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ABSTRACT

The paper presents the results of a study focused on the so-called internal
aspect of e-government - i. e., the aspect of the civil servants. It is well-
known that in both Slovenia and most other countries there is a significant
discrepancy between the selection and the actual use of the possibilities that
e-government provides. A substantial number of researchers have been
intensely engaged in the study of factors inciting (mainly) the citizens to use
e-government. In our belief, those factors need also be searched for within the
internal e-government users, i.e. the civil servants. In this perspective, we
have examined: (1) their use of, and satisfaction with, information technologies in
the job context; (2) their skills required for e-government; (3) the effect of
e-government on their job, their organisation, and public administration in
general; (4) their views of further development of e-government within the
public administration. A number of results indicate that responsibility for the
low use of e-government by citizens and enterprises can in fact be partly ascribed
to the civil servants. Further, the research has revealed that the surveyed civil
servants lacked sufficient skills required for an active participation in the
development of e-government, and that this development has not resulted in
any vital changes in the operations of the public administration.

Key words: electronic administration, e-government, civil cervants, public
administration, Slovenia.
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1. Introduction

The development of electronic operations or administration (“business”)
within the public administration, which popularly has widely come to be simply
called “e-government,” has for several years been the focus of attention of
various interest groups and research fields. Externally, this development has in
practice mainly meant a rapid development of electronic services for various
user groups, particularly citizens and enterprises. And internally, it has meant
an increasing prevalence of non-paper communication among different administra-
tive bodies and various public databases, registers and cadastres, on which the
development of modern electronic civil service administration is based.

However, despite the apparently brisk and successful development, we
cannot be entirely satisfied with the achievements. In initial years, govern-
ments across the world and in Slovenia had mainly focused on a rapid develop-
ment of the selection of services without also seriously considering their ef-
fects, the potential users, their interests and expectations. At the beginning,
this trend was taken up by research which primarily focused on analysing the
selection of services, and the metrics and evaluation of the level of its develop-
ment. Only in the past two or three years did those trends begin to undergo
change, as it was becoming increasingly clear that in many aspects develop-
ment was going in the wrong direction, and that in determining priorities and
guidelines for further development, it was the users, their needs, expectations
and benefits that needed to be considered as paramount. It was after 2004
that the first empirical studies appeared in Europe focusing on investigating
the users’ expectations and satisfaction with e-government. Generally, those
studies mainly defined as users the external users, i.e. primarily citizens and
enterprises, which somewhat reduces the value of their results.

As far as we know, the first significantly comprehensive and extensive
European study of the users’ satisfaction with e-government and their expecta-
tions as to its further development was conducted in Slovenia within the Insti-
tute for Informatization of Administration, Faculty of Administration, in 2005-
2006. This study is so much more relevant because it also focused — in addi-
tion to the traditional user groups covered by similar research studies, such as
citizens and enterprises — on the internal users, i.e. the civil servants who,
according to our assumptions, play a major role in the promotion and spread of
the use of e-government.
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Due to the extensiveness of the study, whose results can be examined in
greater detail at the Institute for Informatization of Administration’s web page
(see Vintar et al.,, 2006a, 2006b, 2006c), the present paper only presents a
lesser part of it, i.e. the part that focused on the civil servants as internal e-
government users. Within it, we were primarily testing the following three
hypotheses:

Hypothesis 1: Civil servants are partly responsible for the low use of
e-government services by external users (citizens and enterprises).

Hypothesis 2: Civil servants lack sufficient skills required for an active
participation in the development of e-government.

Hypothesis 3: The development of e-government has not resulted in any
vital changes in internal operations of the public administration.

The following chapter presents details of the methodology used in the
implementation of empirical research. The third chapter describes the results
of certain similar, although not entirely comparable, studies mainly conducted
across Europe, while in Chapter 4 we compiled the most important results of
the presented part of our study, and in Chapter 5 tried to evaluate them.

2. Methodological framework

The survey was conducted through the use of questionnaires distributed
by e-mail in January 2006. The basis for the sampling frame was all the em-
ployees (with their own e-mail address) in the Slovenian state-level administra-
tive bodies and municipalities. The survey implementation phases were the
following. First, all the:

— state secretaries at the ministries,

— heads of the bodies within ministries (both their central and regional
units),

— heads of administrative units (i.e., local offices of central government),

— heads of municipal administrations or the municipal secretaries
(where there was no head person) or the mayors (where no other
data were available)

— were mailed a formal letter informing them

— that we were going to conduct a survey of civil servants via a
questionnaire that would be submitted to the organisation’s central
e-mail address, and
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— that we were asking the administrator of that central e-mail address
to forward the questionnaire to all full-time staff with their own e-mail

address, and to inform us:
— how many full-time employees there were in their

organisation,

— to how many addresses they have forwarded the

questionnaire.

Given that only a sample of the organisations had provided us with the in-
formation indicated in the last subparagraph, we were unable to use those
data for further analysis. Therefore we retrieved data on the sampling frame

size from the ISPO e-government IT data service', or its section incorporating

the number of full-time employees in state administration as of 1 July 2005.
We excluded from the sampling frame the police, the armed forces, the Proto-
col Service of the Republic of Slovenia, and the Slovenian Intelligence and Se-
curity Agency, while including into it all the municipalities. Being unable to
procure the data on the number of employees in the latter, we used in the
calculations the average of 10 employees per a municipality. This resulted in a
sampling frame of the size of 19,563 civil servants (Table 1).

Table 1: Sampling frame and the number of responses

Type of organ Number of % of Nr:r:ebi\e/;é)f % of received
employees employees r8SpPONSes responses

Government agencies 1251 6% 97 5,3%
Core ministries 4583 23% 134 7.4%
Bodies within ministries 8865 45% 808 44,4%
Administrative units 2934 15% 506 27,8%
Municipalities - up to o o
10.000 residents 1390 7% 76 42%
Municipalities - up to 0 9
20.000 residents 370 2% 87 4.8%
Municipalities - above o o
20.000 residents 170 1% 93 5.1%
Missing data - - 17 9%
Total 19563 100 % 1818 100 %

38

On 7 January 2006 we e-mailed the survey questionnaires to the central
e-mail addresses of the state administration bodies and the municipalities. We

1 http://e-uprava.gov.si/ispo/
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received 1818 responses in five weeks (Table 1). This being a large enough
and random, i.e. representative, sample, we may, taking into account the stan-
dard estimation error and a 95% confidence interval, generalise the results
calculated based on the entire sample, or the entire selection of responses. If
we were to make the sample representative by the respective categories of
organisations (i.e. stratums), the shares of responses would need to coincide
with the shares of employees; this would only be feasible if we got hold of an
exhaustive list of e-addresses of all the employees in public administration,
which at the time we were unable to do. In what follows we briefly present
the demographic structure of the surveyed municipal and state government
employees. Among the 1818 responses we had received, nearly one-half were
from the bodies within the ministries, 28% from the administrative units, and
14% from the municipalities (Figure 1). The rest came from the employees of
government agencies and core ministries.

Over one-half of the respondents had worked in public administration for
11 years or more; a similar percentage were over 39 years old, meaning that
they had already had a relatively high amount of experience with public ad-
ministration operation. As concerns their educational structure (Figure 1), 68%
had completed post-secondary college or undergraduate university studies,
followed by the graduates of secondary vocational and high schools (24%),
while 7% held a Masters, specialisation, or PhD. Over one-half of the respon-
dents held the position of an official, one-quarter were members of support
staff, and the rest belonged to the organisation’s management (Figure 1).

Figure 1: Shares of respondents by level of education (left) and
by type of position (right) (n=1818)

no answer PhD no answer
1%

specialisation or Masters
6%

school
24%

organisation's
manager (minister,
state secretary,

officials director, mayor -
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In addition to the questions asking the respondents to provide the basic
data about themselves, the survey questionnaire consisted of a succession of
the following four question groups:

— Group 1: questions about the use of, and satisfaction with, informati-
on technologies in the job context;

— Group 2: questions about the existent and desired skills required for
e-government;

— Group 3: questions about the effect of e-government on the job, the
organisation, and public administration in general,

— Group 4: questions about future trends in the development of e-
government within public administration.

The questionnaire was designed as a form in an Excel document, set and
protected so that the respondents were able to fill it in, save it, and e-mail it to
the appropriate address easily and correctly. This in turn enabled a simple
compilation of a database of responses, followed by a statistical analysis of it
in the SPSS programme package.

The present paper only presents the most interesting results in addition to
those needed to confirm or reject the proposed hypotheses. More detailed
results are available in Vintar et al. (2006a, 2006b, 2006c¢).

3. Existent research

This chapter presents an overview of certain studies that (at least indi-
rectly or partly) were concerned with the development and implementation of
e-government in the public administration environment as perceived by civil
servants, or the so-called internal e-government users.

Thus, an extensive study was conducted within the project of “Breaking
the barriers to e-government,” focusing on the barriers to the development of
e-government (Oxford Internet Institute, 2006). Results were provided by 996
respondents from over 60 countries (with 73% of them coming from the EU).
58% of the respondents worked in the public sector, and 49% also partici-
pated in the development and implementation of e-government.

The respondents were expected to provide information on the importance
of particular barriers in the development of e-government. To this end, they
were presented with 30 identified barriers clustered into nine groups: resistance,
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technical barriers, take up, administrative barriers, privacy, design, legal
barriers, costs, accessibility. Three barriers in particular seem to be paramount
according to the results: (1) coordination among the central, regional, and local
levels of government; (2) resistance to change by government officials; and (3)
lack of interoperability of IT systems.

Also interesting is the study called “Organisational Changes, Skills and the
Role of Leadership required by eGovernment,” conducted among those in
charge of the public administration in the EU countries (EIPA, 2005). Re-
sponses were procured from 19 Member States and Bulgaria, which at the
time was an acceding country. The survey focused on the organisational
changes, skills and leadership vital in implementing e-government and trans-
forming public services. The results indicate that in most countries that the
respondents come from, e-government action plans incorporate measures
pertaining to skills, organisational changes and leadership, while over one-half
of the countries also employ special instruments for identifying insufficient
skills. Among them, Denmark sticks out as particularly interesting, as it has
recently began to use two new tools: “competence barometer” and “compe-
tence game” (EIPA, 2005, p. 24, 27-28; see also ILO, 2007). The main findings
of the study are the following (EIPA, 2005, p. 59-60):

— organisational changes caused by the implementation and develop-
ment of e-government have been gradual rather than radical,

— different skills and competences that the development of e-
government requires need to be identified and defined; ICT skills are
non-problematic, while more stress should be placed on planning and
management, skills in the field of interpersonal relations, and social
and communication skills;

— the managers must ensure that the decisions taken reflect the orga-
nisation’s specific needs in line with its long-term strategy; they must
also ensure that the skills and human resources are developed to an
appropriate level.

Internal e-government users were also dealt with by a study conducted in
the UK (Jones and Williams, 2005). Its results are reason for concern, as they
indicate that the public servants are insufficiently involved in the implementa-
tion of the ICT; no less than 39% distrusted the management’s decisions relat-
ing to the ICT, 32% had not been given the chance to express their views con-
cerning the ICT in their work, and 29% had not been consulted by anyone with
respect to the implementation of the IT. No less than two-thirds of the servants
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had not participated in the decision-making concerning the implementation of
the technologies, which is — as the study has also found — a serious problem.
The (public) managers were no less critical; 28% thought that their staff's IT
skills needed to improve, only 16% maintained that their organisation provided
its staff with excellent IT training courses, only 27% were confident that the
staff were able to effectively use the ICT, and only 29% consulted their staff
with respect to the ways in which ICT are used at work (Jones and Williams,
2005, p. 23-25). The study includes some recommendations, such as the fol-
lowing (Jones and Williams, 2005, p. 38-39):

— |ICT-related decision-making processes must involve all those who
would use those technologies, particularly when this would affect the-
ir day-to-day work;

— the question must be asked of what would the effects of |ICT-related
projects be (e.g. what is it that the citizens need and expect);

— project management skills are indispensable;

— the purpose of technology cannot simply be a »digitalisation« of
existent processes, but rather it needs to be considered how they
could be changed;

— the departments within an organisation, as well as their processes,
need to be linked to each other;

— staff need to be trained and educated,;

— a two-way communication with the servants needs to be ensured; it
must be clear how they perceive the changes.

Opinions of senior civil servants about the development of e-government
were also researched by a study conducted in the USA (Hart-Teeter, 2003). It
was found that e-government had (already) become an integral part of Ameri-
can governance, although nearly one-half of the respondents (44%) thought
that the lack of financial resources was an obstacle on the path to e-
government (Hart-Teeter, 2003, p. 22, 24). Anyhow, 82% of them believed
that e-government had a highly (36%) or partly (46%) positive effect on the
way that government operates, while an even higher share of “optimists” was
recorded concerning the effects to be expected in the following 5-10 years
(Hart-Teeter, 2003, p. 24-25). As concerns further development of e-
government, more than one-half (56%) thought it was necessary to expedite
the spread of the Internet for the communication between the citizens and the
administrative bodies on grounds that e-government provided possibilities for

Uprava, letnik VI, 4/2008



Juki¢, Kunstelj, De€éman, Vintar
Civil Servants’ View of the Development of
e-Government in Slovenia

better services, communication and efficiency, while 35% were in favour of a
slower development of it on grounds that many citizens lacked access to the
Internet, in addition to which they saw unresolved issues concerning the secu-
rity and privacy of such operations (Hart-Teeter, 2003, p. 27).

4. Research results

This chapter presents the research results grouped into four subchapters:

— the use of, and satisfaction with, information technologies in the job
context;

— skills required for e-government;

— the effect of e-government on the job, the organisation, and public
administration in general,

— views of further development of e-government within public admini-
stration.

4.1 The use of, and satisfaction with, information
technologies in the job context

As the survey was conducted via e-mail, the questionnaire only included
the civil servants using personal computers and e-mail, but the error due to the
non-inclusion of non-users is certainly not significant. Thus we may conclude
that all respondents use personal computers and electronic mail, while Internet
is used by 95% of them (Figure 2). A large majority use the said IT in their
work every day: the computer 99%, electronic mail 93%, and Internet 72%.

Digital certificates, being frequently used today for both remote access to
application programmes or web services and user identification and digital
signing, are only used by 26% of the respondents (Figure 2), while 5% of them
plan to start using them.

Further, the results indicate that practically all the surveyed employees
(97%) use the basic computer solutions or application programmes such as
Word, Excel and similar, and a majority of them (77%) also use specialised
computer solutions such as documents management applications (e.g. SPIS),
accounting applications (e.g. MFERAC), and applications facilitating the imple-
mentation of work processes (Figure 2).
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Figure 2: Use of information technologies in the work of the surveyed
civil servants (n=1818)

computer 100%
e-mail 100%
Internet 95%
digital certificates 26%
basic computer applications 97%
specialised computer applications 7%
Oi%a 2(;% 4(;% 6(;% 8(;% 100%

All respondents were also asked to assess within a 1-5 scale® how well
they are provided in their job with hardware and software with regard to the
needs of their work. On average, the respondents are less than satisfied in this
case — the average value of responses being 3.91.

The respondents also answered questions about their knowledge and use
of the state web portal e-Government. It seems that 12% of the surveyed civil
servants are not acquainted with this portal. Among those who know it, the
majority use it at least once a week (41% of those asked or 36% of all respon-
dents), followed by those using it at least once a month (23% of those asked
or 20% of all respondents), while 8% of those who know it (i.e., 7% of all re-
spondents) have so far never used it. Those not knowing the portal were addi-
tionally asked how much interest they had to start using it. Disappointingly, the
majority (56%) expressed little interest, 38% were keen to start using it, while
6% expressed no interest at all.

We also examined how satisfied the civil servants were with the process
of implementing e-government in their job context, their organisation, and the
public administration in general. The results indicate (Figure 3, Table 2) that
they are the most satisfied with the process of implementing e-government in
their job context (the mean value of responses being 3.77), and the least satisfied
with this process in the public administration in general (the mean value of re-

2 1 - very badly, 5 - very well
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sponses being 3.64), while the satisfaction with this process in their organisa-
tion was on average estimated at 3.70.

Figure 3: The surveyed civil servants’ satisfaction with the process of
implementing e-government in their job context, in their organisation,
and in public administration in general (n=1818)

5 70
-+ 60
4 1 50
77
> 37 3,64 | 40
c 3 i
3 ° T B N i S 5
1S L 30 L 2
(2]
s
L 20
2 | || | |
L 10
1 [l 0
in theirjob in their in public
context organisation administration
in general
[ very unsatisfied [ satisfied
[ unsatisfied W verysatisfied
M neithernor H noanswer

We also inquired about trust that civil servants have in doing business in
the public administration electronically. The results indicate (Table 2) that most
of them (64%) do trust in such administration, while there are also many who
are less trustful, which is reflected in the mean value of responses (3.72%).

3 1-notatall, 2 - no, 3 - neither nor, 4 -1do, 5 - very much
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Table 2: The surveyed civil servants’ trust in doing business in the pub-
lic administration electronically - left (n=1818), and their satisfaction
with the process of implementing e-government - right (n=1818)

Satisfaction with e-government implementation
Trust in e-government

in the job context in their organisation in PA in general

n % n % n % n %

not at all 7 4 25 1.4 19 1,0 16 9
no 104 5,7 87 4.8 108 5,9 94 5,2
neither nor 388 21,3 334 18,4 381 21,0 468 25,7
| do 1.1564 63,5 1.174 64,6 1.055 58,0 1.027 56,5
very much 117 6,4 178 9,8 143 7.9 97 5,3
no answer 48 2,6 20 11 112 6,2 116 6,4

average 3,72 3,77 3,70 3,64

4.2 Skills required for e-government

In this context, the respondents were asked to assess within a 1-5 scale:

— the level of their skill and competence in computering and information

technologies;

— their knowledge of different ways in which e-government can be used
by themselves as civil service employees;

— their knowledge of different ways in which e-government can be used
by their clients (citizens, enterprises).

The results indicate (Table 3) that the surveyed civil servants best as-
sessed their skill and competence in computering and information technologies
(the mean value of responses being 3.65), followed by knowledge of different
ways in which e-government can be used by civil servants (3.42), while the
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worst assessment was given to the knowledge of different ways in which e-
government can be used by their clients (3.16).

Table 3: Assessments of the level of the respondents’ skill and
competence in computering and information technologies, and of
their knowledge of different ways in which e-government can be
used by civil service employees and their clients (n=1818)

level of skill and familiarity with e- familiarity Wlth e
- b government possibilities
competence in government possibilities offered to customers
computering and IT for public servants outside PA

n % n % n %
very bad 9 5 22 1,2 55 3,0
bad 127 7.0 191 10,5 354 19,5
neither nor 485 26,7 632 34,8 658 36,2
good 1.021 56,2 851 46,8 625 34,4
very good 146 8,0 65 3,6 62 34
no answer 30 1,7 57 3,1 64 3,5
average 3,65 3,42 3,16

We also desired to be told where the respondents had acquired their IT
skills, providing them with answers from which they could choose more than
one (Table 4). The results indicate that they the least frequently acquired their
IT skills within training courses paid for by themselves (5.9%) and within regu-
lar education (30%), and the most frequently by self-training (63%) and within
the courses organised by the organisation that employs them (45%). Those
who replied that they had gained skills within organised courses were addi-
tionally asked how long the training had lasted. An analysis indicates (Table 4)
that those trainings mainly lasted up to two weeks (68%).
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Table 4: Forms in which the surveyed civil servants acquired their IT
skills (left, n=1818), and the total duration of organised additional
trainings (right, n=1269)

n % no.of weeks n %
within regular education 537 29,5 lessthan 1 409 32,2
self-training 1.141 62,8 from1t0o2 449 35,4
training courses paid for by themselves 108 5,9 from2to5 277 21,8
within the courses organised in the organisation that 700 385 more than 5 109 8.6
employs them
within the courses organised by the organisation that 823 453 noanswer 25 2.0
employs them
no answer 20 1.1

We also wanted to find out in which fields the civil servants would need
additional IT skills. The respondents were allowed to choose several answers.
It seems (Table 5) that the most needed skills were those related with the use
of various specialised application programmes and e-services (57%), and the
functioning and use of databases (45%). Training in the use of Excel also ranks
highly, coming third (35%).

Table 5: Fields in which the surveyed civil servants would need
additional IT skills (n=1818)

n %
the use of various specialised application programmes and e-services 1043 57.4
functioning and use of databases 819 45,0
usage of electronic spread-sheets (eg. Excel) 640 35,2
planning and building of information systems 393 21,6
process management and process organisation 391 21,5
Internet usage 342 18,8
basic ICT knowledge 326 17,9
e-mail usage 267 14,7
usage of word processor (eg. Word) 226 12,4
web technologies, secure e-business, digital signature 6 0,3
Power Point presentations 4 0,2
foreign language 2 0,1
no answer 130 7,2
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4.3 The effect of e-government on the job, the
organisation, and public administration in general

The next group of questions referred to an estimation of the effects that
the implementation of e-government has had. The questions were of the
closed type, and formulated so that in spite of descriptive answers, the lower
value always represented a worse condition, e.g. the time needed to perform a
task is: 1-significantly longer; 2-longer; 3-unchanged; 4-shorter; 5-significantly
shorter (Figure 4). The changes ranked by the respondents as the most “nega-
tive” include greater range of tasks (the mean value of responses being 2.69),
greater work load (2.74), and more demanding work (2.85) (Figure 4). Among
the positive experiences, the one sticking out is less time required to perform
a task and greater transparency of operations (3.84), followed by smoother
dealings with the civil servants working outside the respondents’ organisation
(3.77), and a higher quality of the services for the clients both within and out-
side the civil service (3.75).

Figure 4: Levels of changes produced by the implementation of
e-government in the surveyed civil servants’ job context (n=1818)

transparency ] 3,84

time of task execution ]3.84

cooperation with public servants outside organisation 13,77

response time of public servants outside organisation 13,75

quality of services for internal and external customers 13,75

personal satisfaction 13,72

response time of public servants inside organisation 13,72

cooperation with public servants inside organisation ]3,65

variety of tasks ]3,62

customers satisfaction 13,58

the number of mistakes ]3,52

communication with superiors ]3,49

kindness in relation to customers ]3,41

paper consumption at workplace ]3,35

the number of customers contacting personally or by phone 13,18

]3,10

empowerment
complexityoftasks [ 28
workload 12,74
rangeoftasks [ 1269

2,0 25 3,0 35 4,0
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We were also interested in the general effect that the use of e-
government has had so far. Although most respondents judge (Table 6) that
this effect on their job, their organisation, and public administration in general
has been positive, there is also a significant share of them who are not entirely
sure about this (the mean value of all responses being 3.87%. The effect esti-
mated as the least positive is that on the job (3.85), followed by the effect on the
organisation (3.87), and that on the public administration in general (3.89) (Table 6).

Table 6: Assessments of the general effect that the use of
e-government has so far had on the respondents’ job, their
organisation, and public administration in general (n=1818)

on the job on their organisation on the PA in general

n % n % n %
very negative 3 0,2
negative 15 0,8 8 0,4 4 0,2
neither nor 407 22,4 362 19,9 353 19,4
positive 1.162 63,9 1.208 66,4 1.189 65,4
very positive 174 9,6 153 8,4 166 9,1
no answer 57 3.1 87 4,8 106 5,8
average 3,85 3,87 3,89

We also desired to learn whether civil servants call the attention of their
clients to the ways in which they can use e-government. The results indicate
(Table 7) that most of them (55%) do so occasionally, while only 26% do so
regularly.

Table 7: The civil servants’ calling of the clients’ attention to the ways
in which they can use e-government (n=1818)

n %
yes, always 479 26,3
yes, sometimes 1002 55,1
no, never 265 14,6
no answer 72 4.0

4 1 - very negative, 2 - negative, 3 - neither nor, 4 - positive, 5 - very positive
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4.4 Desired trends in the development of e-government

With the purpose of learning from the surveyed civil servants their views
of desired trends in the further development of e-government in Slovenian
public administration, we (among other things®) presented them with 12 possi-
bilities of further development, asking them to assess their importance® (Figure 5).
The respondents attributed the highest importance to trainings of civil servants
(the average assessed importance being 4.47). The latter were followed by a
shared use of public administration data (4.41), the implementation of common
electronic administrative solutions and cooperation among the public admini-
stration bodies (4.36), and greater security of electronic operations in the public
administration (4.35). Interestingly, the lowest average assessed importance
(4.00) was attributed to a thorough reengineering of administrative procedures.

Figure 5: Assessed importance of different possibilities of further
development of e-government (n=1818)

education and training for new technologies and
applications of e-government

data sharing among administrative bodies

introduction of joint applications and cooperation among
administrative bodies

greater security/privacy in public administration e-business
simplifying use of e-services for customers

optimisation of administrative procedures

introduction of life-event based e-services

expanding the number of e-services for customers

larger involvement of public servants during e-
government development

simplifying use of existing applications

implementation of new applications

thorough reengineering of administrative procedures

3,7 38 39 4 41 42 43 44 45 46

One of the questions referred to the challenges which according to the
respondents’ opinion their organisation will have to face in the development

5 More detailed results are available in Vintar et al. (2006a, 2006b, 2006c¢).
6 1 - totally unimportant, 2 - unimportant, 3 - neither nor, 4 - important, 5 - very important.
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and implementation of e-government in the following five years. They were
given a list of 11 possibilities with an additional one to write down their own
opinion, among which they were supposed to choose maximally three possi-
bilities”. Similarly as with the previous question (Figure 5), the challenge that
comes first (being chosen by 48% of the respondents) is that of improving the
civil servants’ competences. It is followed by improving the information flow
among the public administration bodies (43%), and encouraging an innovative
frame of mind within the organisation and including the employees in improv-
ing the ways in which operations are conducted (35%). They, in turn, are fol-
lowed by two approximately equally frequently chosen or assessed factors, i.e.
improving the information flow within the organisation (33%), and translating
ideas into feasible services, processes and procedures (32%) (Table 8).

Table 8: Factors which the respondents see as the greatest challenges
that their organisation would have to face in the development and
implementation of e-government in the following five years (n=1818)

n %

improving public employee skills 863 47,5
improving data sharing among public administration bodies 787 43,3
introducing an innovating approach to organizations and inclusion of

o . . 635 34,9
employees in improving the operating methods
improving information flows inside organisations 591 32,5
remoulding ideas into feasible services, processes and procedures 577 31,7
introducing of efficient team-work 501 27,6
assessing customers’ need 499 27,4
acquiring of financial resources 489 26,9
introducing new services/processes 426 23,4
mastering of changes-related fear 380 20,9
acquiring of leadership’s support for introducing changes 269 14,8
no answer 71 3,9
other 20 1.1

7 Analysis of the responses later revealed that a significant number of respondents chose
more answers, some even all of them; in the statistical analysis, all were included in the
calculations.
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5. Discussion

This chapter discusses the above presented research results and, in rela-
tion with them, the confirmation or rejection of the hypotheses presented in
the introduction to this paper. The results are attempted to be compared with
other, similar research studies presented at the beginning of the paper.

5.1 Hypothesis I: Civil servants are partly responsible
for the low use of e-government services by
external users (citizens and enterprises)

We have established with certainty that civil servants are partly responsi-
ble for the low use of e-government services by external users (citizens and
enterprises), thus confirming our first hypothesis. This is indicated by a number
of the results of our survey, while the fact sticking out most prominently is that
12% of the respondents are not even acquainted with the existence of the
state web portal e-Government, which is the entry point to all Slovenian e-
government information and services, while 8% of those who do know it have
so far never used it. Further, the results indicate that civil servants do not
know well the different ways in which they (3.42) and their clients (3.16) can
use e-government; even more — they know the latter significantly less well
than the former. It is thus not really surprising that only 26% of the respon-
dents regularly call the attention of their clients to the different ways in which
they can use e-government. It is indeed surprising, though, that a high level of
trust in electronic civil service administration is not prevalent among the civil
servants (3.72), for which, however, they cannot entirely be themselves
deemed responsible, as it is the management or the initiators of e-government
projects who are responsible for awareness-raising regarding the new ways of
operating, but still — 21% of the respondents belong to this group (17% are in
charge of an internal organisational unit and 4% in charge of an organisation). It
is interesting, however, that the respondents holding top positions trust
somewhat more than other ones in e-government. It is obvious, then, that they
do not spread this “climate” onto other employees. Also interesting, as well as
reason for concern, is that it is the respondents from the local offices of central
government (“administrative units”) who trust the least in e-government
(3.67), as it seems that administrative units have so far enjoyed preference in
the implementation of e-government.
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5.2 Hypothesis lI: Civil servants lack a sufficient
amount of skills required for an active
participation in the development of e-government

It is also clear that the surveyed civil servants do not posses highly im-
pressive skills required for an active participation in the development of e-
government. They themselves have not assessed the level of their skill and
competence in computering and information technologies as good (3.65) and,
as has already been mentioned above, they assessed as even worse their
knowledge of different ways in which they (3.42) and their clients (3.16) can
use e-government. Nevertheless, the respondents undoubtedly deserve
praise, as they have acquired the majority of their IT skills by self-training
(63%). That there still remains a lot of room in the civil servants’ acquiring of
new skills is also indicated by the fact that it was precisely their training in the
use of new technologies and e-government solutions that was judged as the
most important (4.47) of the 12 listed factors of further development of e-
government. In addition, the respondents believe that improving the civil ser-
vants' competences is one of the most important challenges that their organi-
sation will have to face in the development and implementation of e-
government in the following five years.

5.3 Hypothesis lll: The development of e-government
has not resulted in any vital changes in internal
operations of the civil service

We may also find that the development of e-government has not resulted
in any vital changes in internal operations of the public administration, and thus
the third hypothesis is also confirmed. That is to say, according to the research
results, there is still a great deal of room for improvements, as the average
estimated value for none of the assessed effects or changes that the imple-
mentation of e-government had brought to the respondents’ job exceeds the
value of 4. In addition, it seems that for the time being, if the surveyed civil
servants are asked, we may not even expect any thoroughgoing changes and
thus significant effects in the sense of effectiveness and efficiency of opera-
tions in the near future — that is to say, they deemed a thorough reengineering
of administrative procedures in further development of e-government to be
important (4,00), but still the least important of the 12 possibilities listed.
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5.4 Comparison with other research studies

Because studies of internal e-government users (civil servants) are ex-
tremely rare (or at least rarely publicly published), and even those that do exist
differ substantially according to the methodology employed, their results can
only be compared with ours very “approximately,” and with an appropriate
measure of caution. Thus, the Oxford Internet Institute’s study (2006) found
resistance to change on the part of the civil servants as one of the main barri-
ers to the development of e-government. Indirectly, our study reveals some-
thing similar; that is to say, as mentioned in the previous paragraph, the sur-
veyed civil servants found a thorough reform of administrative procedures to
be important for further development of e-government, but nevertheless the
least important of the 12 possibilities listed — although it is vital in the devising
of services that would suit the users (see Kunstelj, 2004).

The second study (EIPA, 2005) finds that organisational changes caused
by the development and implementation of e-government in the EU have been
gradual rather than radical. Generally speaking, we may say that our study im-
plies something similar; among the 19 changes (resulting from the implemen-
tation of e-government in the job context) assessed by the respondents, none
reached a mean value of 4,00 (the highest mean value being 3,84) — bearing in
mind that a lower value always represented a worse condition. Further, the
said study finds that skills in the field of information and communication tech-
nologies are non-problematic while greater stress should be placed on skills
from the field of interpersonal relations, and social and communication skills.
The latter undoubtedly also deserve a high level of attention, while it must not
be overlooked that the respondents in our survey assessed their skill in com-
putering and information technologies with a rather low mean value of 3.65, so
that here also are many possibilities for improvement.

Further, Jones and Williams (2005) find in their study that two-thirds of
the surveyed civil servants had not been involved in the decision-making re-
lated with the implementation of information technologies, while encouraging
an innovative frame of mind and involving the employees in improving the
operations are one of the most important factors that our respondents believe
would be the biggest challenges in further development and implementation of
e-government in the following five years.

It also seems that the lack of resources is a still existent challenge of the
development of e-government. This was already pointed out by the surveyed
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senior civil servants in a research study (Hart-Teeter, 2003), while 27% of our
respondents felt that the acquiring of financial resources would be one of the
challenges of further development and implementation of e-government.

6. Conclusion

We found in the paper that civil servants bear part of the responsibility for
the low use of e-government services by external users (citizens and enter-
prises). However, as just said, only part of the responsibility can be attributed
to them. Other reasons are to be sought in the still-too-low share of Internet
users (approximately one-half of the citizens used it in 2007) as well as the fact
that the existent e-government services do not bring a sufficient added value
to the citizens (see also Kunstelj et al., 2007), due to which they still prefer to opt
for the traditional ways of handling the matters with the public administration.

That more is needed for a success story about e-government than a mere
provision of ever new services to be available at the World Wide Web has long
been known. It seems, however, that the so-called internal users (civil ser-
vants) deserve and require equal, if not even greater attention than do their
clients, or external users (citizens and enterprises). Promotion of e-
government is thus also needed within public administration, and so are,
primarily, education and training in the use of new information and commu-
nication technologies, and motivation-raising and encouragement of the
employees to participate in the development of new procedures, services
and IT solutions supporting them.
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POVZETEK

POGLED JAVNIH USLUZBENCEV NA
RAZVOJ E-UPRAVE V SLOVENUJI

V prispevku predstavljamo rezultate raziskave, osredotoene na t.i.
notranji vidik e-uprave - vidik javnih usluzbencev. Znano je, da obstaja
med ponudbo in dejansko uporabo moznosti, ki jih ponuja e-uprava, tako
v Sloveniji kot tudi v veéini drugih drzav, precejSen razkorak. Ne-malo
raziskovalcev se intenzivno ukvarja s prou¢evanjem dejavnikov, ki vplivajo
na odloditev (predvsem) obéanov o uporabi e-uprave. Menimo, da je pot-
rebno te dejavnike iskati tudi med notranjimi uporabniki e-uprave, torej
javnimi usluzbenci. Pod drobnogled smo vzeli:

(1) uporabo in zadovoljstvo z informacijsko tehnologijo na delovnem
mestu;
(2) znanja, potrebna za e-poslovanje;

(3) vplive e-poslovanja na delovno mesto, organizacijo in upravo
kot celoto;

(4) mnenja o nadaljnjem razvoju e-poslovanja v javni upravi.
Pri tem smo testirali tri hipoteze:

Hipoteza 1: Javni usluzbenci so delno odgovorni za nizko uporabo
storitev e-uprave s strani zunanjih uporabnikov (obéanov in podjetij).

Hipoteza 2: Javni usluzbenci nimajo dovolj znanj, potrebnih za aktivho
sodelovanje pri razvoju e-uprave.

Hipoteza 3: Razvoj e-uprave ni povzrodil bistvenih sprememb v notra-
njem poslovanju uprave.

Med 1818 prejetimi odgovori jih je bilo skoraj polovica iz organov v
sestavi ministrstev, 28 % iz upravnih enot in 14 % iz ob¢in. Ostale odgovo-
re smo prejeli od zaposlenih v vladnih sluzbah in ministrstvih. Veé¢ kot
polovica anketirancev je v javni upravi zaposlenih ze 11 let ali ve¢; podo-
ben odstotek anketirancev je bil tudi starejSi od 39 let, kar pomeni, da so
imeli anketiranci ze relativno veliko izkuSenj s poslovanjem v javni upravi.
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Rezultati kazejo, da vsi anketiranci uporabljajo osebni ra¢unalnik in
elektronsko posto, internet pa uporablja 95 % anketiranih javnih usluzbencev;
praktiéno vsi anketirani javni usluzbenci uporabljajo osnovne racunalniske
reSitve oziroma aplikacije (97 %) kot so Word, Excel ipd., ve€ina (77 %) pa
tudi specializirane ra¢unalniske reSitve, kot so npr. aplikacije za vodenje
dokumentarnega gradiva (npr. SPIS), raGunovodske aplikacije (npr. MFE-
RAC) in aplikacije za pomo¢ pri izvajanju delovnih procesov. Digitalna
potrdila uporablja le 26 % anketirancev.

V sploSnem anketiranci niso (zelo) zadovoljni s tehnolosko in pro-
gramsko opremljenost svojih delovnih mest glede na potrebe, ki jih imajo
pri delu - srednja vrednost odgovorov je 3,91.

Zanimivo, 12 % anketiranih javnih usluzbencev ne pozna drzavnega
spletnega portala e-Uprava. Med tistimi, ki ga poznajo, je najve¢ takih, ki
ga uporabljajo vsaj enkrat na teden (41 % vprasanih), sledijo jim tisti, ki
portal uporabljajo vsaj enkrat na mesec (23 % vpra$anih), 8 % poznaval-
cev pa portala e-Uprava $e nikoli ni uporabilo. Med tistimi, ki tega portala
ne poznajo, jih je vedina (56 %) izrazilo malo zanimanja za njegovo upora-
bo, 38 % jih uporaba portala zelo zanima, 6 % anketirancev pa za to ni
izrazilo zanimanja.

Rezultati tudi kaZzejo, da anketiranci ne zaupajo najbolj v elektronski
nacin poslovanja v javni upravi - srednja vrednost odgovorov je 3,72.

Kaze tudi, da je prostora za izboljSave dovolj tudi pri znanjih in uspo-
sobljenosti anketirancev na podro¢ju ra¢unalnistva in informatike (srednja
vrednost odgovorov je 3,65), kot tudi pri poznavanju moznosti, ki jih
e-uprava nudi njim (3,42) in njihovim strankam (3,16).

Zeleli smo tudi izvedeti, na katerih podrogjih bi javni usluzbenci potre-
bovali dodatna informacijska znanja. Anketiranci so lahko izbrali veé
odgovorov. Kaze, da anketirani javni usluzbenci najbolj potrebujejo znanja
o uporabi razliénih specializiranih aplikacij in e-storitev (57 %) ter znanja o
delovanju in uporabi zbirk podatkov (45 %). Na visoko tretje mesto se
uvrsca tudi izobraZevanje s podrocja Excela (35 %).

Rezultati nadalje kazejo, da vedina (anketiranih) javnih usluzbencev svojih
strank ne opozarja redno na moznosti, ki jim jih nudi e-uprava - 55 % jih to
pocéne véasih, vedno pa le 26 % anketiranih javnih usluzbencev.

Nadalje je mo¢ ugotoviti, da ve€je spremembe, ki bi jih anketirani jav-
ni usluzbenci obc¢utili na svojih delovnih mestih zaradi uvedbe
e-poslovanja, Se niso opazne (nobena od ocenjevanih sprememb ne presega
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vrednosti 4). Med najbolj »negativhe« spremembe so anketiranci uvrstili vedji
obseg nalog (srednja vrednost odgovorov je 2,69), ve¢jo obremenjenost
(2,74) in vedjo zahtevnost izvajanja nalog (srednja vrednost odgovorov je
2,85). Med pozitivnimi izkuSnjami izstopata krajSi ¢as izvajanja nalog in
veéja preglednost poslovanja (3,84), sledita pa mu boljSe sodelovanje z
usluzbenci, s katerimi anketiranci sodelujejo izven svoje organizacije (3,77)
ter vecja kakovost storitev za stranke znotraj ali izven uprave (3,75).

Izmed 12 nastetih moznosti za nadaljnji razvoj elektronskega poslova-
nja v upravi se anketirancem zdi najbolj pomembno izobrazevanje javnih
usluzbencev (povpreéna ocena pomembnosti 4,47); sledijo skupna raba
podatkov javne uprave (4,41), uvedba skupnih elektronskih resitev poslo-
vanja in sodelovanje med organi javne uprave (4,36) ter vecja varnost
e-poslovanja javne uprave (4,35). Zanimivo je, da so najmanjSo povpre¢no
oceno pomembnosti (4,00) anketiranci namenili prenovi upravnih postop-
kov.

Brez dvoma lahko ugotovimo, da so javni usluzbenci delno odgovorni
za nizko uporabo storitev e-uprave s strani zunanjih uporabnikov
(ob&anov in podijetij) ter tako potrdimo naso prvo hipotezo. To nakazujejo
Stevilni rezultati nase raziskave, v prvi vrsti pa izstopa dejstvo, da 12 %
anketirancev sploh ne pozna drZzavnega spletnega portala e-Uprava, ki
predstavlja vstopno to¢ko do vseh informacij in storitev e-uprave, med
njegovimi poznavalci pa je 8 % takih, ki tega portala $e nikoli niso uporabi-
li. Nadalje rezultati kazejo, da javni usluzbenci ne poznajo dobro moznosti,
ki jih njim (3,42) in njihovim strankam (3,16) nudi e-uprava; Se ve¢ - sled-
nje so jim znane precej manj kot prve. Zato niti ne preseneca, da le 26 %
anketirancev svoje stranke redno opozarja na moznosti, ki jim jih nudi
e-uprava. Preseneda pa, da med anketiranimi javnimi usluzbenci ne pre-
vladuje visoka stopnja zaupanja v elektronski nacin poslovanja v javni
upravi (3,72), vendar jim za to ne moremo v celoti naprtiti odgovornosti,
saj je osvesCanje o novih nacinih poslovanja v pristojnosti vodij oziroma inicia-
torjev projektov e-poslovanja, pa vendar - teh je med anketiranci 21 % (17 %
vodij notranjih organizacijskih enot ter 4 % vodij organizacij). Zanimivo pa
je, da anketiranci, ki zasedajo vodilna delovna mesta, v e-poslovanje v
javni upravi zaupajo nekoliko bolj od ostalih anketirancev. O¢itno torej te
»klime« ne Sirijo na ostale zaposlene. Zanimivo in hkrati zaskrbljujoce je
tudi, da anketiranci iz upravnih enot najmanj zaupajo v elektronski nacin
poslovanja v javni upravi (3,67); zdi se namrec¢, da so imele upravne enote
pri dosedanjem uvajanju e-poslovanja prioriteto.
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Prav tako je ocitno, da anketirani javni usluzbenci nimajo zavidanja
vrednih znanj, potrebnih za aktivnho participacijo pri razvoju e-uprave.
Ravni svojih znanj in usposobljenosti na podroc¢ju raéunalnistva in infor-
matike sami niso ocenili kot dobre (3,65), Se slabSe pa, kot Ze zgoraj
omenjeno, so ocenili poznavanje moznosti, ki jih e-uprava ponuja njim
(3,42) in njihovim strankam (3,16). Brez dvoma pa si anketiranci zasluzijo
pohvalo, saj so veéino svojih informacijskih znanj pridobili s samoi-
zobrazevanjem (63 %). Da je na podroc¢ju pridobivanja novih znanj
javnih usluzbencev Se veliko prostora, kaze tudi dejstvo, da so izmed
12-ih dejavnikov nadaljnjega razvoja e-uprave kot najpomembnejSega
ocenili prav izobrazevanje javnih usluzbencev za uporabo novih teh-
nologij in reSitev e-poslovanja (4,47). Prav tako so anketiranci mnen-
ja, da je izboljSanje usposobljenosti javnih usluzbencev eden najpo-
membnejsih izzivov, s katerimi se bodo morale sooditi njihove orga-
nizacije pri razvoju in uvajanju e-poslovanja v naslednjih petih letih.

Ugotoviti je tudi moZzno, da razvoj e-uprave ni povzroéil bistvenih
sprememb v notranjem poslovanju uprave, tako potrjujemo tudi tretjo
hipotezo. Prostora za izboljSave je namreé, sode€ po rezultatih raziskave,
Se zelo veliko, saj povpreéne ocene nobenega od ocenjevanih vplivov
oziroma sprememb, ki jih je prinesla uvedba e-poslovanja na delovna
mesta anketirancev, ne presegajo vrednosti 4. Kaze pa tudi, da, Ce
vprasamo anketirane javne usluzbence, nekih radikalnejSih sprememb in s
tem vedjih ucinkov v smislu uéinkovitosti in uspes$nosti poslovanja tudi Se
ne gre pricakovati - temeljita prenova upravnih postopkov pri nadaljnem
razvoju e-poslovanja v upravi se jim je namre¢ zdela pomembna (4,00),
vendar izmed 12-ih nastetih moznosti najmanj pomembna.
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