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Study approach and objectives

Measurement of user 

satisfaction & impact of 

eGovernment services

ASSIGNMENT: a multilayer user 

satisfaction and impact measurement 

toolkit for inclusive public eServices
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Study approach and objectives: the policy context

Information Society

ÅInformation and communication technologies ( ICT) to increase the value of 

services to citizens and business 

Expectation management

ÅConsumers compare quality of public services with quality of private sector 

services

Delivery of eServices (sophistication)

ÅEffect of high - quality services on take - up and satisfaction

eGovernment

ÅImpact of social ( em/a) pathy , trust in government institutions, social 

exclusion....

Measurement needs

ÅHow can we measure citizen needs and expectations 
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Study approach and objectives: a five - step process 

1

ÅState- of - the - art: in EU27 and abroad (Close collaboration with 

eGov subgroup)

2
ÅDesign of survey instrument (Citizens/Business)

3
ÅPilot in 10 member states:10.000 citizens, 4000 business

4

ÅInstrument evaluation: 2 levels of measurement (benchmark tool 

& eService evaluation tool)

5

ÅAssessment by experts and government contacts during 

Workshop and meetings & Policy recommendations



Pilot study results: testing the instrument
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Selection

ÅBelgium,

ÅNetherlands

ÅFrance

ÅUK

ÅSweden

ÅAustria

ÅItaly

ÅSpain

ÅPoland

ÅGermany

Survey sample

Å10.000 citizens

Å4000 companies

Population

ÅCitizens: representative 

for the internet 

population of the 

Member States (Eurostat 

data for gender and age)

ÅCompanies: 

representative mix of 

SMEõs and large 

companies via CEO (for 

SMEõs) and Financial and 

HRM functions in Middle 

and top management for 

large companies

ÅExecuted by 

online panel 

providers

ÅTiming: first 

half September 

2008
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Pilot study results: supply - use gap for citizens
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Pilot study results : supply - use gap for business
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Pilot study results: Non - use of eGovernment by level of trust (Citizens)
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Non-use of the Internet for contact with public administrations by level of trust in 

the Internet and in public administrations: a majority of non-users have very little or 

little trust in Internet/public administrations
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Pilot study results: Reasons for non - use of the Internet  (Citizens)
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Creation of Awareness

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Other reasons

Lack of skills

Too difficult to use

No ability to access 

No expectation to find 

Lack of trust using the Internet 

No ability to find 

Quality of public e - services 

No willingness to use the Internet 

No awareness of the existence 

No need of the Internet



Pilot study results: satisfaction with e - services (Citizens)
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Pilot study results: satisfaction with e - services  (Business)
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Pilot study results: Satisfaction and level of sophistication (Citizens)
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Satisfaction goes up with the level of interaction of the service
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Pilot study results: achieved objectives and level of sophistication  (Bus)
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0% 20% 40% 60% 80% 100%

E- mail

Information

Downloading forms

Uploading forms

Transaction

Yes, totally Partially No, not at all I can't say, my interactions with public agencies for this event are still ongoing

The higher the level of interaction the more  objectives are achieved




