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– Mapping overall trends and changes affecting eGov-
ernment over a 10 year time horizon.

– Identifying current good practice (state of the art) in the
provision of citizen services.

– Elaborating long-term visions over 10 years for eGov-
ernment.

– Conducting foresight and scenario-building exercises
over 10 years for eGovernment.

– Developing new models of service delivery based upon
future-oriented good practice for these services.
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Abstract: The paper provides some of the interim results of the Fifth Framework PRISMA project dealing with the of impact ICT
on government and citizen services in Europe. The analysis and the concept description of long-term strategies for eGovernment
and a long-term vision over 10 years for eGovernment are described. Activities performed by the government are analysed from the
demand (“front office”) and supply (“back office”) point of view. Recommendations for long-term strategic decisions are based on
three scenarios of the future European development till 2010: (1) “Prosperous and just Europe”, (2) “Turbulent world”, (3) “Re-
cession and reorientation”.

Key words: e-Government, ICT, long-term strategies, scenarios of the future development
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1. Transformation of Government into a cost-effective,
dynamic, flexible and productivity driven institution.

2. Pursuance of interactive user-driven services to citi-
zens and businesses which will maximise both security
and fulfilment and trust and confidence.

3. Supporting good governance so that democracy will
be characterised by accountability, openness and trans-
parency among the different parts of society.

4. Promoting the wealth, welfare, cohesion and sustain-
able development of society.
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1) eDemocracy represents those aspects of eGoverne-

ment which aim to improve participation of citizens and
businesses in democratic decision building by facili-
tating access to relevant information and knowledge
and by facilitating public discourse.

2) eAdministration is a mechanisms providing, support-
ing and facilitating process of communication among
Government, citizens and businesses.

3) eServices refers to the direct provision of on-line ser-
vices direct to users: citizens, businesses, private and
non-profit organisations. eServices comprise both the

 

eServices eAdministration 

eDemocracy 

eGovernment 
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ICT support of traditional market services of goods
and governmental services.
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– the handling of administrative matters;
– the support of the organisation of everyday life; and
– the political processes of opinion formation and deci-

sion making.
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– For citizens, around life events, life episodes or the life

cycle, such as birth, marriage, death, employment/un-
employment, education, living, home, working, sport and
leisure, etc., etc.

– For business, around discrete business activities, such
as VAT, tax, finance, employment, etc., often supported
by the business case approach where examples of typ-
ical situations are given and the service needs of busi-
nesses exemplified.
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1. Economy/Society
2. Government
3. Information Technology
4. Sustainability.
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eGovernment 

 
eDemocracy – eAdministration - eServices 

 

Demand 
“front-office” 

services and democracy 

 
Supply 

“back-office” 
administration 

 
Information – Communication - Transactions 

 
eServices 

on-line services based around citizen and 
business life-events 

(do-it-yourself or via human amplifiers) 

 

intra-government process 
re-engineering 

data interexchange within the public 
authority 

traditional services 

supported by ICT, human and physical 

inter-government process  
re-engineering 

data interexchange between public 
authorities and across border 

 
 

eDemocracy 

greater accountability, openness, 
transparency, accessibility, participation, 

etc. 

 

 

re-engineering 

of legacy, technology, organisations, 
processes, skills, mindsets, etc. 

 

 

Government 
from information oriented to knowledge oriented performance 
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  1. A shift from “cold” administration to “warm” ICT-

supported human services (e.g. smaller, ICT-auto-
mated).

  2. Back office, larger front office with more frontline
ICT-supported human services, including improved
cost-effectiveness and quality of administration pro-
cedures.

  3. New innovative services and practices based on state-
of-art ICT, including built-in benchmarking (e.g. citi-
zen satisfaction), scalability, interoperable multilingual
access platforms, change management, etc.

  4. Cross-border administration enabling access to mo-
bile services from anywhere, anytime, including mul-
timodal self-service terminals (Internet, voice, video).

  5. Common entry points to public services, including
consistency of information and quality of service (com-
pleteness, coherence, relevance, timely delivery). This
includes systems to manage the complex procedures

involving authorisation by different administrations
on local, regional and national levels.

  6. Personalisation and customisation of eGovernment
services (“me”-government), in terms of content, func-
tionality, delivery, access, interface, and technologies
for identification, protection of individual rights, con-
fidentiality and privacy.

  7. Research is needed in ICT which can:
– enable users to actively self personalise the tech-

nology;
– enable users’ electronic agents to undertake per-

sonalisation.
  8. Building eServices which can learn (e.g. through neural

processing) how the user uses the service and person-
alise it on an on-going basis (the user learns together
with the system and gets personalised support).

  9. Mobile-government, including mobile and multi-chan-
nel access to services for all and increased trust and
confidence by citizens and politicians.

10. Tools to ease integration of services and workflow,
including integration with legacy systems, know-
ledge management and learning systems based on
natural language processing. This should also in-
clude semantic web systems and intelligent agents
for fast information search, as well as knowledge
management systems for European networks and
focused groups.

11. Distributed artificial intelligence for eGovernment to
achieve better transparency (e.g. regulations and en-
titlements).
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12. Business models for scalable packaged sets of servic-
es (public-public and private-public) involving citi-
zens, councils and communities (C&C services) and
balancing customised large scale turnkey solutions
against outsourced and standardised solutions.

13. Trust, security and confidence systems, including
data protection and privacy systems, on the way to
support citizens’ requirements for anonymity, authen-
tication and reliability of information, also in relation
to fighting crime and terrorism against electronic,
physical and personal property, as well as coping
with emergency/risk situations in local and regional
territories.

14. Radical strategies and models of organisation and ser-
vice delivery for inclusiveness (i.e. access for all and
counteracting the digital divide), including systems
to improve basic services to the community (basic
health, elderly care, eLearning and social services).
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  1. Information provision to users must be available in an

easily accessible way.
  2. Technologies need to be tailored to target groups,

regardless of the scenario. Hence, social barriers to
accessing eGovernment services should be eased,
specially for people with special needs, for whom
technology needs to be as inexpensive and as easy
to use as possible to get over the problems of the
digital divide.

  3. In this way, the public sector needs to become inno-
vative in several aspects, for example to ensure finan-
cial sustainability.

  4. Innovation is also necessary in re-organising gov-
ernment – organisational barriers must be eased to
ensure a better answer to user needs.

  5. There is also a need to balance state activities with
non-government organisations and private institu-
tions within the decision-making and implementation
process.

  6. Security is very important, depending on privacy pol-
icies and measures and the regulatory system.

  7. More education and awareness raising are necessary
regarding not only ICT issues but also in relation to
relevant knowledge (for example, disease prevention
and healthy lifestyle information in relation to health
services).

  8. In some cases, technologies that are present today
already provide important efficiency gains, such as in
healthcare.

  9. The information society must develop on the basis of
demand driven technology and not technology driv-
en demand.

10. Tie eGovernment initiatives more firmly into all areas
of government policy, and ensure “joined-up” gov-

ernment, integrating both horizontally and vertically,
as necessary.

11. Make sure eGovernment enhances all the roles of gov-
ernment (i.e. administration, regulation, service pro-
vision, institutional support for the localities’ social,
cultural, environmental and economic well-being, and
democracy).

12. Use eGovernment to change what government does,
not just do it better.

13. Develop a balance so that both efficiency and the
public service ethic can be strengthened.

14. Measure benefits as well as costs in order to obtain a
balanced overview.

15. Developing strategic alliances with a variety of pri-
vate companies and civic and community organisa-
tions.

16. Creating synergies between on-line services and ICT-
supported (“warm” ) human services.

17. Rolling out eServices (e.g. using pilots, incubators,
best practice and benchmarking), and learning from
your own mistakes as well as from others.

18. Implementing eGovernment requires strong vision and
leadership from the top, coupled with strategic plan-
ning and resources, together with the willingness to
change and adopt a new public service effort at the
bottom, provided staff rights and interests are pro-
tected overall.

19. Trust in government is vital, and especially in eGov-
ernment where human contact is reduced. Thus elec-
tronic security, privacy, data protection, etc., are
absolutely necessary.
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1. An user and society centred approach.
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2. Government process re-engineering.
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3. Putting technology in its place – do not let technolo-
gy get in the way of government.
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4. “Me-government” – eGovernment service personali-
sation and customisation.
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5. Anytime, anywhere, any service.
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6. “Universal service” for all eGovernment services.
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7. Save our European public service ethic.
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8. High-level cooperation and integration in eGovern-
ment.
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13. From eGovernment to long live kGovernment.
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