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1. Introducing the eGovernment Benchmark

“Technology will continue to play an increasingly important role
in our societies and in our lives”

Margrethe Vestager, Executive Vice-President for a Europe Fit for the Digital Age
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1 Introducing the eGovernment Benchmark

1.1 A Deep-Dive into eGovernment Technologies and
Policy Domains

As highlighted in the eGovernment Benchmark Insight Report, digital government plays a vital role in providing public services
to citizens and businesses. This is especially true in times of social and economic disruption, such as during the COVID-19
pandemic or the recent cost of living crisis.

This eGovernment Benchmark Background Report offers a detailed analysis of government digitalisation in Europe. The
report identifies technological advancements and delivers a clear means to understand and stimulate sectoral developments.
Concrete examples, best practices, and success stories from various countries are presented throughout the report. Country
rankings and service overviews are included to guide readers to the leading countries and specific services for further
inspiration. Overall, this report aims to help professionals in various disciplines of eGovernment gain a clearer understanding
of:

The extent to and way in which different technologies are being implemented in government services:

Chapter 2 presents findings for specific technologies, such as for mobile technologies, personal data solutions,
electronic identification, and so on. These findings are particularly relevant for policymakers responsible for digital
affairs across various government branches, as well as innovation scholars, software developers, business analysts,
and solution integrators who analyse, build, and implement digital government applications and services.

To what extent and how specific government domains evolve:

Chapters 3-6 dive into this year's life events of Business Start-up, Career, Family and Studying. Findings are
particularly relevant for domain experts and policy makers in the field of economic affairs, employment services,
social affairs and higher education.

A collection of good practices from all participating countries is listed in the Appendix.

Whereas the Insight Report mainly marks European trends, this Background Report takes a closer look at national perspectives.
Concrete examples, best practices and success stories from various countries are presented throughout the report. Country
rankings and service overviews are given to guide readers to the leading countries and specific services for further inspiration.

1.2 Analysing Digital Government Through the Eyes of
Citizens and Entrepreneurs

The eGovernment Benchmark compares how governments deliver public services through digital channels across Europe.
It has become an internationally recognised study that examines how online platforms for citizens, businesses, tourists, and
expat communities continue to change and improve. The report has been used extensively by a wide range of eGovernment
professionals and public authorities. It serves both as a source of inspiration for digital strategy and a practical companion
for government digitalisation.
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35 countries participated in the study (see Figure 1.1).
These countries are the 27 European Union Member States,
European Free Trade Association countries! and the European
Union candidate countries?. Throughout the report, these
countries are referred to as ‘Europe’ or the ‘EU27+'.

This study evaluates online public services on four key
dimensions, which in turn comprise 14 underlying indicators.
These indicators are further broken down into 48 survey
questions. These survey questions are used in weighted
formulae to calculate maturity scores for countries along four
key dimensions that assess a countries digital maturity
regarding digital services. The data collection also includes
survey questions for pilot indicators that are not vyet
incorporated into the benchmarking methodology, meaning
that findings for these so-called pilot indicators are not
weighted into dimension scores nor included in the overall
country maturity score.

Figure 1.1: Map of participating countries

Under the eGovernment Benchmark, a mature digital government exhibits:

e User Centricity - To what extent are services provided online? How mabile friendly are they? And what online
support and feedback mechanisms are in place?

e Transparency - Are public administrations clear about how their services are delivered? Are they transparent about
policy making and digital service design, as well as the way people’s personal data is being processed?

e Key Enablers — What technological enablers are in place for the delivery of eGovernment services?

e Cross-Border Services — How easily are citizens from abroad able to access and use the online services?

To provide a comprehensive overview of how countries are performing in eGovernment, 95 services, across nine life events
were analysed. life events are government domains, referring to a sequence of digital services that the average citizen or
business is likely to require. The study covers 2,852 public administrations: 1,188 central, 426 regional and 1,238 local
government bodies.

The assessment takes place annually. Data on the Business Start-up, Career, Studying and Family life events is collected in
even years. In odd years the life events assessed are Regular Business Operations, Health, Moving, Transport and Starting a
Small Claims Procedure. This report presents the findings for data collected in 2022 and 2021.

To evaluate these life events, well-trained Mystery Shoppers - citizens from the participating countries - visited and evaluated
15,083 websites: 8,973 websites and 815 portals from their own governments, as well as 4,470 cross-border websites and
825 portals from other European countries. Automated open tools were used to complement the Mystery Shoppers to assess
Mobile Friendliness, Findability, Accessibility Foundations and Web security. Moreover, since the 2022 data collection a
Usability pilot indicator was added to the Benchmark framework. This indicator consists of both questions for mystery
shoppers as well as an automated tool measuring the speed and performance of websites.

A full description of the method and a list of all evaluated services can be found in the separately published eGovernment
Benchmark Method Paper. All eGovernment Benchmark research data is openly available, free of charge and provided in a
machine-readable format. The Commission’s webpage also presents the data collected in previous measurements.

Ylceland, Norway, and Switzerland. Liechtenstein is not part of the evaluation.

2 Albania, the Republic of North Macedonia, Montenegro, Serbia and Turkiye.
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Figure 1.2 eGovernment Benchmark method framework

The Mystery Shopping Exercise briefly

e  Mystery Shoppers are responsible for collecting the eGovernment Benchmark data by visiting and evaluating government
websites.

e  Mystery Shoppers are users of government services themselves, which provides a certain level of validity and involvement
in the measurement: how they experience the eGovernment services is a valid real-life user experience.

e  The Mystery Shoppers are selected via the research network of the four parties in the consortium behind the eGovernment
Benchmark.

e All Mystery Shoppers are briefed and clearly instructed to minimise subjectivity. Additionally, they assess the life events using
specific personas. This standardises possible differences in personal situations.

e In principle, every country is evaluated by two Mystery Shoppers and their results are compared. Inconsistencies are re-
evaluated by the research team to achieve a high level of reliability. For cross-border services, all participating countries are
assessed by two Mystery Shoppers from another country.

e  Every Mystery Shopper is a country national owning a national elD (if any).

e  The questionnaire that the Mystery Shoppers fill in is a formatted and standardised Excel file.

After completion of the Mystery Shopping exercise, results are sent for validation to the EU27+ country representatives. This
is an intense collaborative process. The representatives are involved at the start and at the end of the evaluation: at the start
to validate the sample and key characteristics of the services under assessment; at the end to validate the research results
and to correct potential obvious erroneous findings in collaboration with the responsible organisations in a country.




2. Synthesis of Key Dimensions and Most
Important Scores

“Europe’s goals for the digital decade are not only to create
cutting-edge products and services, but also to foster a

transformation that benefits citizens, workers and consumers
alike”

Didier Reynders, Commissioner for Justice




eGovernment Benchmark 2023 Background Report

2 Synthesis of Key Dimensions and Most
Important Scores

This chapter summarises the results of the eGovernment Benchmark on the four key dimensions of User Centricity,
Transparency, Key Enablers and Cross-Border Services. The first section describes the overall maturity of eGovernment in
Europe and the subsequent sections address each of the key dimensions in tumn.

2.1 Overall digital maturity

In this section the results of the eGovernment Benchmark are
discussed. The overall maturity score is based on the four key
dimensions of User Centricity, Transparency, Key Enablers and
Cross-border Services. Figure 2.2 shows the overall digital maturity ‘”
scores of the participating countries for the 2022/2021 data

collection. Malta has the most mature digital government scoring & =g

96 points, followed by Estonia with 92 points. After Estonia, there’s Seore ¥ W

a cluster of six high performing countries: Luxembourg (89), Iceland 1'00 y =
(88), Finland (86), the Netherlands (85), Lithuania (85), and I e &
Denmark (85). Figure 2.2_also shows the digital maturity scores of 65 ’

each country for 2022/2021 and 2021/2020 (data for the 9 life e

events are collected over two years and are therefore summarised l 30 ‘

as biennial averages). Compared to previous year's score, the

largest strides were made by Tirkiye with an increase of 10 points,

by Greece and Serbia with an 8 point increase, and Poland with an Figure 2.1 Overall maturity of the participating countries
increase of 7 points.

Figure 2.3 shows the scores of the key dimensions for each life event. User Centricity is the most mature key dimension with
a score of 90. This demonstrates that European countries do endeavour to make digital services available for their citizens
and businesses. The Key Enablers dimension scores 71 points. While countries progressively strive to provide the opportunities
for electronic identification and pre-filling online forms with personal information, this is still not yet the norm. The key
dimension of Transparency scores 62 points. Countries could provide more and better insights to users about how they design
and deliver services, in what ways they use users’ data, and how users can participate in the design processes of the services.
Lastly, Cross-border Services lags behind the other key dimensions with a score of 57 points. While the European Commission
has spearheaded several initiatives (such as SDG?) to improve cross-border service delivery across Europe, countries do not
provide the same level of service delivery to cross-border users as they do to national users.

Entrepreneurs enjoy substantially more mature digital services than do citizens. Services in the business-related life events
(Business Start-up and Regular Business Operations) are more user-centric, more transparent, and better facilitated with
regards to cross-border services than the services aimed at citizens. Moreover, key enablers such as elD authentication are
already in place for many services intended for entrepreneurs.

3 https://single-market-economy.ec.europa.eu/single-market/single-digital-gateway _en

10
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Figure 2.2 Overall eGovernment maturity of European countries and the biennial averages for 2021/2020 and 2022/2021

While the scores for the business-related life events are similarly high, there are large differences between key dimensions
of citizen-related life events. For example, both business-related life events score 91 points or higher for user centricity. This
contrasts with the citizen life events of Career and Health, which score a dissimilar 91 and 83 points, respectively, for user
centricity. Citizen-related life events also have lower and more varied scores for transparency compared to the business-
related life events. For example, Career scores highest with a score of 68 points, while the life events Transport (52 points),
Health (51 points) and Justice (50 points) score lower and can benefit from more transparent services. The scores for the
dimension Key enablers also vary across citizen-related life events. While citizens seeking help with their Career (79 points)
or Moving (75 points) can often use their elD or upload eDocuments, the services related to Family (66 points) and Justice
(51 points) score lower and can still be developed more.

The highest scoring citizen-related life event on the cross-border services key dimension is for Studying which scores 67
points. This life event likely scores highest because students often seek international opportunities to continue their studies
or wish to fund their current studies abroad using grants. On the other hand, the life events Justice (41 points) and Health
(44 points) score lowest for cross-border services. Yet again, these scores for cross-border services for citizen-related life
events are all lower than for business-related life events.

For the four life events measured in 2022, the largest improvement can be made in the Family domain since most local and
regional government authorities still require a physical interaction with authorities, for instance when requesting birth or
marriage certificates.

11



eGovernment Benchmark 2023 Background Report

100
80
60
40
20 I
0
Biennial Business Family Career Studying Regular  Transport Justice Moving Health
average Start-up (2022) (2022) (2022) business (2021) (2021) (2021) (2021)
2022/2021  (2022) operations
(2021)
M 1. User centricity 2.Transparency M 3.KeyEnablers  m4. Cross-border services

Figure 2.3 Key dimension scores per life event for 2021 and 2022 and the corresponding biennial average for 2022/2021

2.2 User Centricity

User Centricity assesses the extent to which governments deliver and design services with the users’ needs in mind. The key
dimension consists of three underlying indicators, namely Online Availability, Mobile Friendliness and User Support. Online
Availability measures the extent to which government services are delivered online. Mobile Friendliness assesses whether
government websites are compatible with mobile devices. Lastly, User Support, assesses whether government portals provide
sufficient help to users.

Figure 2.4 shows the biennial averages for 2021/2022 and 2021/2020 for the EU27+ countries across the three indicators
of User Centricity. All indicators score close around 90, showing that European governments understand the importance of
user-centric digital services. All these indicators have increased by
1 point from the biennial average of last year. Mobile Friendliness

100 92 .93 91 92
is the most mature indicator at 93, which means that more than 8/ &8
nine out of ten European government websites are designed to be
easily used on mobile devices. User Support and Online Availability
also obtain high Europe-wide scores of 92 and 88 respectively. 50
Figure 2.5 shows the biennial scores for User Centricity for all
participating countries for the years 2022/2021 and 2021/2020.
Malta has the most user-centric eGovernment, scoring perfectly 0
for this dimension. Twenty-four countries score more than 90 1.1 Online 1.2 Mobile 1.3 User support

availability friendliness
M Biennial average 2021/2020
M Biennial average 2022/2021

points for this key dimension and ten countries score over 95
(Malta, Finland, Ttrkiye, Denmark, Spain, Iceland, The Netherlands,
Estonia, Luxembourg, and Portugal). The greatest improvements
from user centricity compared to previous year can be observed in Figure 2.4 Biennial averages of User Centricity indicators for
Spain (+8 points) and Trkiye (+6 points). 2022/2021 and 2021/2020

12



eGovernment Benchmark 2023 Background Report

100
80
60
40
20
0
S EEES2EE2L2H5EIEREPE2 82 LEEEUQLL22TE
=
Biennial average 2021/2020 Biennial average 2022/2021
Figure 2.5 Biennial average scores for the key dimension of User Centricity for the years 2022/2021 and 2021/2020 per country
Online Availability

The indicator Online Availability evaluates how services are made available online to citizen and businesses. The indicator
assesses whether information about the service is online, whether the actual service can be completed online and whether
the service can be reached via one of the main government portals. The biennial average for this indicator is 88. Three levels
of online availability can be defined:

e Information about the service is not available online and the service cannot be completed online.

e Information about the service is available online, but the service cannot be completed online.

e The service can be completed online. Figure 2.6 shows the extent to which government services are made available
online across Europe. Currently, on average, more than eight out of ten services can be completed online (849%)
within Europe®. Furthermore, governments offer information online for 98% of services. This means that in most
cases when a service cannot be completed online, users can at least find information on how to obtain the service
via traditional channels. This also means that there is still 2% of services for which a user can find no information
online.

The percentage of services that are available online differs greatly between countries. Both Denmark and Malta currently
have all their services digitalised allowing users to find and complete all services evaluated in this report. Other vanguards
are Finland and Turkiye, where 98% of the services are available online. Only three countries have fewer than 60% of
government services online.

After ensuring that services are available online governments should aim to deliver services proactively, meaning that the
user does not have to apply for the service, but obtains the result of such an action automatically. By intelligently sharing
and reusing personal data, governments can deliver services before the user has the need to ask for them. Consider, for
instance, child allowance, which in many countries is given proactively to young parents that recently had a baby. Governments
can anticipate an application for a child allowance (a government service) based on the registration of the child’s birth (another
government services), and therefore offer this service proactively. As it stands, only 7% of the services evaluated within the
EU27+ countries are delivered proactively.

4 This number is based on question “A2: can the actual service be completed online?”. Note that this number is different from
the Digital Decade target “100% key public services online”, which is based on the indicators Online availability and Cross-
border online availability.

13
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Figure 2.6 Online Availability of services across Europe

The Benchmark assesses websites from central,

. : . e : 100 98 97 94 - 95

regional (e.g., provinces, universities, hospitals),

and local (cities) governments®. Figure 2.7 shows 80 /6

that large differences for the questions . 62

comprising the Online availability indicator exist

between these government levels. 88% of the 40

services delivered by central governments are 50

online, compared to 71% by regional

governments and only 60% for local 0

governments. Moreover, services delivered by Isinform.ation a.boutthe Isthe service online? Canthe §ervice be
regional and central governments are often service online? reached via a portal?
delivered via government portals, whereas ® Central MRegional M Local

services delivered by local governments are Figure 2.7 Online Availability of services per government level

often more difficult to find online.

Pilot: Usability of eGovernment Services

As user demands rise, governments continue to improve their usability levels. The Benchmark measures Usability in two ways:
1) mystery shoppers measure whether websites are easy to understand and help users with filling in online forms and 2) an
automated test for speed and performance of websites.

The first part of the assessment finds that 88% of government websites have clear descriptive titles. Moreover, 80% of the
websites show breadcrumbs or descriptive labels at the top of the page to navigate towards other (sub)pages. Government

5 Note that the Benchmark does not (and cannot) measure all local and regional service providers. The sample chosen for local
and regional service providers consists of the biggest cities/regions in a country. The sample size for local and regional
service providers differs between 5 and 20, depending on country population size. A one-to-one comparison between central,
and local and regional service providers is further complicated by the type of services delivered by different government
entities (e.g. income tax for central government entities, and obtaining a parking permit for local government entities).

14
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could do more to help users when filling in forms. Currently, less than half (48%) of all eForms gives error messages when
submitting a form and just 41% show visual aids to guide the users towards filling in information in the right format.

When did the user feel When could Was layout
they could interact? they interact? stable?

First Paint
Largest Contentful Paint

First Contentful Paint

First Byte m Cumulative Layout

Speed Index il

Time to Interactive

Figure 2.8 Illustration of speed and performance indicators, taken from blog by Addy Osmani

Speed and Performance is evaluated using Google's Page Speed Insights tool (https://pagespeed.web.dev/). This tool measures
how websites perform on the the Core Web Vitals, which are the most used standard for researching performance indicators
for websites. Figure 2.8 shows the web vitals to provide a better understanding of what is measured. Each of the evaluated
indicators has threshold value, predefined by Google, for passing the test or not.

It takes on average 0,7 seconds before the first byte has loaded on government websites, which is only slightly faster than
the threshold value of 0,8 seconds. Moreover, 28% of government websites fail this test. Government websites perform well
on the Time To Interactive (TTI) indicators: it takes on average less than 1,9 seconds before users can fully interact with the
page, and 92% of government websites passed this test. Countries can also improve on the Cumulative Layout Shift (CLS)
indicator: just 74% of websites pass this test. CLS measures how stable websites are. Lay out shifts (e.g., without warning,
the text moves, and you've lost your place on the website) could lead to people mis clicking and requesting services that they
do not need.

Time To First Largest First Speed = Time to Cumulative Total
First Byte Contentful  Contentful | Input  index Interactive  Layout Shift  blocking
(ms) Paint (ms) Paint (ms) Delay (ms) (ms) time (ms)
(ms)
Average time 714 1312 1695 3 1892 1868 10 75
Passed test (%) 72% 93% 85% 100% | 90% 92% 74% 92%

User Support

Another aspect of User Centricity for digital services is the digitalisation of support functionalities offered by government
websites. Before the mass adoption of digital solutions users could ask for help at their local government office. Now users
should be able to ask for support online. The User Support indicator assesses the maturity of such help functionalities on
government portals. Seven features related to User Support were assessed for each government portal. Figure 2.9 shows the
score for each of these features.

European government portals provide high quality user support across all evaluated features and score an average of 92%.
All portals (100%) provide information about other channels through which to obtain government services and almost all

15
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portals (96%) provide users with contact details for the responsible department. 95% of the government portals currently
have a Frequently-Asked-Questions (FAQ) section, where users can find the answers to questions that come up most often.
Complaint procedures are available on 85% of the portals, which indicates that governments can improve ways for citizens
to voice their dissatisfaction with government services.

Frequently-Asked-Questions (FAQ) section

o
v

Demo or live chat

Possibility for other channels than a website _ 100

[X=}
o

Discussion fora or social media page

40 60 80 100

o
]
o

Figure 2.9 User Support indicator, scores per question

Pilot: Portal Findability

The way eGovernment users start they journeys towards finding a specific government service may vary greatly. Some may
start directly on a government portal and follow the headers and links to navigate to other webpages. Other user might try
to find the relevant service via internet search engines such as Google, Bing, or Yahoo!. Governments can use Search Engine
Optimisation (SEO) activities to promote their websites and services to help users find relevant websites quickly and access
the service they need. The SEO status of government portals was assessed with a method based on the Moz Domain Authority
Tool to examine the findability of the services online.

The Domain Authority score ranges from 1 to 100 on a logarithmic scale, with higher scores corresponding to a greater ability
to rank on search engine result pages. 62% of the government portals in Europe qualify as either ‘good’ or ‘excellent’, 25%
as ‘average’ and only 13% as ‘below average’.

Pilot: Web Accessibility Foundations

It is paramount that public institutions ensure that all users can access and benefit from digital government solutions. This
goal includes ensuring that websites meet the criteria for web accessibility. The Web Accessibility indicator is still a pilot
indicator, meaning that the results are not included in the scoring of the current Benchmark.

Using the axe browser extension, the URLs of government services related to the four life events evaluated in 2022 were
assessed on 8 of the 50 Web Content Accessibility Guidelines (WCAG) 2.1 success criteria. The 8 selected criteria give an
impression of what extent the websites are:

e perceivable, measured by alternative text (WCAG: 1.1.1), colour contrast (WCAG: 1.4.3).

e operable, measured by page/document title (WCAG: 2.4.2), link name (WCAG: 2.4.4).

¢ understandable, measured by language attribute (WCAG: 3.1.1), valid language code (WCAG: 3.1.2).

e robust, measured by unique IDs (WCAG: 4.1.1), aria hidden (WCAG: 4.1.2).
Figure 2.11 shows the percentage of government websites that passed each web accessibility test and Figure 2.10 shows
the percentage of services that pass all eight criteria per country. Disappointingly, more than eight of ten (82%) public sector

websites violate one or more the selected WCAG criteria. Only 18% of the websites passed all eight criteria. For those websites,
additional manual evaluations are needed to verify full compliance. The most common reasons for websites to fail the

16
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Figure 2.10 Percentage of websites of EU27+ countries that meet all eight assessed WCAG criteria

compliance checks is because alternative texts for pictures are missing and colours lack the necessary minimum contrast,
criteria related to being perceivable. This harms all users, especially those with some form of visual impairment. But, for
example, even mobile phone users might struggle to see their screen in bright sunlight without these accessibility features.

In general, the evaluated websites are more operable, understandable, and robust than they are perceivable. Almost all tested
websites apply page and document titles to operate and navigate the website more effectively. A perfect score has been
achieved for the criteria Aria Hidden, which measures if content is unrightfully hidden for people with disabilities (e.g. text
that is not identifiable by a screen reader). Hiding such content is widely avoided meaning that the text can be extracted by
software, making websites more robust and allowing assistive technology to interpret the content.

No major discrepancies are observed among life events or level of government, meaning the same patterns as discussed
above hold true. However, there are differences between country scores. The EU27+ average for web accessibility is only
309%. Only seven countries score more than 50%, with Norway and the Netherlands leading with 84% and 83% of government
websites adhering to the WCAG criteria, respectively. More than 18 countries fall below the EU27+ average. the EU27+
average, which itself is only 30% as only 7 countries score more than 50%. These scores underline that progress can be
made with ongoing efforts. A ripple effect is needed to improve web accessibility throughout Europe and make digital
government available for all.

100%
Alternative text Colour contrast| Page/document Link name Language Valid language Unique IDs Aria hidden
(WCAG: 1.1.1) (WCAG: 1.4.3) | title (WCAG:  (WCAG: 2.4.4) |attribute (WCAG: code (WCAG: | (WCAG:4.1.1) (WCAG:4.1.2)
242) 3.1.1) 3.1.2)
Perceivable Operable Understandable Robust

Figure 2.11 Percentage of websites that passed the selected WCAG criteria (EU27+ countries, 2022/2021)
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Mobile Friendliness

The previous sections discussed that users can easily find information about government services online on their laptops and
desktops. However, to fully examine the landscape of eGovernment usage, the ways in which people interact with services
online using their mobile phones or tablets also needs be examined. Focusing only on computer-based interactions does not
paint a complete picture of eGovernment website users. People use their smartphones to find information and obtain services
at an increasing rate. The Mobile Friendliness indicator measures whether government websites are adaptive to mobile
devices (e.g., that text remains readable, buttons become larger, etc.). Figure 2.12 shows the 2022/2021 and 2021/2020
biennial averages of this metric per country. Mobile-friendly websites are quickly becoming the norm across Europe. For over
half of the countries, score over 95 for this indicator and only three countries score below 85. All Swedish, Finnish, and Belgian
government websites that have been examined are mobile friendly.
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Figure 2.12 Mobile Friendliness indicator, biennial averages per country

Pilot: Mobile Service Delivery

Beyond only reading information, some users prefer using their mobile devices to complete online applications and access
other government services. Are mobile apps and mobile services as functional as online services completed via a desktop
device?

As a pilot assessment, 18 services from the nine life events were selected for assessment on a mobile device for their level
of mobile service delivery. Mobile service delivery was compared to the performance of the same services on a desktop
device. This year eight services from the life events of the 2022 data collection are compared. The Mobile Service Delivery
indicator is currently still a pilot, meaning that its results do not count towards the overall score of the current eGovernment
Benchmark.

To make information readable on mobile devices, government websites are often able to adapt static content to fit the new
dimensions of the screen of the mobile device and allow for touch screen interaction. However, underlying dynamic service
modules and native mobile applications do not offer the same desktop functionalities. When looking at the sample of services
taken this year, only 63% of the services can be fully completed on a mobile device, compared to 82% for desktop users
accessing the same services. The mobile journey is hindered due to lower elD integration (60% on mobile devices versus 70%
on desktop) and fewer possibilities to upload and download eDocuments (66% on mobile devices versus 78% on desktop).
The percentage of online application forms containing pre-filled personal data is similar for mobile and desktop users. Pre-
filling personal information is especially useful for mobile devices, because repeatedly entering information on smaller
touchscreens is inconvenient.
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Isinformation about the service available online? 99% 89%
Is the actual service available online? 82% 63%
Is it possible to identify oneself online? 80% 70%
Can you use a generic electronic identifier (e.g., a national elD) to identify yourself? 70% 60%
Is it possible for the user to submit or download official documents required for the service? 78% 66%
When applying for this service is personal data pre-filled by the service provider? 66% 69%

Figure 2.13 Scored comparison between desktop and mobile users of digital services

Belgium | Mijn Burgerprofiel (My Citizen Profile) mobile app platform
Relevant Key Dimension(s)
User Centricity, Transparency, Key enablers

Life event
Starting a Small Claims Procedure, Studying, Family, Career

1. Good practice description

Mijn Burgerprofiel mobile app platform is the answer to the expectation of the citizen to have a single mobile application to organize
all of their government-affairs. The Mijn Burgerprofiel mobile app platform allows local governments to create a custom branded
mobile application that combines both local and Flemish government products and services such as documents, attestations, messages
and so on. Flemish and local governments can extend the Mijn Burgerprofiel app with custom services and functionalities. By applying
the look and feel of the local government the positive close relationship between the local government and its citizens is maintained
and strengthened. The app keeps citizens actively informed about their affairs with the government, such as new messages, important
events and actions they need to take in ongoing cases. In addition, the app also acts as a digital vault or personal wallet to safely store
personal documents, such as certificates, attestations, or identity documents such as a driver license or insurance card.

2. Benefits
e 13 cities have published a localized app based on the Mijn Burgerprofiel mobile app platform. 14 