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ABSTRACT

In this work, we review the basic concept of e-Government. We analyze the concepts and the theoretical framework in this issue, given the broader context of structural initiatives for e-Government development and recommendations for further studies of E-government in public administration. A more detailed focus has been given in the current case. We present the current state in the world and we compare this situation with Europe and Greece. 

This paper proposed that contemporary issues related to e-Government in public administration are administrative interface (people – computer interface in management), digital administration (digital process or procedures and system in management), and virtual organization (government online system), etc.

To realize this vision the technology, finance and procurement councils have come together to develop a set of e-Government goals, objectives and action items in order to set future priorities. These goals can be grouped into two categories: Technology Goals (Improve connectivity with citizens & government through the Internet and other electronic means, create a common IT infrastructure that supports information and services across government).Management Goals (Achieve intergovernmental collaboration on e-Government, manage and prioritize e-Government projects effectively).
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CHAPTER ONE

Introduction

1.1 WHAT IS E-GOVERNMENT?

Electronic Government (e-government) refers to the delivery of information and services online via the Internet or other digital media in order to 'embed' the general public and companies in governmental acts and to guarantee smooth internal administrative co-operation. Furthermore, it involves the "digital support of information, communication and transaction in administration".

However, e-government is more than simply building websites and executing transactions. Its final goal is to redefine administration in such a way that governmental processes are transformed into citizen-centric processes, i.e. government is to become more easily accessible to every citizen.

Thus, the central task of e-government can be defined as the strategic management of information and communication that will bring citizens closer to their governments. This can only be achieved by enabling constant dialog to take place between the public and government, which implies guaranteeing interactivity that will serve as a democratic outreach-facilitating communication.

1.2 MODELS OF E-GOVERNMENT

Summarized from our research on e-Government, normally, government identifies and drives implementation of eight types of e-Government, which can bring significant benefits to the Government, citizens, business, employees and other nonprofit organizations and political and social organizations. Types of E-Government can be classified into 8 categories, are as follows:
1)
Government-to-Citizen (G2C)
Provide the momentum to put public services online, in particular through the electronic service delivery for offering information and communications.
2)
Citizen-to-Government  (C2G)
Provide the momentum to put public services online, in particular through the electronic service delivery for exchange of information and communication.
3)
Government-to-Business (G2B)
Actively drive e-transactions initiatives such as e-procurement and the development of an electronic marketplace for government purchases; and carry out Government procurement tenders through electronic means for exchange of information and commodities.
4)
Business -to-Government (B2G)
Actively drive E-transactions initiatives such as e-procurement and the development of an electronic marketplace for government purchases; and carry out government procurement tenders through electronic means for sale of goods and services.
5)
Government-to-Employee (G2E)
Embark on initiatives that will facilitate the management of the civil service and internal communication with governmental employees in order to make e-career applications and processing system paperless in e-Office.
6)
Government-to-Government (G2G)
Provide the Government's departments or agencies cooperation and communication online base on mega database of government to have an impact on efficiency and effectiveness. It also includes internal exchange of information and commodities.
7)
Government-to-Nonprofit  (G2N)
Government provides information and communication to nonprofit organizations, political parties and social organizations, legislature, etc.
8)      Nonprofit-to-Government (N2G)
Exchange of information and communication between government and nonprofit organizations, political parties and social organizations, Legislature, etc.
CHAPTER TWO 

  Statistical Finding

2.1 GLOBAL OVERVIEW

 A Note on Methodology

The data for our analysis consist of an assessment of 1,782 national government websites for the 198 nations around the world (see Appendix for the full list of countries). We analyze a range of sites within each country to get a full sense of what is available in particular nations. Among the sites analyzed are those of executive offices (such as a president, prime minister, ruler, party leader, or royalty), legislative offices (such as Congress, Parliament, or People's Assemblies), judicial offices (such as major national courts), Cabinet offices, and major agencies serving crucial functions of government, such as health, human services, taxation, education, interior, economic development, administration, natural resources, foreign affairs, foreign investment, transportation, military, tourism, and business regulation. Websites for sub national units, obscure boards and commissions, local government, regional units, and municipal offices are not included in this study.   

Online Information

In looking at specific features of government websites, we want to see how much material was available that would inform citizens. Most agencies have made extensive progress at placing

information online for public access. Ninety-four percent of government websites around the world

offer publications that a citizen can access (up from 89 percent in 2005), and 72 percent provided

databases (up from 53 percent last year).

Percentage of Websites Offering Publications and Databases
	
	2001
	2002
	2003
	2004
	2005
	2006

	Phone Contact Info.
	70 %
	77%
	-
	-
	-
	-

	Address Info
	67
	77
	-
	-
	
	

	Links to Other Sites
	42
	82
	-
	-
	
	

	Publications
	71
	77
	89
	89
	89
	94

	Databases
	41
	83
	73
	62
	53
	72

	Audio Clips
	4
	8
	8
	12
	9
	13

	Video Clips
	4
	15
	8
	13
	11
	14


Most public sector websites do not incorporate audio clips or video clips on their official sites. Despite the fact that these are becoming much more common features of e-commerce and private sector enterprise, 13 percent of government websites provide audio clips and 14 percent have video clips.

Electronic Services

For e-government service delivery, we look at the number and type of online services offered. Features are defined as services only if the entire transaction can occur online. If a citizen has to print out a form and then mail it back to the agency to obtain the service, we do not count that as a service that can be fully executed online. Searchable databases count as services only if they involved accessing information that result in a specific government service response.

Of the websites examined around the world, 29 percent have services that are fully executable online, compared to 19 percent in 2005, 21 percent in 2004, 16 percent in 2003 and 12 percent in 2002. Of this group, 14 percent offer one service, five percent have two services, and 10 percent have three or more services. Seventy-one percent have no online services.

	Number of online Services
	 2001 
	 2002
	2003
	2004
	2005
	2006

	None
	92%
	88%
	84%
	79%
	81%
	71%

	One
	5
	7
	9
	11
	8
	14

	Two
	1
	2
	3
	4
	3
	5

	Three or more
	2
	3
	4
	6
	8
	10


North America (including the United States, Canada, and Mexico) is the area offering the highest percentage of online services. Seventy-one percent (up from 56 percent last year) had fully executable, online services. This was followed by Pacific Ocean Islands (48 percent), Asia (42 percent), Western Europe (34 percent), and the Middle East (31 percent). Only 11 percent in Russia/Central Asia and in Central America, and 9 percent in Africa offer online government services.

Percentage of Government Sites Offering Online Services by Region of World 
	
	 2001 
	 2002
	2003
	2004
	2005
	2006

	North America
	28%
	41%
	45%
	53%
	56%
	72%

	Pacific Ocean Islands
	19
	14
	17
	43
	24
	48

	Asia
	12
	26
	26
	30
	38
	42

	Middle East
	10
	15
	24
	19
	13
	31

	Western Europe
	9
	10
	17
	29
	20
	34

	Eastern Europe
	-
	2
	6
	8
	4
	12

	Central America
	4
	4
	9
	17
	15
	11

	South America 
	3
	7
	14
	10
	19
	30

	Russia/Central Asia
	2
	1
	1
	2
	3
	11

	Africa
	2
	2
	5
	8
	7
	9


Common services included the following: registration for user privileges, as well as registering to access things on your account, reporting accidents, fraud, or corruption, filling taxes online, ordering tourist services, ordering publications, agency job applications, payment for telecom services, and complaint forms.

Countries featuring innovative or novel services are Australia: viewing rebates, child care benefits, and making repayments, Zambia: offers free e-mail registration, dating service, pen-pal service, Vatican: make donations to the Holy Father online, Australia: Employment has WageNet: a website that has been designed to help you locate award information that is relevant to you,  Taiwan: eLearning, a program for people to learn online, El Salvador: educational services that helps people become acquainted with computers and the internet, and Luxembourg: mySchool offers e-assistance, help with homework, test prep.

One feature that has slowed the development of online services has been an inability to use

credit cards and digital signatures on financial transactions. On commercial sites, it is becoming a more common practice to offer goods and services online for purchase through the use of credit cards. However, of the government websites analyzed, only 4 percent accept credit cards and 1 percent allowed digital signatures for financial transactions.

Top E-Government Countries

In order to see how the 198 nations ranked overall, we create a 0 to 100 point e-government index and apply it to each nation's websites based on the availability of publications, databases, and number of online services. Four points are awarded to each website for the presence of the following features: publications, databases, audio clips, video clips, foreign language access, not having ads, not having premium fees, not having user fees, disability access, having privacy policies, security policies, allowing digital signatures on transactions, an option to pay via credit cards, email contact information, areas to post comments, option for email updates, option for website personalization, and PDA accessibility. These features provide a maximum of 72 points for particular websites.

Each site then qualifies for a bonus of 28 points based on the number of online services  executable on that site (one point for one service, two points for two services, three points for three

services, and on up to twenty-eight points for twenty-eight or more services). The e-government  index runs along a scale from zero (having none of these features and no online services) to 100 (having all features plus at least 28 online services). Totals for each website within a country were averaged across all of that nation's websites to produce a zero to 100 overall rating for that nation.

The top country in our ranking is South Korea at 60.3 percent. This means that every website we analyzed for that nation has more than half of the features important for information availability, citizen access, portal access, and service delivery. Other nations that score well on e-government include Taiwan, Singapore, the United States, Canada, Britain, Ireland, Germany, Japan, and Spain. The Appendix lists e-government scores for each of the 198 countries, plus comparisons between 2005 and 2006.

Differences by Region of World

There are some differences in e-government by region of the world. In looking at the overall e-government scores by region, North America scores the highest (43.1 percent), followed by Asia (35.9 percent), Western Europe (35.2 percent), Pacific Ocean Islands (32.4 percent), Russia and Central Asia (30.6 percent), Middle East (29.4 percent), Eastern Europe (29.2 percent), South America (28.0 percent), Central America (25.0 percent), and Africa (24.3 percent).

 E-Government Ratings by Region
	
	 2001 
	 2002
	2003
	2004
	2005
	2006

	North America
	51%
	60.4%
	40.2%
	39.2%
	47.3%
	43%

	Pacific Ocean Islands
	34.1
	47.6
	33.1
	30.0
	29.6
	35.2

	Asia
	-
	43.5
	32.0
	28.0
	27.1
	29.2

	Middle East
	31.1
	43.2
	32.1
	28.1
	27.4
	29.4

	Western Europe
	34.1
	47.6
	33.1
	30.0
	29.6
	35.2

	Eastern Europe
	--
	43.5
	32.0
	28.0
	27.1
	29.2

	Central America
	27.7
	41.4
	28.6
	24.1
	24.1
	25.0

	South America 
	30.7
	42.0
	29.5
	24.3
	25.9
	28.0

	Russia/Central Asia
	30.9
	37.2
	29.7
	25.3
	25.0
	25.0

	Africa
	23.5
	36.8
	27.6
	22.0
	22.0
	24.3


Appendix -Table: E-Government Rankings by Country, 2006 (from highest to lowest)

	Country
	rate

	South Korea
	60.3

	Taiwan
	49.8

	Singapore
	47.5

	United States
	47.4

	Canada
	43.5

	Great Britain
	42.6

	…
	

	Turkey
	33.7

	Austria
	30.6

	Cyprus
	28.3

	Greece
	28.0

	…
	

	Bulgaria
	26.0

	Seychelles
	25.5


CHAPTER THREE

Overview of E-Government in Greece

3.1  INTRODUCTION 

This study attempts a comparative analysis of the Operational Programs of the Greek Central Public Administration1 agencies, both on the quality of the general specifications set by the Operational Program for the Information Society (OPIS) concerning their designing, as well as on the prospects for knowledge management creativity in the Greek Public Administration. It focuses on the projects of establishment and improvement of the Information Systems, which aim at upgrading of the internal processes of the Public Organizations and their boards of direction and control.

Firstly, we will briefly describe the current situation of the Greek Public Administration in order to point out the contribution of the overall Operational Program for the Information Society (OPIS), in accordance with the policy fields and goals which have been set by the program, underlining at the same time, the necessity of designing and implementing business plans.

Within the framework of the analysis of the prospects for knowledge creation and management, we will examine the effectiveness of the implemented business plans, not only in relation to their overall operative ability on design level, but also in relation to their capacity to achieve a successful implementation on project level.

More specifically, we will first evaluate the completeness of the business plans for the implementation of the e-Government on the design level, according to the requirements of the Operational Program for the Information Society and the basic principles of the strategic management. After that, we will present the pre-mentioned project plans related to the knowledge management, and we will also investigate the business benefit coming from the usage of quantitative criteria.

Finally, we will examine the main factors, on which a successful project realization depends and make an overall ex ante evaluation of the effectiveness of the knowledge creation management, according to the goals of the electronic modernization of Public Management.

For the evaluation of the corresponding actions we will use output indicators, which refer to theunits produced by each project, and result indicators related to the effects of the action realization.
3.2  THE GREEK PROGRESS TOWARDS THE INFORMATION SOCIETY
The Greek endeavour for developing the Information Society (IS) began within the 2nd Community Support Framework (CSF), with an effort to integrate scattered actions in homogenous sectoral operational programs (Telecommunications, Industry, Public Administration, Education and Initial Professional Training).

The implementation of the operational program «KLISTHENIS» (January 1995), constituted the first step with main objectives 

• The functional and organizational modernization of Public Administration on every level,

• The development of integrated informative systems and

• The training of human resources.

The most important projects included in the program, are the TAXIS project for the development of electronic tax services and the pilot phase of the «SYZEYXIS» project for 

the creation of a national public administration network that will interlink the Central and Regional Administration institutions as well as the Prefectural and Local Self-government. At the same time the Central Administration institutions created their own sites, while they took initiatives for the development of e-networks in the sectors of research, education, culture, electronic trade and telemedicine.

The second step began in 1999 with the publication of the White Book «Greece in the Information Society, strategy and actions». It is a global strategy with actions in multiple sectors of economic and social activity, such as public administration, economy, labour market, education, social welfare, telecommunications, regional growth etc. The White Book guidelines, in the framework of the 3rd CSF, are implemented through the « Information Society » Operational Program and a series of complete additional interventions, according to the priorities of the initiative eEurope and the action plan eEurope 2002.

Within the framework of the elaboration of the Operational Program for the Information Society (OPIS), the agencies of the Central and Regional Administration elaborated their own specialized Operational Programs. The purpose of these programs is the mainstreaming of the use of Information and Communication Technologies (ICT) aiming to improve the overall return and quality of the services offered to the different users. In order to successfully achieve the above mentioned goals, an improvement of the service quality is essential. Therefore the need for knowledge creation and management is increased.

 3.3 THE CURRENT SITUATION OF THE PUBLIC ADMINISTRATION IN GREECE

The main characteristics of the Greek Public Administration could be summarized in the following features:

Low efficiency

The most essential problem source of the Public Administration arises from the bureaucratic organization of public organizations. The existence of many hierarchical layers involved in the public business processing impedes the timely decision making and assigning duties.

Difficulties in the introduction of organizational information architecture models

Difficulties regarding the introduction of organizational Informative Model in the Greek public administration refer to the following points:

I. The Integrated Information Systems are developed in order to face the specific needs of each individual organization and are not considered as parts of a unique and global informative infrastructure for the Public Administration as a whole, despite the fact that they all refer to interconnection based on internationally acceptable models of communication (e.g. EDI).

II. Public administration is characterized by enormous complexity which impedes the technological solutions for the management of a huge volume of information. Complexity increases, as processes require the collaboration (or at least the contribution) of more than one institutions.

III. The adoption of an organizational information system also produces radical changes at the procedural and work practice level. As a result, the introduction of a new organization model that does not reflect the automated informational flows is not enough concerning the redeployment of the posts which is needed, depending on knowledge development and extensive training.

As far as the knowledge development is concerned, the majority of the existing Information Systems (mainly those of managerial nature), operates independently, without having the necessary connection between them, which is important not only to the information diffusion at the administrative level, but also to the service delivery to the citizens.

3.4 OPERATIONAL REALIZATION PLANNING

The OPIS measurable goals reflect the necessity for effective business plans, as well as the difficulties encountered in the progress towards the Information Society.
Table 4. OPIS goals for the implementation of e-government
	AXIS

	RESULT INDICATORS
	STARTING RATES 2000
	TARGET RATE 2006

	Citizen

service –

Quality of

life


	· PC per 100 public servants

· Percentage of on-line public services

- Ministries

- Prefectures

- Municipalities

· Percentage of public servants grounded on ICT after having completed their training to the sum of the public servants

· Percentage of Public Hospitals which acquire equipment

· Percentage of Health Centers and Health Units which acquire equipment

· Percentage of on-line Health Centers

· Percentage of public servants in Health sector grounded on ICT to the sum of the servants

· Percentage of scientific and administrative personnel which exploits the computer infrastructure of health for prognosis, diagnosis, and cure

	20

75%

2%

0,2%

12%

22%

0%

0%

Negligible


	70

100%

100%

100%

38%

100%

100%

100%

15%

30%




The strategic planning of each agency aims at:

· the mainstreaming of new Information and Communication Technologies to the

· administrative procedures,

· the empowerment of the information exchange among the involved agencies,

· its further development with the creation of national networks for inter-ministerial cooperation, and

· digital areas for the better service of the final addressees of the agencies.
CONCLUSIONS

GREECE CAN LEARN LESSONS

FROM THE EXPERIENCES OF OTHERS

Greek Public Administration modernization is a necessity imposed by the increase of the quality of service delivery and the reduction of the transaction costs. Greek transition to the Information Society, even if it is temporally delayed, it is in the stage of maturation, building on the previous experience and correcting the weaknesses within the frame of the 2nd CSF.

The operational programs are based henceforth on the integrated planning of OPIS, eliminating the initial fragmentation16 of the individual actions. The public agencies are not anymore reserved towards outsourcing, and information technology companies have acquired adequate experience.

The proposed interventions, finally, will be realized under the light of best practices and particular effort will be made for the training of human capital. The institutional and organisational obstacles of the Greek Public Administration, however, remain still insurmountable. The most crucial problem for the preparation of ICT projects are time delays caused by red tape and bureaucratic processing of the calls for interest and biddings, reducing dramatically time available for implementation and the use of the 3rd E.U. CSF funds. That is why it is essential that the call for interest and bidding processes are accelerated and the cooperation and the coordination between the related actors are enhanced, in order to realize a substantial and qualitative implementation.

The reengineering of the internal processes has, surely, to be achieved at a maximum degree, since it is the basic prerequisite for the modernization of the Public Administration according to the basic principles of e-government. On the other hand, the effective dissemination of information, both within the framework of the organizational coordination, and towards the improvement of the electronically provided services to the end users, cannot be easily controlled from the very beginning. The general culture of the Greek society is the main factor which will set, on the one hand the level of inter-agency cooperation for the production of qualitative outputs and outcomes, and on the other hand, the e-government acceptance degree by the citizens – customers.

The planners in each agency should take into consideration the aforementioned critical factors for the maximization of the benefits resulting from the e-government projects and re-adjust the strategic goals, in accordance with the changes in the preferences of the end users and the speedy developments in the Information Technology sector.

The vision of an electronically modernized Greek Public Administration, as reflected in the business plans, should not take the form of another list of good intentions which will fail to get actually implemented. It should be shaped within the body of Greek Public Administration. The only way to success, apart the effective operational coordination at an organizational level, is the strict implementation according to the time schedule and the budget, as well as the rational monitoring and evaluation of the process through clear quantitative and qualitative indicators. Concluding we believe that it would be preferable to move from «perfect but not realized projects» to «imperfect, but applicable projects and strategies».
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