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Building a system which:

Â Offers user-friendly browsing of government services 

Â Enables everyone, with a single click, to display a summary of his or her 

relations with the general government

Â Simplifies and encourages the use of online services 

While:

Â Improving the visibility of teleservices

Â Encouraging the use of electronic documents

Â Providing government departments with the infrastructures needed to 

optimise user relations

Â Making the most of existing resources ïthe new system is for use and must 

therefore build on the existing resources at Service-Public.fr
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Â Using the results of experiments
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Context of experimentation

Â 5 partners (including two for the federation of identities): ANPE, CAF (the national 

organisation and the CAF unit in Valence), Documentation Française, Ministry of 

National Education, Ministry of Justice

Â 418 testers (in two waves) recruited by the partners and through the web for the 

period from 4 May to 12 July 2006

Â An assistance service ïtelephone, e-mail 

Â The proposed portal had already been tested internally (pre-pilot: 40 internal testers 

at the DGME)

Â A qualitative study

ð 30 telephone interviews with testers

ð 2 focus groups ïValence and Paris ï

Â a quantitative study

ð A self-administered questionnaire available via a hyperlink sent by email 

ð 193 respondents/418 participants, i.e. 46% of the testers.

Â An online forum 
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Pilot home page
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Strengths

Â A  high degree of satisfaction with the proposed services

Â Definite interest for the proposed services, and a keen interest for some, 
such as: 

ð The federation of identities, which was understood, considered useful and easy to 
use by 76% of all users 

Â A portal which is easy to use

Â A portal whose perceived level of security is satisfactory and whose users 
tend to feel secure

Â Limited concern about the storage of personal data

ð 74% of all users feel in control of the use which may be made of their personal 
data

17%50% 33%

Online procedures Information Other

80% 20%

Simple Complicated
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Weaknesses

Â The overall purpose of the service is relatively difficult to 

determine

ð The usefulness of the system depends mostly on the number of partners 

linked to the system

Â The utilisation frequency is relatively low: 2/3rd of all testers 

connected fewer than 5 times during the test period

Â There is a gap between the perceived security and the actual 

security of the system.

ð The identifier and the password are easy to use and most users are not 

even aware that some authentication methods are safer than others 

(dynamic password by SMS, certificate on chip card, etc.)

Â The partner-based approach requires considerable effort
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Functionalities and utilisation rate

Rights and procedures 

Search

News

Online procedures

Managing your account

Contact

Document holder

85%

78%

68%

62%

35%

30%

80%
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Which advice would you give to improve the site?

Â 82% of all users want to be able to communicate more rationally with the 

government (dedicated email service), provided all government services use 

the same system and exchanges are legally valid

Â Create complete and consistent service packages

Â Make as many services as possible compatible with the federation of 

identities and showing the progress of procedures

Â Make it possible to store and reuse electronic documents with probative 

value. This is a widely expressed wish. However, few procedures are able to 

issue or receive legally enforceable documents. 
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Verbatim

A series of 
functionalities which 

simpliy life, such as a 
safe deposit box for 

personal data.

A portal which facilitates 
access to and use of 

teleservices

It seems a technical  
prototype rather than a 

functional pilot

A pity that these are 
the only services. Let's 
add services to turn it 
into a practical tool.

Too much security kills 
security!

The purpose is not 
explained anywhere and 

is not clear.


