 
cycle of technological innovation and administrative modernization in order to 
improve the services that they offer to their citizens. Software as a Service is 
the technological alternative to share infrastructure, purchase functional 
service platforms on demand, and outsource Digital Public Services that are 
offered to citizens. Any procedure that involves the participation of different 
administrative units, the sharing of data and access to centralized information 
and application services, and that may or not involve citizen participation, can 
be converted into a service articulated by GESTIONA. 
 
Our solution integrates a wide variety of Digital Public Services as a Service 
(SaaS) in multi-tenancy settings, but not only, because GESTIONA is 
synchronized with the biggest law and procedural repository of the country 
(with over 10K procedures and 30K forms and documents), which keeps up-
to-date the e-service in real-time. 
The ease of use as well, is one of the bases of GESTIONA. The public 
employee can personalize, re-define and re-design the business logic of the 
public management in his/her organism, and we can deploy your e-services 
in true fast way. The platform is in the cloud and the organism rents the 
systems use and their maintenance. They don’t need to invest in expensive 
infrastructures, personnel, communications, etc. 
Another specific features of GESTIONA: 

• Multichannel Citizen Services that make possible to manage the 
information offered to citizens through different access portals and/or 
channels and dispositives,  

• Implements the Citizen Relationship Management. 
• Law compliance with a real-time up-to-date strategy 
• Electronic Document Archive Management Services, using standards 

like ISO 19005 
• Electronic Public Procurement Services 
• Fast-for use  and Low-cost strategy 
• The biggest implementation in Spain (over 10% of councils in less than 

2 years) 
• Two ways of deployment of the platform:  

o Cloud Deploy (pubic or private)  
o In-house Deploy   

• Full coverage of electronic signature: citizen, public organism, public 
employee, public representative, time-stamping, automated signatures,  

The solution implements the management of different models of public 
contract dossiers, under a complete and uniform environment, in accordance 
with the specific laws and restrictions of each region or country. It also 
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stimulates open-government initiatives, because it is a reliable platform to 
offer and share the data of the public organism.  
 
The legal and technological solution proposes a secure and reliable 
integration framework that promotes interoperability with services of other 
Public Administrations, based on an open-government model.  
 
Keywords: Cloud-government, open-government, e-government, software as 
a service, interoperability, cloud-computing 
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