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Benchmarking E-Government 



Presentation overview 

 Part I: The benefits of an information society and 

current e-government measurement 

 Part II: Capturing trends and enhancing 

measurement, including its applicability at all 
levels 

 Q&A 



The possibilities of the information society 

 Information and communication technologies (ICTs), 

particularly the Internet, contribute strongly to economic 

growth and better social outcomes 

 The world will go from 2bn Internet users in 2010 to 5bn in 2015 

 

 

Source: 

ITU World Telecommunication/ICT Indicators database 
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Benchmarking the information 

society 

 Benchmarking the 

information society is 

important in order for 

policy-makers to 

understand the factors 
behind it and how to 

achieve improved 

outcomes from additional 

investment 

 Most benchmarks include 
a component of 

electronic government  

(e-government)  

 



An example of e-government 

progress 

 In 1990, the American tax authority, the IRS, said 

4m people used online tax filing (the first year 

such service was available) 

 In 2000, the number filing their taxes online had 

risen to 35m 

 Last year, 100m Americans used e-file 



A range of possibilities for  

e-government 

 Information and service delivery 

 Transparency and accountability 

 Link to broader development objectives 



Information and service delivery 



Transparency and accountability 



Link to broader development 

objectives 



Summary of commonly cited 

benefits of e-government 

 Enhances government efficiency  

 Increases convenience to users  

 Provides cost savings for all 

 Leverages ICTs to meet broader development 
objectives 



Current measurement 

approaches 

 Tools: Desk research, interviews, surveys 

 Methods: Supply-side measurement, 

evaluation of defined websites or 

interviews with people, and binary or 
specific questions, i.e. do features exist 

or not, and best practices 

 The UN e-government survey is a core 

component for international 

benchmarks of the information society 
and, as such, deserves a closer look 

based on public information available 

 



Measuring e-government 

 Benchmarking global e-government development since 2003 to 
“inform and improve the understanding of policy makers’ 

choices to shape their e-government programs” (UN 2004) 

 The survey measures “the willingness and capacity of countries to 

use online and mobile technology in the execution of 
government functions” (UN 2010) 

 



Current UN methodology 

 The UN E-Government 

Development Index is 

composed of three indices: 

Human capital index 

Telecommunications 

infrastructure index 

Online service index 

 

For more information: 

www.unpan.org/egovkb/ 



The online service index 

 Supply-side measurement approach, which means that 

websites are visited  by researchers to evaluate what is 

available on them (i.e. the supply of information and services) 

 Every UN member state is assessed (now 193) 

 A defined set of websites are evaluated, primarily the national 

portal of each country or its equivalent 

 Almost all questions in the survey are binary, i.e. does the feature 

exist or not 

 Team of researchers take a citizen approach, which means they 

try to find the information within a reasonable amount of time 

 



A quick case study on finding 

mobile services on www.gov.sg 

Step 1: Go to citizen & 

residents section 

How many national 

government websites 

around the world have 

a feature that offers to 

send alerts to mobile 

phones?  



Step 2: Go to mobile 

services sub-section 

How many national 

government websites 

around the world have 

a feature that offers to 

send alerts to mobile 

phones?  



Step 3: Confirm that 

Singapore offers it 

How many national 

government websites 

around the world have 

a feature that offers to 

send alerts to mobile 

phones?  

Answer: In 2010, 25 

out of 192 countries 



Rethinking measurement 

 In light of e-government trends, there is a need to enhance 

measurement driven in part by progress 

 

 

http://www.archive.org 



Part II: Trends in e-government 

and how to measure them 

 Mobile government (m-government or m-gov) 

 A focus on improving usage 

 Open government 

 Trust and security 

 Back to where we started: performance and 

objectives 



Mobile government (m-gov) 

 An opportunity to leapfrog 

 An opportunity to improve service delivery 

 Not only mobile phones but increasingly all mobile devices, e.g. 

tablets 
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A focus on improving usage 

 There is a gap between the 

availability of services 

(supply) and use of them 

(demand) 

 Even in advanced countries 

less than half of the 

population typically use  

e-government, despite the 
rising number of Internet users 

 

 



Trust and security 

 An increase in 

usage means an 

increase in 
dependency 

 About 75% of 

organizations suffer 

from a cyber 
attack every year 

 Attacks can 
compromise trust in 

e-government 



Public sector threats and responses 

 An increase in usage means an increase 

in dependency, especially with new ICTs 

 Politically motivated threats:  
cyber warfare, cyber terrorism, espionage 

and hacktivism 

 Non-politically motivated threats:  

typically financially motivated, such as 

cyber crime, intellectual property theft, 

and fraud, but also hacking for fun 



Open government 

 Accountability 

 Mash-ups: 

providing users 

with the ability to 

use the data 

 Transparency 

 

Open Data: The bigger picture 
 

This site makes public government data accessible to the 

people of Kenya. High quality national census data, 

government expenditure, parliamentary proceedings and 

public service locations are just a taste of what's to come. 

There's something for everyone: maps to start exploring, 

interactive charts and tables for a deeper understanding, 

and raw data for technical users to build their own apps and 

analyses. Our information is a national asset, and it's time it 

was shared: this data is key to improving transparency; 

unlocking social and economic value; and building 

Government 2.0 in Kenya.  



Back to where we started: 

performance and objectives 

 There is an increasing focus on e-government 

performance; what is the return on investment 

(ROI) and how is it connected to broader 

development objectives? 

 “Ultimately, the challenge is to assess impact. A 
few studies exist about the utility citizens derive 

from e-government, mostly relating to the 

performance of government in developed 

countries, but even less is known about the 
impact of e-government programmes on 
national development goals.” 

 

UN e-government report 2010 

 

 

 



Keeping pace with development 

 How can supply-side assessment evolve to meet trends? 

 

 

 

 

 



Steps towards an enhanced 

measurement framework moving forward 

 Collaborate and cooperate with users and stakeholders alike 

 Capture new trends that affect users 

 Increase transparency and engage users through 

 data visualization and crowdsourcing 

 Have the suppliers supply the data 

and offer self-assessment tools 

 Automate and innovative, such 

as the use of web crawlers 

 From websites to search tools and mobility 

 Link measurement to performance and development objectives 

 

 



Measuring e-government at all levels 

 Compared with just a decade ago, there has been 

significant progress in expanding e-government and 

in measuring it 

 Yet, there is still a demand for better measurement in 

order to capture new trends and give local policy-

makers and public sector managers the equivalent 

data, tools and benchmarks available at the 

international level 

 Information and services are available at all levels, as 
should accountability and transparency, and the 

need to link them all to broader development goals 

 Every case is different, yet fundamentally the same 

 

 



Thank you 
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