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European eGovernment Action Plan 2006-2010

Five strategic deployment objectives, including two which
represent Europe’s dual pronged ‘pro-people’ approach:

Inclusion

e No citizen left behind: advancing inclusion through
eGovernment so that by 2010 ALL citizens benefit from trusted,
Innovative services and easy access for all.

Empowerment

e Strengthening participation and democratic decision-
making -- demonstrating, by 2010, widespread use of tools for
effective public debate and participation in democratic decision-
making.




Inclusion (1)

Getting disadvantaged groups to use eGovernment

* The elderly, disabled, unemployed, poor, low education, etc.,
cost governments more but use eGovernment services less

« Disadvantage is often compounded as many suffer from
multiple deprivation, so need personal focus and personalised
services

« Change in approach over last few years

Providing | Training/skills Service
Total
access development use
2005 68% 29% 3% 100%
2007 29% 32% 39% 100%

 Focus now on new business models, I.e. range of
practitioners delivering services along the value chain (public,
private, civil organisations), e.g. combined (joined up) service
delivery across different agencies & actors



Inclusion (2)

Inclusive eGovernment focuses increasingly on multi-channel

up to 30% of European adults will not themselves be

using eGovernment services by 2010

Single (online) channel
delivery

Multi-channel delivery: targeted at individual

(personalised)

End-user uses

End-user does not use ICT but

Targeted at 'Ifa:jgef[gd ?t ICT plus at service provider does Total
group (ptlerr]scl)\galLij:ed) least one ICT-empowered | ICT-empowered
other channel* |  front-line staff back-office staff
2005 73% 8% 19% 100%
0 0,
2007 26% 12% 51% 8% 5% 100%

e Also.....social intermediaries (family & friends): 42% of eGov users
do it, and support 2.6 other persons !




What are the needs of disadvantaged groups ?

Mainstream Services: opportunities & life chances: Covered by ’

Transformational Government Strategy

Mainstream
Needs

ICT Skills: ICT Mentoring schemes focussed on the excluded e.g Timebank
Basic Skills: Remote web cam based eLearning, course alerts
Employment: Job vacancy alerts, employment market places for excluded

Stigma: Smart card for school meals, for basic furniture, so others don’t know can’t pay;
homework tips via SMS

Inclusion: Empowering case workers to take services to users though ICT
Love and Belongimgress Community: Communities of interest/ facilitation of peer-peer comms
Engagement: Interactive games/ DVDs, peer testimony — e,g. DVDs/ podcasts
Neads Participation: Life archives/ digital security boxes

Crime: Senior-Link Visitor credential checking, reporting crime
Safeﬂy Needs Safety: Early warning indices for state/ agency intervention

Basic Needs

Tenure: SMS Alerts on hostel vacancies for homeless
Money: Pay as you go credit cards
Health: Remote patient care, medication alerts

Physiological Needs

Source: UK Government, * f
Digital Inclusion Team NEEDS BENEFITS
o better life chances, and quality of life
o iImproving personal capacity
Inclusive eGovernment o better access to, and participation in, social
networks

- inclusion by design
- mclgsmn through speC|.aI s vEnEEs
design, assistance services . but also seeing them as a whole manifest in a unique

for ‘disadvantaged’ groups individual situation, including early warning for
intervention 5

o through joined-up services focusing on distinct




Empowerment

Empowering communities

 Users say they prefer local eGovernment services,
closer to their needs and everyday context, easier to
complain and adjust, more trustworthy

 Regional and community identity (social enterprise &
social entrepreneurs)

 Local Area Agreements (LAAS) between LA and
communities

* ‘Double devolution’ & the closing the ‘power gap’
« eDemocracy and eParticipation



From ‘user-centric’ to ‘user-driven’

Users as ‘co-creators’ not just passive recipients

— users getting involved in designing and delivering
services

— users getting involved in setting the agenda and
making decisions =» eParticipation

— social software, Web 2.0 and networks
— new markets, new value chains, new business models

Ubiquitous networks and tools

— democratisation of tools of design and production (not
just ICT)

— democratisation of tools of distribution

— identification and connection of supply and demand
(the ‘long-tail’ and the ‘perfect’ market ?)



From web-sites to wikis

Web 2.0 growth is viral

Blogs Doubling every 6 months since 2003
Podcast 50 m audience in 2010, 15 m producers
Wiki Wikipedia 100 k authors since 2003, taken

seriously: citizens as experts, authors, reporters

Multiplayer online
gaming

MMPOG largest growth segment — growing 4x
faster than overall Internet growth

Search engines

"Google is the environment not the competition”

Social MySpace 100 m users; YouTube 100 m

networking videoviews/day, 45% web-users visit these sites

P2P In 2003 became no. 1 source of traffic (above
http)

VolP Skype 80 m users since 2003

Wi-fi sharing FON world’s largest hotspot network

<
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Public sector using Web 2.0 (1)
Web 2.0 in public administration: Catalonia, Spain

<2006 > 2006

Modelo web tradicional Modelo web relacional
Generalitat Generalitat

Departamentos Departamentos

Espacio web @
de los
departamentos
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Public sector using Web 2.0 (2)

US: crowd sourcing of patent applications

Community Paqgtent Project

Online peer review of patents

Network of experts advises US Patent Office on state-
of-art and assists with patency determinations

Using collaborative filtering and information
visualisation tools (wikipedia approach)

Significant efficiency gains

The first social software project to be directly connected
to the legal public decision-making process
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Users using Web 2.0 to enhance public services (1)

Japan: blog for disaster management

Nilgata earthquake — August 2007

Blog created (at no cost) by employee of IT company to collect and
convey information, seek relief supplies and recruit volunteers

“Information was a lifeline for victims. We had to (take action) if the
administrative side could not release sufficient information”

20,000 accesses per day including many from people outside the
prefecture who wanted to know whether relatives or friends were
safe

Survivors feedback:

 “When I posted (on the blog) that | had a “kotatsu” heater to
give away, | was able to have it delivered to someone who
needed it”

« IT can pick up residents’ needs no matter how small they may
be” (long tail)

Information on a disaster can be supplied top-down by the

authorities, but by using Web 2.0 victims and others, on the ground

or bottom-up, were able to provide complementary (sometimes

better) information and help each other more directly.
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Users using Web 2.0 to enhance public services (2)

UK: health service performance assessment through word-of-mouth
reputation — patients’ opinion
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