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As an EU citizen, do you feel empowered
to make conscious life decisions?

How can a
citizen-centred digital government
support?
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User-centric design and delivery of digital public services empowers citizens

Tallinn policy lines and the eGovernment Action Plan
1. Digital-by-default, inclusiveness
and accessibility
2. Once only
3. Trustworthiness and Security
4. Openness and transparency
5. Interoperability by default
6. Horizontal enabling policy steps
Tallinn Ministerial Declaration on eGovernment, online available: http://ec.europa.eu/newsroom/document.cfm?doc_id=47559 2 European Commission (2016).
The EU eGovernment Action Plan 2016-2020. Accelerating the digital transformation of government. Available at: http://eur-lex.europa.eu/legalcontent/EN/TXT/?uri=CELEX:52016DC0179

The eGovernment Benchmark monitors the EU eGovernment action
plan policy priorities
It measures four top-level benchmarks
▪ User centricity
▪ Transparency
▪ Cross-border mobility
▪ Key enablers

It evaluates eGovernment services around Life events (user journeys)
▪ Business start-up
▪ Family
▪ Losing and finding a job
▪ Studying

eGovernment Benchmark 2019: Empowering Europeans
through trusted digital public services
Overall eGovernment performance in Europe on the top-level benchmarks
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Governments are on their way to empower Europeans through
trusted digital public services
eGovernment performance per top-level benchmark

Overall average: 65
User centricity: 85
Transparency: 62
Cross-border mobility: 53
Key enablers: 58

https://www.capgemini.com/nl-nl/wp-content/uploads/sites/7/2019/10/eGovernment-Benchmark-Insight-Report.pdf

Source
eGovernment-Benchmark-Insight-Report.pdf

Drivers for eGovernment performance: a benchlearning perspective

Source eGovernment-Benchmark-Insight-Report.pdf

The way forward in the light of the principles in the Tallinn Declaration
• Investment in skills and accessibility for inclusive digital society, to
avoid stagnation in use of eGovernment
• Increase user centricity by adhering even more to design and delivery
principles of digital public services
• Balance re-use of data with increased transparency and control to
raise trust
• Secure safe eGovernment services
• eGovernment implementation requires optimisation of supply and
demand

`eGovernment is significant for the development of the data economy
and the Digital Single Market, especially for ensuring the secure and free
movement of data as an enabler for digital innovation in Europe`
Tallinn Declaration, 6 October 2017
re-use of data

digital citizen centred
government

`Implement data exchange across our administrations…to increase the
findability, quality and technical accessibility of data…for the once only principle
for national or cross-border digital public services and…responsible and
transparent re-use of data`
Tallinn Declaration, 6 October 2017
Tallinn Ministerial Declaration on eGovernment, online available: http://ec.europa.eu/newsroom/document.cfm?doc_id=47559 2 European Commission (2016).

The impact of open data
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Re-using Open Data increases efficiency, reduces costs and improves public services

OPENING UP EUROPE’S PUBLIC DATA

The European Data Portal makes open data accessible
and fosters its re-use
We support data
publishers across
Europe
We research open
data impact and
maturity
We set up a complex
digital platform

We engage with the
community

The European Data Portal (EDP) supports data publisher and re-users
across Europe

Supporting and measuring
open data maturity

Researching, documenting and
increasing the impact of open
data

Open Data Maturity
Report

Economic Impact of open
Data Report

• Library of data sets
• Guidelines and trainings on how to publish
data and get harvested by the EDP
• Infrastructure based on open source code

Analytical Reports
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But, what if

Data
cannot be made open?

Based on: theodi.org/data-spectrum

Data
Small / medium / big
Personal / commercial / government data

Closed

Shared

Open

Based on: theodi.org/data-spectrum

SUPPORT CENTRE
FOR DATA SHARING

ENABLING DATA SHARING IN THE
PRIVATE AND PUBLIC SECTOR
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Ambition of the Support Centre for Data Sharing
1. Provide guidance on legal aspects, like collected
model contract terms, law applicable to data sharing,
reusable and modular model EU contract terms.
2. Support practitioners on technical aspects, like
APIs, data security, traceability and clear
identification of data sources.

3. Research and showcase good practices, like practice
examples and tools & widgets.
4. Connect stakeholders exchange and discuss
experiences and establish a joint knowledge base.

5. Demystify and enable holistic data sharing!
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THANKS – Reach out to us!
Esther Huyer
esther.huyer@capgemini.com
Capgemini Invent

Q&A

European Data Portal and
Support Centre for Data Sharing
@estherhuyer
@EU_DataPortal @EU_DataSharing

ABOUT CAPGEMINI INVENT
As the digital innovation, consulting and transformation brand of the Capgemini Group, Capgemini Invent
helps CxOs envision and build what’s next for their organizations. Located in more than 30 offices and 10
creative studios around the world, its 6,000+ strong team combines strategy, technology, data science
and creative design with deep industry expertise and insights, to develop new digital solutions and
business models of the future.
Capgemini Invent is an integral part of Capgemini, a global leader in consulting, technology services and
digital transformation. The Group is at the forefront of innovation to address the entire breadth of clients’
opportunities in the evolving world of cloud, digital and platforms. Building on its strong 50-year heritage
and deep industry-specific expertise, Capgemini enables organizations to realize their business ambitions
through an array of services from strategy to operations. Capgemini is driven by the conviction that the
business value of technology comes from and through people. It is a multicultural company of 200,000
team members in over 40 countries. The Group reported 2017 global revenues of EUR 12.8 billion.
This presentation contains information that may be privileged or confidential and is
the property of the Capgemini Group.
Copyright © 2019 Capgemini. All rights reserved.

Visit us at www.capgemini.com/invent

The eGovernment Benchmark framework

Policy priority
area

Top-level
benchmarks

Indicators

Methods

Domains (life events)

User Empowerment

Digital Single Market

Preconditions

Empowering Government

Seamless Government

Smart Government

User centricity

Transparency

Online availability

Public organisations

Online availability

Electronic documents (eDocuments)

Service
assessment

Usability

Service delivery

Usability

Electronic identification (eID)

Portal assessment

Mobile friendliness

Personal data

Electronic identification (eID)

Authentic sources

Organisation
assessment

Electronic documents (eDocuments)

Digital Post

Mystery Shopping

Mystery Shopping

Mystery Shopping

Automated tool

Citizen Mobility

Mystery Shopping

Business mobility

Key enablers

2016 + future even years

2017 + future odd years

Business start-up
Losing and finding a job
Studying
Family life (as of 2016)

Regular business operations
Starting a small claims procedure
Moving
Owning and driving a car

Security pilot (Service and portal assessment, automated tools)

Pilots

Income Tax pilot (Service assessment, Mystery Shopping)

The annual cycle of the eGovernment Benchmark
The eGovernment Benchmark cycle
▪ Benchmark
First
level activities are divided into 5 main stages

▪ The current research and reporting cycle was

set up
in 2012
▪ first
Second
level

▪ It monitors the EU eGovernment action plan
policy
priorities
• Third
level
▪ It evaluates eGovernment services of 8 Life
‒ Fourth
events
(userlevel
journeys), 4 each year
▪ Balancing consistency over time versus
updating the method to remain relevant
▪ Collaborative approach:
▪ EC and countries to agree on method
▪ Central research team (contractor) to manage the
process & implement method
▪ Mystery shoppers (contractor) to perform the data
collection
▪ Countries’ representatives to validate the
results

The eGovernment Benchmark
2019 report presents the data
collected in 2018

eGovernment
Benchmark

Countries particularly excel in User centricity, while limitedly focus
on serving users from fellow-EU countries
Key conclusions

Measurement: top-level benchmarks

▪ User centricity is the most advanced top-level benchmark
▪ Improving both Transparency and Key enablers is need to deliver
fully trusted services
▪ Moderate Cross-border mobility still impedes citizens and business
across Europe to operate across countries

▪
▪
▪
▪

User centricity
Transparency
Cross-border mobility
Key enablers

eGovernment performance per top-level benchmark
Overall average: 65
User centricity: 85
Transparency: 62
Cross-border mobility: 53
Key enablers: 58

