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INTRODUCTION

Measuring and evaluatinggovernment progress has become a priority for decision makers in OECD
and norOECD countries, as governments are increasingly asked to demonstrate the benefit of using
information and communication technologies in governmentradiration to enable internal efficiencies
and increase the effectiveness of government actions. To respond to this demand, a range of measurement
and evaluation tools have been developed and used by countries to jgtifgrament investments,
assessimpacts, and better meet citizen and business expectations.

Most Arab countries in the MENA region envision an efficient, accountable and residtged
public administration; information and communication technologies aguyernment play a strong min
achieving this goal. Measuringgeover nment progress is therefore 8
government strategies to ensure that expected benefigoyeenment are realised and shared.

Measuring ICTenabled government reform is a challenging endeavour which requires Arab
governments to pool and mobilise considerable technical krmaw and financial and human resources. In
this regard, cepperation with other countries at both the polanyd technical levels is fundamental to
ensure knowledge sharing and facilitate mutual learning.

The High Level Seminar on Measurement and Evaluation-@b#ernmenti held in Dubai on 12
March 2007i provided a forum where Arab-government policy makersould come together to share
knowledge, methodologies and good practice in measurement and evaluatigovefreament. This event
was jointly organised by the Dubai School of Government and the OECD. Dubai, with the support of Italy
and Koreajs activelychairing the Working Group on-Bovernment and Administrative Simplification
within the framework of the OECD Governance for Development (GfD) in Arab Countries Initiative.

This volume sums up the results of the High Level Seminar and includes: prejfimésalts of the
analysis of country papers; detailed summary of discussions and presentations; background materials; and
conclusions elaborated by the delegations of participating countries, with the support of experts and
representatives from the OECihe European Commission, the United Nations, and the World Bank.We
hope that readers of this publication will find useful information on the status and challenges of measuring
e-government progress in Arab countries, and that its diffusion will lay tbendwork for increased
collaboration and sharing of best practices between OECD and Arab countries in the area of measuring and
monitoring egovernment.

Odile Sallard
Director, Directorate for Public Governance and Territorial Development
OECD

Nabil Ali Alyousuf
Director General of the Executive Office, Dubai
Chair of Working Group 2 on¥overnment and Administrative Simplification, GfD Initiative






FOREWORD

This publcation presents: 1) the proceedings of the regional High Level Seminar on
Measuring and Evaluating-Government (12 March 2007, Dubai), and of tffeNseeting of Working
Group 2 on EGovernment and Administrative Simplification (13 March 2007, Dubai); 2nthe initial
results of the analysis of country papers submitted by Arab countries as background to the seminar. Both
events were organised within the framework of the OECD Good Governance for Development (GfD) in
Arab Countries Initiative.

This initiative, launched in February 2005 at the request of 18 Arab countries, focuses on helping
participating countries to design and implement policy reforms and modernise governance structures and
operations in view of enhancing the investment climate and piognsustainable economic growth
throughout the MENA region.

The seminar and working group meeting were held at the invitation of the Government of Dubai to
support the activities carried out by the regional Working Group -@o¥ernment and Administrative
Simplification, chaired by Dubai, United Arab Emirates, angleaired by Italy and Korea. The seminar
was jointly organised by the OECD and the Dubai School of Government, which hosted the event on its
premises. This publication would not be possiblehwut the strong support of Nabil Ali Alyousuf,
Director General of the Executive Office and Chair of Working Group 2, and the encouragement of the
Governments of Italy and Korea, who-chair this group. Special thanks go to Mr. Moosa Al Hashemi,
Head of he Delivery Unit of the Executive Office, Dubai, and Mr. Chang Kil Legpeernment Policy
Advisor at the Ministry of Government Administration and Home Affairs (MOGAHA), Korea, who
respectively chaired and -@haired the seminar and ensured a lively eodstructive discussion among
participants.

This seminar brought together 27 delegates from 17 Arab countries (including all the Gulf countries),
experts from international organisations (World Bank, United Nations Economic and Social Commission
for Westen Asia, European Commission), academia (Dr. Richard Heeks, University of Manchester), and
from OECD countries (Canada, France, Korea and Norway) to discuss realities and challenges of
measurement and evaluation efj@ernment in Arab countries. The searmliscussion focused on three
areas: (i) discussing the challenges fagogernment measurement and evaluation in Arab countries; ii)
presenting and discussing some of the main evaluation practices, tools and techniques at both the national
and project leels; and (iii) identifying lessons learned and assessing progress to date in developing
indicators for egovernment.

As a result of the discussion, Arab countries deepened their knowledge of specific tools adopted by
OECD countries to measure and evauaigovernment; identified key experiences and practices in
building egovernment indicators at both the national and international levels; and plannedupllow
initiatives to be led by individual Arab countries and/or to be taken forward collectivehelyroup with
the support of OECD and the Dubai School of Government.

This publication has been finalised with the support of Working Group 2 delegates and is put forward
as Working Group 2 contribution to the GfD Steering Group Meeting at Ministeziad! (29 November
2007). The topic of measurement and evaluation of the progresgookenment will continue to be at the
heart of the current phase of the activities of WG 2 as well as the GfD initiative.






HIGH LEVEL SEMINAR O N MEASURING AND EVAL UATIN G E-GOVERNMENT AND
BACK -TO-BACK 3"° MEETING OF THE WORKI NG GROUP 2 ON EGOVERNMENT AND
ADMINISTRATIVE SIMPL IFICATION

Dubai, 12-13 March 2006

Meeting summary

Overview

A two-day event including: 1) a High Level Seminar on Measuring and Evaluattagvernment,
hgeld backio-back with; 2) the 8 meeting of the Working Group 2 or@overnment and Administrative
Simplification took place in Dubai on 123 March at the invitation of the Dubai Government and in
collaboration with the OECD within theamework of the Good Governance for Development (GfD) in
Arab Countries Initiative. The seminar achieved the following objectivesxd)ange of experiencesn
the frameworks and tools in plaeArab and OECD countries to measure and evalugtevernmat; 2)
discuss progress made and next steps building indicators for @overnment. The working group
meeting provided the platform to brainstorm about future WG2 activities and discuss the preparation of the
GfD Steering Group meeting at Ministerial l&éirelate November 2007.

The event regi stered a high participation rate
government and in particular in the area of measuriggvernment performanc@7 delegates from 17
Arab countries (including all the Gulf countries) participated in the event. Regional-aalinators and
experts from international organisations also actively participated in the discussion (World Bank, United
Nations Economic and Social Commission for Western Asia, European Commissi&mperts from
OECD countries (Canada, France, Korea and Norway) and academia (Dr. Richard Heeks, University of
Manchester) engaged in policy discussion with their Arab counterparts. The meetings were chaired by Mr.
Moosa Al Hashemi, Head of the Deliyetnit of the Executive Office, Dubai, and-cbaired by Mr.
Chang Kil Lee, EGovernment Policy Advisor at the Ministry of Government Administration and Home
Affairs (MOGAHA), Korea.

The high level seminarwas welcomed as timely, as most Arab countriesstltan the early stages
of measuring and evaluatinggevernment initiatives and are eager to learn from successes and failures of
OECD countries in developing and using methods and tools to evalgateement progress at both the
project and natioridevels. The seminar discussion focused on: 1) identifying the casegfmreenment
measurement and evaluation in Arab countries and the main challenges liked to its implementation; 2)
presenting and discussing some of the main evaluation tools andjtexhat both the national and project
levels; 3) sharing lessons learned and progress to date in developing indicat@svemenent.

At the 3 working group meeting, Arab delegates discussed the programme of activities for the
upcoming months and ¢hWG2 contribution to the GfD ministerial meeting in late November 2007.
Delegates also had the opportunity to discuss the format and types of future regional capacity building
activities, including high level seminars, péeipeer visits and training acities. This led to an agreement
on the benefit of exchange between OECD and Arab delegates at regional level, and to a series of offers by



Arab countries to host regional activities in the coming months. Delegates also discussed the possibility to
carry out egovernment peer reviews in Arab countries, building on the OECD tested methodology and
practice.

Outcomes
This event achieved its stated objectives both in terms of improving knowledge and strengthening
specific sets of skills and capacities of dgles, and in planning a series of follow up initiatives proposed
and led by individual Arab countries, or to be taken forward collectively by the group with the support of
OECD and DSG.
The following key outcomes of treeminarwere achieved:
Identification and discussion of the main challenges of measuring and evalugwgrament €.g.
poor data quality, lack of evaluation culture, lack of evaluation methodologies and tools, high
cost associated with data collection, fragmented measuremens)effort

Increased capacity in using some of the toolkits/models available to measure progress (eEurope
benchmarking, MAREVA, Common Measurement Tool).

Stocktaking of progress to date in Arab countries in buildingogernment indicators at both
national and mject levels.

Identification of good practices that need to be taken into account while undertaking- any e
government evaluation effort.

Agreement to focus on mapping out existing data-government in Arab countries as a first step to
define a programmef work in this area.

Discussion of a proposal to organise a foHagvworkshop on capacity building for indicators with
other international actions in the areag(ESCWA).

Key outcomes of thd"® working group meeting were the following:

Identificationand scheduling of the next round of capabityiding seminars:

Announcement by Egypt of the 5th High Level Seminar on Strategies, tools and capacities for
administrative simplification, which took place on-20 June 2007 in Cairo.

Expression of interedty Morocco to host a High Level Seminar on agogernment topic in
Morocco.

Tunisia stated its intention to host a high level seminar on frameworks and partnerships for e
government collaboration in Tunis (autumn/winter 2007).

Expression of interest bya8di Arabia to host a High Level Seminar on a topic to be determined
backto-back with the 2nd eTransaction Conference in Saudi Arabia.

Identification by Arab countries of technical assistancemeration initiatives in the form of pets-
peer exchangend training activities where OECD country support is demanded:
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Request by Lebanon of assistance in terms of-joegeeer exchange of experience with OECD
countries on strategies to integrateg@ernment and administrative reform efforts.

Announcement byArab countries of their intention to have theig@vernment programme reviewed
by the OECD using its tested peer review methodology:

Egypt reaffirmed its decision to have the OECD review-g®eernment initiative, as mentioned
in the National Action RIn of Egypt, and announced that initial steps have been taken.

Morocco announced its intention to have Hgozernment strategy reviewed by the OECD.
The participants agreed on a set of outputs to be produced and adopted by the group in preparation for

the GfD Steering Group Meeting at Ministerial level. These would include the finalisation of
seminar booklets, and the launching of a preliminaggwernment core data collection exercise.

Seminar presentations can be downloaded finomv.oecd.org/mena/governance
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Summary of meeting discussions
1) High Level Seminar on Measuring and Evaluating-§overnment (12 March 2007, Dubai, UAE)

The seminar was focused on the exchange of expesdnetween Arab and OECD countries in the
area of egovernment measurement and evaluation. In particular the seminar was structured around four
sessions following a short opening: 1) opportunities and challenges of evaluation; 2) toolkits and methods
for project evaluation; 3) national and international indicators; and 4) lessons learned and next steps.

Session 1: Why do we measure and evalug@vernment: Opportunities and challenges

Thefirst sessionserved to introduce the topic of the seminar bguising: 1) why governments need
to measure and evaluatggevernment; and 2) what are the challenges that governments have to face in
measuring and evaluatinggevernment progress. Discussions were opened by presentations by Edwin Lau
from the OECD Sectariat and Dr Ehab Moustafa, Principal Advisor, Intercom Development Co. Mr Lau
discussed aspects related to measuring and evaluatingnailed public sector transformation. while Dr
Moustafa discussed issues related to measurgayernment performandeom the point of view of Arab
countries.

Mr Lau stressed the importance of defining upfront a clear framework and objectigoeérment
measurement and evaluation before starting any such exercise (why measure and evaluate? for whom?
what are the beefits?) and making measurement and evaluation part of the owg@heenment policy
cycle. Evaluation should focus on the costs -gbeernment, and also on identifying the kind of benefits
realised €.g.financial, non financial e.g.improve customesatisfaction) and their intended beneficiaries
(being government, users of services or other groups). Not all indicators are good indicators. There is a
need to carefully define the purpose and objective of data collection to avoid the risk of ovaresthmat
importance of collected informatioer.§.number of eservices).

Mr Moustafa argued the relevance of measuring and evaluatiggvernment for Arab countries to
justify investments, assess impacts and monigowvernment progress. He also strestte need in Arab
countries to have a clear under sggtoawredinmmpe na n & ucefeist
starting any measurement and evaluation exercise. One dimension that is difficult to evaluate is the impact
of egovernment on sodigi that is where common indicators would need to be developed. He suggested
that a working group be established to develop commonly agreed indicators and measures, and
mechanisms for their deployment and reporting of results.

Delegates intervening inithsession recognised the importance of implementing systems to measure
ICT-enabled reform in government to build political support and to justify investment decisions (Tunisia),
assess progress being made (Lebanon), shaping the directiegowérament mjects in support of a
better government agenda (Morocco), and to develop a set of indicators which can guide business
investments in the region. In addition, evaluation would help foster a f@ttinvestment mentality and
culture of performance amongyernment organisations (Jordan, Syria).

Exchange of experiences in this area is of particular importance for those countries that are still in
early stages of-government development so that they can avoid mistakes and learn from other Arab and
OECD countries. Some pilot measurement and evaluation projects are currently ongoing in Arab countries
but few cases of a more systematic approach to measurement and evaluagomesheent seem to be in
place. Most countries are still in the measurement pffsigeria) and few fragmented evaluation efforts
have taken place. Lack of a structured framework and methodologiegdeeement evaluation is also a
key challenge. The poor data quality (lack of data standards, data dispersion) increases the giiready hi
cost of data collection for Arab countries and represent a barriegg@eznment measurement. Lack of
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collaborative frameworks and common vision feg@ernment across ministries and agencies may also
make it difficult for evaluation initiatives tamerge.

In his presentatiorDr Richard Heeks (University of Manchester) also highlighted the challenges of
measuring and evaluatinggevernment including: 1) assessing the demand and motivation for evaluation;
2) defining a clear object of evaluation (readiness, availability, uptake, impact)d@standing the cost
associated with evaluation exercises. He also pointed out the challenges in moving from a more static
evaluation focused on benchmarking progress and assessing the status quo, to a more dynamic evaluation
aiming at encouraging mutuakdrning and exchange of knowledge from implementation experiences
(benchlearning). There is also a need to make sure that any measurement and evaluation activity becomes
part of the egovernment policy cycle so that data collected and analysed form tisefdyagdecisions and
actions.

Session 2: Evaluatinggovernment: Toolkits and methods for project evaluation

The second sessiorfocused on illustrating and discussing tools and practices-gavernment
measurement and evaluation at the project levattisgy from the concrete experience of OECD and Arab
countries, and international organisations. The session was opened by the presenhtioRagtal
Mecheri (France)illustrating the MAREVA tool used to measure and evaluate the valug@iernment
services. MAREVA is a method of analysis developed by the French Electronic Administration
Department Agency, which allows the assessment of valuggo¥ernment projects. MAREVA focuses
on a series of dimensions including: 1) the strategic alignmenitie2¢conomic justification; 3) the risk
adjustment; and 4) the followp of expected results. This method allows the government to take into
account qualitative both external (for individual users, associations or business) and internal (for public
sectoremployees) benefits. Measurement was initially carried out for 30 projects and is meant to be
systematically applied to new projeets ante MAREVA also provides a common evaluation framework
for comparing different projects.

Ms Rehab Lootah (Dubai)pre sent ed Dubai 6s experience - with
government at three leveisinitiative, organisational and project. Two main dimensions are taken into
account for evaluation: customer focus and operations efficiency. More than 30 evaluttida lcave
been developed for evaluating the quality of online serviegsawareness, usage of services, satisfaction)
and the quality of Web site®.@. content, usability, common loe&ndfeel). The operation efficiency is
measured by looking at cosfavings for the services for both government and-gawernmental
organisations. While the focus of current measurement and evaluation is the front offigevefmment,
the next steps will be strengthening badkce evaluation. Ms Lootah also highiggd some lessons
l earned from Dub aiefysthe bendits of abtildiny nndicatora in hause end (use of
common indicators to benchmark progress across organisations).

Mr Carlo Rossotto (WB) presented the monitoring and evaluation tool&it e-strategies results
(METER) developed by the World Bank. The primary objective of this toolkit is to help countries evaluate
theestrategiesd6 i mpact and achievements and provid
and evaluate theimiplementation. The METER toolkit provides an evaluation framework linking ICT
policy, strategies, initiatives and actions, and proposes identifiable measurable indicators for each of these
levels. Mr Rossotto stressed the importance of considering evalwegian integral part of anystrategy
design and implementation, and not as an end in itself. This framework can be applied to different
components of -strategies, including-government initiatives g(g. setting up egovernment technical
infrastructues, policies and legal frameworks). Mr Rossotto also stressed the importance of interacting
with government to identify the objectives of measurement in order to link them to broader policy
objectives.

Mr Kjell Ove Kalhagen (Norway) discussed the Norwegiapproach to evaluating performance at
the programmelevel through the Hoykom programme supporting broadband development in the public
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sector. This programme supports projects at central, regional and local levels in the areas including
strengthening colladration among municipalities on IT services, and making service available through
portals. Following internal (General Audit) and external (OECD) reviews highlighting the lack of
evaluation frameworks for-government projects, since 2005 projects areuaedl and must report on a

set of established qualitative and quantitative indicators. These indicators attempt to capture both general
internal benefits €.9. labour saved) and servispecific benefits €.9. shortened processing time). Mr
Kalhagen mentioed that, while in the short term benefits have not translated yet into organisational
changes, higher benefits are expected in the long run from the introduction of new ways of working and
increased inteagency collaboratione(g. introducing online apptation for building permission in seven
municipalities will bring savings estimated at NOK 9 million per year).

Ms SuMi Lee (Korea)ymade a pr e s e nt-government evatuatithaneteodabogy ard
practice and on the use of indicators to assesggss. EGovernment evaluation practice in Korea dates
back to 1997, when all projetgading agencies were asked to -ssféluate ongoing national digitalisation
projects. The last phase started in 2004 with a focus cevalaation of project feasibilitand post
evaluation of project performance. -givernmemr thdudesmo d e |
the use of a series of indicators for project and organisation evaluation focusing on: appropriateness to the
national plan, efficiency in exetian, performance results, application of results, infrastructure for e
government, @overnment application level, effects ofgevernment. Ms Lee highlighted the lack of
evaluation of policy results and achievement of planned policy effects, the nemprove the
methodology to make it more robust, and the need to build evaluation indicators that take into account
interoperability, standardisation and security issues as key challenges.

Ms Vicki Morrison (Canada) discussed the experience of Canada withlémenting common tools
(Common Measurement Todl CMT i and benchmarking practices) to measure and evaluate service
quality for better service delivery. The CMT is a mgliiannel instrument for designing client satisfaction
surveys that enables orgariieas to benchmark results. It is designed by public servants for public
servants. CMT questions are aligned with identified user drivers/indicators of satisfacgoexfra
mile/courtesy, knowledge, fairness, timeliness, outcomes) which may vary byettzand use. CMT can
be adapted for administration-frerson, over the telephone, or electronically, and organisations can add
customised and organisatispecific questions. A central database for storing CMT data has been built,
allowing organisationsot anonymously compare results against peers. CMT benchmarking analysis is
undertaken to identify service gaps, define service standards, assessing satisfaction scores relative to
importance scores, and better understand drivers of satisfaction of differeioe areas.

Eng. Ahmed Kamal (Egypt) closed the series of presentation by sharing the Egyptian experience and
progress to date in measuring and evaluatiggwvernment. With one of the earliesjevernment projects
in the region, Egypt has startedlleoting data and producing statistical indicators on ICT penetration at
the national level (number of landilines, mobiles phone, etc.). Measurement is done at the national and
sectoral levels €.9. education, health, social services). Data is collectedugh a number of tools
including questionnaires/surveys.g.on ICT infrastructure). Measurement at the project level has not yet
been undertaken.

Session 3: National and international indicators feg@/ernment: Progress to date

In the third sessbn participants discussed current experiences (and related challenges) in building
indicators to measure and evaluatgo@ernment progress in Arab and OECD countries. While countries
recognised the importance of strengthening work in this area at tio@aktgvel, they acknowledged that
progress in this area is mixed: whilggevernment readiness and access indicawgs ICT penetration)
are diffused, process, outcome and usage indicators are more difficult to develop.

The creation of indicators remes investments of resources and capacities at the national level. This
leads to the question of the opportunity to build indicators at regional level vs adopting already existing
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internationally agreed indicators. In addition, in the context of scasminees and given that indicators

may take a long time to emerge, there is a need for Arab countries to carefully weigh the benefits and costs
of measuring and evaluating progress vs the pressure to move on with the next phgeeeohraent
implementatios (UN).

It was also recognised that indicators need not be perceived as the only toejofcerement
assessment; their meaningfulness may largely be influenced by the degree of subjectivity attached to their
construction. They are useful when it con@sneasuring performance from a technical point of view but
it is more complicated to measure more intangibl
(Jordan). Indicators can be useful to monitor achievements against staieerement goaldiowever, it
is less clear to what extent they can drivgogernment development in the absence of-government
vision (Lebanon).

The World Bank representative stressed that common outcome indicators are increasingly needed in
the development contetd move away from an outpotiented approache(g.number of children trained
in using software) to measuring the impact of government policies to targeted ggaypgsi{i | dr en 6 s
skills improvement). Most Arab countries recognised the importanaanifigy efforts at the regional level
and called on the support of international partners (OECD, UNDP, WB and ESCWA) to develop common
frameworks allowing for aggregating, comparing data and benchmarking over time. However, results
cannot be achieved withbefforts to increase awareness of indicators among decision makers at the
national level.

Mr. Abdulilah Dewachi (UN) opened the series of presentations by illustrating the results of the
meeting on eovernment readiness indicators of the UN Expert Graup Information and
Communications Technology Indicators Adoption and Data Collection in Arab countries, which took place
in Cairo on 1315 February 2007. Mr Dewaichi provided an overview of the Partnership for Measuring
ICT for Development and on the resubf its work €.g.the production of a core list of ICT indicators on
infrastructure and access, use of ICT by household and individuals, etc). He also discussed past and current
UN efforts towards assessinggevernment progress globally (UN globafjevernment assessment 2005,
with the use of composite indexes) and regionally (UN regiomgvernment assessment). The regional
assessment is currently in the planning stage and wmédda methodology to reflect more qualitative
analysis rather than quéative evaluations. One of the final outputs of the meeting was an agreement to
conduct further work in the region to collect comparable data to morgove&rnment assessment.

Mr. Juan Arregui Mc Guillon (EU) discussed the EU experience with monitorthg overall
performance of government at the European level with a particular focus on-Eheape benchmarking
initiative. This EU programmeattempts to produce sugple indicators measuring the availability and
sophistication of basic public onlirservices (12 for citizens and 8 for businesses). The methodology was
reviewed during 2006 to align with policy and technology developments. Acaagic indicator has also
been built combining a series of dimensions: use of elD, convenience, multiplatielivery,
accessibility. Indicators have also been produced to assess national portals by looking at personalisation,
targetisation, and usability. Following this presentatiblelene de Chanterac (France)shared the
experience of France in participatimgthis evaluation exercise and the benefits derieeghigh diffusion
and internalisation of the results by all departments evaluated). Mme de Chanterac also highlighted some
lessons learned from developing and using the eEurope methodology incladingnportance of
determining the unit/service to be measured and the sample, and the need to ensure flexibility of the
measurement instrument to allow for changes to be introduced during the process.

Closing session: Lessons learned and next steps isurieg and evaluating-government in Arab
countries

In thelast sessionMr Edwin Lau (OECD) wrapped up the main points of the seminar discussion and
identified S 0me |l essons emerging from OECD and
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evaluating egovernment. Arab delegates were invited during a final roundtable discussion to discuss the
status of the availability of-governmentelated data in their country as a first step to define a programme
of work in this area. The results of the roundtab$ewssion showed thatgovernment data collection is

still fragmented in Arab countries and mainly focused on collecting basic data measuring readiness for e
government €.g. infrastructure). As a next step, Arab countries agreed to work towards cgjledtin
datasets on-government which will constitute the first building block for further work in this area. This
first stage could focus on collecting comparable measuresgoz&rnment arrangements.q. policy,
institutional, legislative and regulatd in Arab countries with the objective of providireg common
language for policy dialogue (through the use of common unit of analysis), facilitatiressefsment of
e-government progress, and enhancing bdeaming among Arab countries.
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2) 39 Meeting of Working Group 3 (13 March 2007, Dubai, UAE)

The working group meeting focused on assessing progress made since the last meeting in March
2006 and identifying the next round of regional activities for WG 2 fomthé months with a particular
attention on the preparation of the GfD Steering Group meeting at Ministerial level planned in late
November 2007.

Session 1: Overview and update on recegbeernment developments

Thefirst sessionopened with a short report of recenrgj@ernment events which took place in the
region or in the framework of the GfD WG 2 activities. The OECD reported on the High Level Seminar on
personalised-government portals, which took place in Paris orl2IDeember 2006 at the invitation of
the French Directorate General of State Modernisation. One of the conclusions of this seminar was that
personaliseghortal development must be seen as a component of the ovgmlemment strategy to use
ICT to transfornpublic administration and not simply aservice enablers.

The Dubai School of Government reported on the main highlights of-gloeegnment panel of the
Arab Strategy Forum, which took place in December 2006. The panel discussed external astemibhs in
barriers to egovernment. Whilethere is a large number of failedgevernment projects, speakers
acknowledged that it is important to take into account the positive experiences of those countries that have
initiated projects that turned out to bewccess in simplifying relations between government and citizens,
reducing administrative burden, and creating a proper environment for businesses.

Panelists also agreed on -gtolveer diimehmit c uflatiyl uofe ot a
understanithg of how to measure it. Sometimes countries set too high expectationgoasrement
objectives and fail to clearly define how to measure failure and success. This leads to an unbalanced
measurement of success and failure.

All speakers intervening on ehpanel recognised that there are many factors that can lead to failures
of e-government projects, namely: lack of citizen trust in using ICT to interact with government, cultural
barriers, lack of ICT readiness, etc. What is important is that governementin t o | i sten to
and find the best way to organise itself to meet these needs.

A number of Arab countries (including Morocco, Tunisia, Jordan, Lebanon, Egypt, Dubai and
Bahrain) reporte@n progress in the implementation of their natiortdloa plans for egovernment while
others (Saudi Arabia, Yemen and Sudan) presented recent developmegtsvernenent.

Morocco highlighted the progress made since the presentation of the GfD Action Plan on e
government. Efforts have been made to rediee digital divide and to apply-government across
different sectors. Another focus was enhancing capacity to benefit frgaveenment services and
applications: vocational training and skills development courses have been increased. Progress has also
been made in drafting legislation aimed at protecting the exchange of personal information online. An
increased number of services have been put online and more than 600 administrative forms are accessible
electronically. Projects are now focusing on deamgiiie use of-government by the administration (ene
gov project) and increasing access-gogernment in rural areas.

Tunisia started developing-administration in the 1990s with the definition of an institutional and
legislative framework supporting-government implementation -&gnature and protection of personal
data). The objective of-government, since the beginning, sM®@ modernise the administration. Recent
efforts have been directed towards the generalisatiorsefvéces and creating the framework conditions
for agencies involved in-government to realise their stated objectives.
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The GfD Action Plan on-governmehinspired and was translated into a national action plan-for e
government covering 2007 and 2008. The objective of the plan is to create a platform for electronic
communication between government institutions and to reinforce the capacities of pullitsseyvmeet
skills requirements.

Large projects involving the whole government have been elaborated, including the creation of a
system for sharing information electronically among agencies. Other efforts are directed to diffusing
common standards (dgsns and data) across the administration and introducing a common terminology on
e-government. Pilot projects have been launched). central electronic or databank for all the
administrations and-eivil status documentation. Fore example, birth cegtés will be obtainable from
all municipalities in Tunisia regardless of the residence of the person requesting them. Another step will be
allowing public administrations to exchange and reuse civil status data in their databases. Other projects
notablly e-procurement, dealth, elD cardi will be developed.

Lebanon illustrated progress made onrgevernment in the last nine months despite the difficult
political situation. With regards to the legal framework fagoyernment, a law on electronic traosons
has been drafted and is currently under consideration by the Parliament. A Telecom Regulatory Authority
has been created to push forward the reform of the ICT sector. In the aregroices, a number of
services have been completely automateapgraded€.g.work permit). An eprocurement pilot project is
ongoing with the objective of connecting six ministries to the tender board. The government information
portal, which contains around 4 500 forms, has been upgraded and moved to a new fdatfoita. The
focus is now updating government Web sites.

With regards to the technical framework, efforts towards increasing the use of standards across
government are underway. Discussion with major software providers have been taken to standardise all
software applications in government. At the central level, initiatives have been taken to raise funds for
smart applicationse(g.national IDcard or health card). Delays have arisen in moving towards DSL.

Lebanon also started a number of capacity mgidinitiatives, including ICT training for civil
servants (outsourced to the private sector). Community centres have been established with the support of
the private sector. Lebanon is also trying to map out all ICT projects undertaken in the last 1dthears
OMSAROGs support. Jomlination capaeity ateentpalolével, @ty IT strategy unit in the
Prime Ministerds office has been created.

Bahrain announced that a newgevernment strategy was issued in December 2006 focusing on the
next three years. The goal will be to make Bahrain the leadiggvernment actor within the GCC (as
measured by the UN readiness report). This would be achieved by providing an increased number of
services online through different channels (portal, mobile, aaitres, and post offices), among other
measures. In parallel to the implementation of the 4&ngn objectives of this strategy, Bahrain has also
focus on developing quick win®.g.the egovernment portal) and ensuring-eaination of initiatives
between ministries.

Jordan also reported having recently approved agoeernment strategy for the next three years
through 2009. The strategy focuses on three main axes: 1) legislative framework; 2) infrastructures
framework; and 3) service framework. Extamglthe ecommunication network to all institutions by 2009
and developing and implementing common shared services are two of the main priority areas. A project
extending broadband coverage across the country has been initiated with a particular focrtesasimgn
the number of school connected to the network.

Egypt has also focused on upgrading existing online services and increasing the number of service
delivery channels. A number of projects have been initiated, in particular in the area of craatiageta
(e.g.to manage civil certificates). Following its decision to have-g®eernment initiative peer reviewed
by the OECD, Egypt has started some work in preparation to this pmjggnitial data collection).
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The session was closed by praaéinns from Saudi Arabia, Oman and Sudan on their approaches and
progress in developing-government.Saudi Arabiad s n a tgovernnmht pregramme(Yasser) was
launched in 2005 following the establishment of an ICT ministry and the drafting of a na@dnglan.

The Saudi approach tegovernment is based on three main building blocks: a unified vision and action
plan, a shared infrastructure, and common standards and practices. Legislation conagowargraent

has been enactec.g. e-transaction dw, cyber crime law) and common frameworks supporting e
government have been establishedy(e-government strategy) or are currently under developneegt (

PKI centre). Sufficient funds have been allocated to tigovernment programmeto support major
infrastructure and national projectsd. e-procurement, databases). Saudi is monitoring progress against
stated goals at both the ministry/agency and national levels (balance score card project).

Omanbs strategy for the us ¢ the €CabiheCim20q3avithnhe miin ofwa s
Aitransforming the Sultanat e -hafed Ocetyrby lévardging IGT tes U st a
enhance g over nment services, enrich businesses and
focused on the integrat of different layers/elements-gpvernment strategies, common technical
standards, shared central architecture components, regulatory and legislative frameworks governing
electronic transactions, and eaatateyy s olganisihgandn g .
delivering electronic services and is currently developing a national portal as a first gateway for service
delivery to citizens and businesses. A number of infrastructure projects have been launched and are
currently being implmented €.g.government network, security architecture).

Sudanelaborated a strategy forgevernment in 1997 with specific attention to developing a telecom
infrastructure. In the last 10 yeargy@vernment development has moved from provincial to deletvel
with the creation of a council for information-oodination responsible for eardinating the egjovernment
strategy. Most recently, Sudan has started elaborating an action plan to guide the implementation of the
actions in the strategy. Despitepport from the private sector, the biggest challenge remains lack of
funding for egovernment development.

Session 2: Preparation of the programme of work for WG2: Capacity building activities

In the second sessigrlelegates had the opportunitydiscussand plan the next round of capacity
building activities to be conducted in support of the implementation of National Action plans.

Regional high level seminarscapacity building seminars focusing on the exchange of technical
know-how and experiences an specific topic €.g. e-government portals,-grocurement) and
targeting egovernment experts and decision makers in Arab countries.

Country-specific joint learning activitiesfocused on identified themes of Arab country interest and
based on the OECD ethodology. They could take the form of, for example, thematic studies.
The results of these exercises could be shared with other OECD countries.

A number of countriemade concrete proposals for follay initiatives in the area ofgovernment.
Session 3Preparation of the programme of work forWG2@vernment Peer Reviews

In the third session delegates had the opportunity thscuss the proposal to undertake
government peer reviews in Arab countries During their interventions in this session, Egynd
Morocco confirmed their intention to undertake agosernment peer review in their respective countries.
Norway commented on the OECD peer review methodology, building on its experience in participating in
this exercise, and pointed out the benefia framework allowing comparability between countries and
independency of results. The DSG also stressed the benefits of the peer review process and mentioned the
in-depth analytical framework covering a large number of areasgoivernment implementatn (e.g.
policy formulation and c@rdination, barriers to-government, common frameworks for collaboration,



skills and capacitespS G al so pointed del egatesd attention to
countries, which have made important progress-government and may need an external independent
assessment to assist them in identifying key steps to move forward.

The discussion was constructive in that it went beyond the simple acknowledgment of the weaknesses
and benefits of government reviews for Arab countries a vissimilar products from the private sector
to focus on debat i ng -tdpheee reox tdeinnte ntso owen thecirtsight amceh fir peeve
participation of government experts from other countries in the exercise) is well received in Arab countries.

The question of the readiness of Arab countries to accept and implement proposalgofor a
emerging from the review was also discussed, and different views were shared among Arab participants.
Tunisia underlined that the decision to undertake such review should be of strategic importance for a
country, as the review provides policy progdedar action which countries need to be ready to accept.

Countries also discussed the extent to which these reviews could help Arab countries move forward
with their egovernment agendas and eventually help them leapfrog stagepeémment developmen
Syria underlined that one of the benefits of these reviews should be to allow Arab countries to position
themselves on the path towards implementhggpeernment. The review framework would benefit from a
more customised analytical framework which takesh t o account countriesbo
devel opment . Lebanon also mentioned the possibil
similar experiences.

Closing session

The closing sessiorfocused on discussing the WG2 contribution to thet meeeting of the GfD
Steering Group at Ministerial level, which will take place in November 2Z00& participants agreed on a
set of outputs to be produced and adopted by the group in preparation for the GfD Steering Group Meeting
at Ministerial level. Tiese would include the finalisation of seminar booklets, and the launching of a
preliminary egovernment core data collection exercise.
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OVERVIEW OF MEASURIN G AND EVALUATION PRACTICES IN ARAB COUNTRIES

This section presents analysis of the country papers prepared by Arab countries participating in the
seminar, with elaboration from the OECD Secretariat. The following countries submitted papers: Algeria,
Bahrain, Dulai, Egypt, Jordan, Lebanon, Morocco, Oman, Saudi Arabia, Sudan, Syria and Tunisia (see

Table 1).

The purpose of this short section is to provide an overview of the status of current practices, and
examine key challenges Arab countries are facing in memsand evaluating-government initiatives.
This overview draws from and complements the detailed summary of the discussion among participating
Arab countries during the High Level Seminar on Measuring and EvaluatibgvErnment, which took
place in Dubaion 12 March 2007. This document, which was submitted for data verification to data
providers in Arab countries, should be considered as a first attempt to collect and analyse data on a specific
aspect of ggovernment in Arab countries, and could be audatemby further input and research in the

region.

Table 1. Countries participating in the High Level Seminar and submitting country papers

Country
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Key highlights

Some e-government measurement and evaluation activity is carried out in the Arab region. However, most
countries are still in the early stages of conducting e-government evaluation, and these efforts are mainly

focused at measuring progress at the project level.

Arab and OECD countries have common objectives for e-government measurement and evaluation i
measurement of performance and alignment of results with stated targets. The general trend in most Arab

countries is setting identifiable targets linked to national e-government strategies.

1 See Annex 3.
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However, a general lack of evaluation culture in government, and disinclination to measure government action
seem to pose a serious challenge to the diffusion of e-government evaluation practice and represents the
single most important obstacle to e-government evaluation in Arab countries.

A range of evaluation methods and tools for e-government are available to Arab countries; however, most
countries have not developed significant strategies to use these methods, especially more sophisticated
user-engaging tools.

Overall, the status of e-government data collection and availability in the Arab region is mixed: readiness and
access data seem to be collected by and available in most Arab countries, while data on outcomes is not yet
systematically collected and uniformly available across the region.

Overview

Some e-government measurement and evaluation activity is carried out in the Arab region. However, most
countries are still in the early stages of conducting e-government evaluation, and these efforts are mainly
focused at measuring progress at the project level.

All Arab countries responding to the questionnaire have carried out or are carrying out-some e
government measuremt, assessment or evaluation activities at the national, sectoral, ministry/agency,
programme or project level. However, data collected from country questionnaires shows that few countries
have set up common frameworks and mechanisms for measuremegowrament across levels of the
administration (see Box 1 below) and most (10 of 12) have focused on measuring results at the
programme or individual project level.

Box 1. Example of approaches to setting up a national framework for measuring e-government
implementation

Bahrain has defined a common approach to t rgaverkmeptr ogr ess
strategy. This monitoring and evaluation framework is operated at the national, ministry/agency and project levels, and
includes the use of specific indicators to measure progress.

Dubai has also implemented a centralised e-service strategic progress monitoring system to monitor progress at
the government department (agency) level. Agencies can also adopt their own measurement systems. The centralised
system is implemented by Dubai eGovernment, and measurement is conducted periodically depending on the indicator
(e.g. monthly, quarterly or annually). The project-level measurement is decentralised across the various government
departments. Dubai eGovernment tracks the projects for which it is responsible (weekly or bi-weekly).

Saudi Arabia has set up measurement and evaluation mechanisms combining different levels of the
administration. The sectoral and ministerial/agency levels are merged into one single level or focus area. Each ministry
has a detailed action plan to be implemented for its particular sector with identified measurable objectives in alignment
with the e-government plan.

The majority of Arab countries answering the questionnaire have undertaken some measurement
initiatives at thenational level. In Morocco, the National ICT Observatory is in charge of monitoring and
updating indicators on-administration at the nationa\el, as well as measuring ICT in households and
business, the ICT industry, and ICT capacity.

For some countries measurement and evaluation at the central (or sectoral) level has taken the form of
e-readiness assessments which aim to build a casegimreznment or assess institutional preparedness to
use ICT. In Egypt, for example, measurement at the national level has so far been focused essentially on
technology readiness assessments of public institutions. Sueadi@ess evaluation exercises wesm a
conducted in Lebanon, Jordan and Sudan.

Lack of measurement at the ministry/agency level could be explained in many Arab countries by the

still-limited institutionalisation of @overnment across the government administration. In other words, in
transtioning from a programmbased approach to a unified whalegovernment system of-e
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government, most Arab countries are facing the challenges of setting up organisational structures
supporting egovernment across the administration. This includes setfingnd staffing -@overnment

units in ministries and agencies and creating internal capacities fordic@ting, implementing and
monitoring egovernment in specific policy areas.

Table 2. E-Government measurement and evaluation activities in Arab countries

National level Sectoral level Ministry/ E-Government Project Level
Agency level programme/
Unit level

an

Algeria

Bahrain

an|an

Dubai

Q| Q| Qn

Egypt

an|an|an|an
an|an|an

an

Jordan

Kuwait*

13
Py
an

Lebanon

Lybia**

Mauritania*

Morocco

Q|
Q.
an | an

Oman

PNA*

Qatar*

R
R
13
3

Saudi Arabia

Q2 Qe
Q)
Q)
Q)

Sudan

Syria

an
Q
Q
an | an

Tunisia

Yemen**

UAE*

Note: * did not answer the questionnaire; ** did not participate in the seminar.
Note: R=readiness assessment.

Source: OECD (2007), Country questionnaires.

Arab and OECD countries have common objectives for e-government measurement and evaluation i measure
performance and alignment of results with stated targets. The general trend in most Arab countries is setting
identifiable targets linked to national e-government strategies.

The questionnaire results show that Arab countries and OECD countries share common objectives for
measuring and evaluatinggevernmat at the national, sectoral, ministry/agency and project levels. These
objectives are:

National level

Evaluate the contribution ofgovernment to achieving public sector reform objectives.

Monitor overall compliance of initiatives with national strategyl allow for realignment of
initiatives with overarching plan if necessary.

Ensure a wholef-government approach tegevernment by strengthening theaalination of
initiatives at the national level.

Project level

Assess and monitor the costs, besefnd risks of project implementation.
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Measure the efficiency and effectiveness of implemented projects.

Identify good practices and promote knowledge sharing among institutions.

Provide data/information to decision makers.

Justify investments and determine resource allocation for new projects.

The detailed table below summarised major objectives fgovernment identified in country
responses to the questionnaire.

Table 3. Major e-government objectives in Arab countries

Objectives of evaluation at the national or sectoral
level

Objectives of evaluation at the ministry/agency or
project level

Algeria -to strengthen the administration
-to reform the public sector and simplify
administrative procedures
-to adopt a unified, common plan for all ministerial
departments
Bahrain -to measure e-government progress against | -to track changes from baseline conditions to
established targets and goals desired project-level outcomes
-to validate the results achieved for each project
Dubai -to ensure compliance with the national e- | -to ensure strategic target compliance
government strategy -to create productive and healthy competition
-to monitor overall progress against targets among government departments
-to ensure transparency, accountability and | -to align government departments around standards
awareness and better practices
-to take corrective actions -to ensure transparency and accountability
-to recognise best achievers
-to measure effectiveness and efficiency
Egypt -t o enhance Egyptods r a| -to monitor progress and assess the capacity of
economic competitiveness indicator each public institution to undertake reforms
-to measure and support ICT use in the | -to create new opportunities for e-government
government administration projects
to enhance civil s er v al-to support government institutions in planning
capacity projects and directing investments by highlighting
-to measure the impact of the technological | development and improvement of work cycles
readiness i ndi cator s on E g y | through better use of technology
investment environment -to provide accurate information to decision makers
for elaboration of accurate and efficient plans
Jordan -to measure the progress of e-government | -to measure progress and achievements
programmes/projects -to  ensure alignment with the strategic
-to evaluate the level of alignment of these | goals/objectives from which these project were
national programmes/projects with the overall | derived
national e-government strategic objective -to compare progress among different entities
-to oversee national programmes/projects as a | -to promote knowledge sharing and usage of re-
whole and identify proper co-ordination and | usable components
integration points -to identify potential development and enhancement
-to identify the uptake of e-government | projects
programmes/projects and assist in overcoming | -to measure e-readiness/maturity of various entities
current challenges -to measure efficiency and effectiveness of
implemented services and projects
Kuwait*
Lebanon -to identify priority policy areas for action -to support decision making

24




-to assess and revise ICT strategies -to identify ex ante project risks

-to allocate resources -to assess ex post project impact and benefits
-to evaluate impacts and benchmark national

and/or sectoral e-government development

Libya**

Mauritania*

Morocco -to measure the impact of adopted projects on the
level of efficiency and productivity of the
administration
-to follow up and evaluate e-government project
implementation

Oman -to help decision makers in designing appropriate
programmes based on actual needs, with the
objective of achieving sustainable development in
the sultanate
-to measure current practices and evaluate their
strengths and weaknesses
-to improve the level of transparency and trust in
the administration

PNA*

Qatar*

Saudi Arabia - provide better quality services by year 2010 -measure the contribution of sectors and agency to
- increase internal efficiency and effectiveness the achievement of the national objectives (e.g. in
-contribute to the count|terms of assessing service quality, four dimensions

are identified: speed, accuracy, responsiveness and
degree of fulfillment to be available online)

Sudan -evaluating achievements and comparing them
with the objectives set in the national strategy

Syria -simplify procedures

-solve technical problems
-increase customer satisfaction

Tunisia -measure the extent to which e-government | -assess the achievement of programmes / project
contribute to the achievement of development | objectives
objectives

Yemen**

UAE*

Note: * did not answer the questionnaire; ** did not participate in the seminar.

Source: OECD (2007), Country questionnaires.

A large majority of countries responding to the questionnaire reported-gmteenment goals and
targets have been includedtimeir national or sectoralg@overnment strategies (9 of 12), and that some
type of indicators have been developed to measure these objectives (8 0f12). In Bahrajoytrareent
strategy vision is translated into a series of custarastric outcomesspecific indicators, along with

associated measurement mechanisms, have been identified to measure progress against these targets. In
Morocco, the current nationalgovernment programme includes a number of measurable objectives
including number of @ovenment services implemented per year and number of departments that have
created a Web site. This data could reflect the high priority placed on monitoring and evaluation activities

in these countries.

However, the frameworks allowing actual implementatibmeasurement and evaluation activities in
government, present a somewhat less clear picture. Only 4out of 12 countries responding to the
guestionnaire require ministries and agencies to conduct monitoring and evaluatiayowsrment



projects. This ray indicate relatively less emphasis attributed to monitoring and evaluation initiatives at
the organisational level.

Disseminating the results of monitoring and evaluation can be of great value to government decision
makers, helping them plan, manage @am@rove egovernment performance by individual organisations.
Here again, only a limited number of countries responding to the questionnaire (5 of 12) indicated that the
results of their internal monitoring and evaluation are made available to intepestezs. In Dubai,
monitoring results for government departments are made available to eGovernment Dubai, government
department Directors General andgavernmentrelated staff, and the Executive Office. In Egypt, results of
e-government readiness evaluatiare made available to concerned entiteeg.(he head of an institution)
and decision makers in government. In Jordan, results from the ministerial, project levels or
national/sectoral level are analysed and presented to the Minister of ICT and coateulito the national
E-Government Steering Committee, which reports directly to the Jordan Cabinet. In Morocco, results are
first submitted to the national committee omga@vernment and then to all officials in the field (prime
ministry and internationglartner organisations).

A general lack of evaluation culture in government and disinclination to measure government action seem to
pose a serious challenge to the diffusion of e-government evaluation practice and represents the single
most important obstacles to e-government evaluation in Arab countries.

Country guestionnaires indicate that the main challengegmvernment evaluation activities is not
the lack of understanding of the reasons for and benefits of measugogeement, but a lack of
widepr ead evaluation culture and experience in <co
countries providing a valid answer to the question concerning barriergdeeenment evaluation rated
Al ack of evalwuati on c ul importaatichallesge tb-goeernmentresatuatiany s e c
while the relatively | eadtarii myorotfa mcheo isshoaid di goneer
Ainend arity on the clients of evaluationo.

While this document does not aim to provide an explanatfaine absence or limitation of policy
evaluation culture in the regidnusually related to socieconomiepolitical factors rooted in individual
country history and linked to the establishment of a modern state adminisiisiime general explanatory
factors could have limited the take of egovernment evaluation policies in the region.

The lack of egovernment evaluation culture could be partly explained by the relatively recent
establishment (or in certain cases, the absence) of organisationmitustef, manage, supervise and
evaluate eggovernment planning and implementation across the administration. In a large number of
countries, egovernment initiatives are designed and implemented by individgaternment programme
units with very loose istitutional links with other ministries and agencies. This could prevent development
of a common culture and experience of implementation and evaluation across government.

This conclusion is also reinforced by other data emerging from the questionmsipendents
perceive the lack of specific evaluation skills as one of the most important challenggevermment
evaluation. International research and literature have stressed the role of education and skill development
in e-government development in & countries. Specific training courses for managers and staff must
focus on building evaluation skills, which should be diffused across administrative boundaries to establish
and reinforce a proper evaluation and performance culture.

Countries now redegining or implementing institutional and organisational frameworks suppoking e
government are increasingly realising the importance of setting up and activating mechanisms to monitor
and evaluate-government progress. In Jordan, following the publicatiosm new egovernment strategy,
the main elements of a national framework fagowernment planning, measurement and evaluation have
been designed and are now being implemented.
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Another hurdle could be the lack of funds specifically earmarked for evatuattivities. Most Arab
countries are still focusing primarily on implementingaernment infrastructure and services, devoting
relatively less attention to measurement of outcomes. As highlighted during the seminar, there might be a
significant tradeoff between implementation and evaluation, with countries trying to balance the need to
make tangible progress with the necessity of evaluating whether achievements are in line with budgets and
objectives.

The lack of a clear definition ofgovernment costs and benefits is the second most important barrier
to evaluation for Arab countries, as well as for most OECD countries. OECD work in this area has shown
that identification and measurement of the costd &enefits of @overnment is fundamental to
developing business cases and justifying large investments. The lack of common understanding of costs
and benefits of -government also impedes common measurement of progress and ability to benchmark
and compae results across countries. OECD countries have produced a checklist of costs and benefits of e
government that can be used to evaluate the economic casgdeermment projects. This checklist was
made available as a background document for the serfondne benefit of Arab countries.

Figure 1. Obstacles to e-government measurement and evaluation
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Lack of evaluation culture

No common definition of costs and
benefits

Lack of evaluation skills

Non-avaiability of indicators

Data are difficultto collect

Non-clarity of who should perform
evaluation*

Non-clarity onthe clients of evaluation*

| B Mostimportant (1-2) B mportant (3-4) O Somew hat important (5-6) O Leastimportant (7-8) |

Note: 11 countries answered question n. 5 on obstacles (Algeria, Bahrain, Dubai, Egypt, Jordan, Lebanon, Morocco,
Oman, Saudi Arabia, Sudan, and Tunisia); answers from Saudi Arabia and Morocco could not be aggregated, as some
responses are invalid.

Note: *Not applicable to Tunisia.

Source: OECD (2007), Country questionnaires.

A range of evaluation methods and tools for e-government are available to Arab countries; however, most
countries have not developed significant strategies to use these methods especially more sophisticated
user-engaging tools.
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The survey results show that the lack of evaluation tools is considered an important challenge by the
majaity of Arab countries responding to the questionnaire. However, when looking at the current use of
frameworks, methods and tools to measure and evahgateeenment in Arab countries the overall picture
is somewhat more positive. Almost all countriegpregling to this question state that they use at least one
type of evaluation tool/method for project evaluation at sectoral/ministry/agency or project level. This may
lead to an argument that the key issue is the lack of experience and familiarity isvediragion methods
and tools, rather than their limited availability.

The Dubai seminar on measuring and evaluatiggwernment was intended to close this perceived
knowledge gap and offered participants the opportunity to discuss tools, methods ciwepia e
government measurement and evaluation at the project level; the concrete experience of OECD and Arab
countries and international organisations served as the basis for discussion. One conclusion of the
discussion is that Arab countries can béngbm a vast range of practical tools, methodologies and
knowledge that could be potentially adapted to fit pregpeicific evaluation requirements of Arab
countries.

The questionnaire results show that Arab countries have adagteacsurveys and oitial statistics
as the most common tools forgevernment evaluation. These are particularly used for evaluating
countriesé infrastructure capacities and the wuse
countries responding to this questialso mentioned that they have used or are using benchmarking
instruments; for example, to compare project results among governments based on established indicators.
Bahrain has developed and introduced a specific benchmarking methodology to evgmatenment
initiatives with respect to the UN governmenteadiness index. Periodic global benchmarking exercises
are also carried out as part of thgavernment strategy.

Half of this group of Arab countries use service quality standards. Dubai e@Gwrerhas identified
two separate sets of quality standards applying to department Web sites (standards are set in terms of
usability, common look and feel, and content) and on individissEreices accessed through these Web
sites. In Oman, service levaljr@ements (SLAs) are in place to ensure high quality standards for services
to citizens and businesses.
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Figure 2. Frameworks/methods and tools used to measure and evaluate e-government
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Note: 11 countries answered question n. 4 on tools (Algeria, Bahrain, Dubai, Egypt, Jordan, Lebanon, Morocco, Oman, Saudi Arabia,
Sudan, and Tunisia).

Source: OECD (2007), Country questionnaires.

On the other hand, relatively few countries use focus groups or expert panels, to undertake tasks such
as validating data catted through large aad hocsurveys. Focus groups usually involve a group of
stakeholders, or a group of people with the same characteristics, providing qualitative information during a
targeted discussion. They can be used to compare user experiedcgsr@ptions on topics such as
service delivery or the effectiveness of a specific programififee survey results indicate that, while the
use of traditional evaluation tools (statistics, surveys) is more widespread, mefecused methods(g.
involving targeted user groups in direct consultation processes) are still far form reaching widespread
adoption in the region. Table 4 shows the usegd\wrnment tools by country.

Table 4. Frameworks/methods/tools used to measure and evaluate e-government

Official Ad hoc Expert | Focus Cost and Benchmarking Service Others,
statistics surveys | panels/ | groups benefit instruments quality please
citizen analysis standards | specify
panels instruments
and
methodologies
Algeria ar
Bahrain a a a a a a
’Di ane Van Gils (2002), fAExamples of Evaluation Pract.i
government 6, paper prepared for t he -gaverpneent(ParS,e mi nar

22-23 September 2002).
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Note: 11 countries answered question n. 4 on tools (Algeria, Bahrain, Dubai, Egypt, Jordan, Lebanon, Morocco, Oman, Saudi Arabia,
Sudan, and Tunisia).

* Experts from the national committee on e-government submit reports on their assigned areas on a quarterly, semi-annual and
annual basis. The committee then elaborates a national report containing official statistics on the use of ICT for administrative
simplification.

** These tools are currently used at the project level. A high-level mechanism and frameworks for planning, measurement and
evaluation of e-government at the national level have been outlined in the e-government strategy for 2007-2209. This will lead to the
establishment of full performance measurement and management system, and the definition of accompanying tools (panel, surveys,
etc.).

*** Plans are underway to upgrade and update the business case framework and methodology.
1Minimal or incomplete initiatives

2 This includes annual pools to monitor development of Internet subscriber categories according to services, and evaluation of mobile
phone services.

3 An online survey of administrative procedures was undertaken in 2006 to assess the clarity of online administrative forms, as well as
evaluate the rate of use of these forms.

€ Provided via Ministry of National Economy Statistical Reports

Source: OECD (2007), Country questionnaires.

Overall, the status of e-government data collection and availability in the Arab region is mixed: readiness and
access data seem to be collected by and available in most Arab countries, while data on outcomes is not yet
systematically collected and uniformly available across the region.

All Arab countries responding to the questionnaire on data availability (12) mention that data on e
readiness €.g. statistics on the digital divide, legal framework) and acdes$CT (e.g. number of
computers per households, infrastructure, and network penetration) has been collected and is currently
available. Nine countries of 12 have also reported collecting some datgowemment inputse(g.cost
of IT hardware) and optts €.g.number of service online). Not surprisingly, a relatively limited number
of countries are collecting data on processeg.{ime saved by process automation) and outcom&s (
level of satisfaction of -government users). (See Figure 3). Mdetails on data availability for each
country are provided in Table 5.
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Figure 3. Type of e-government data available in Arab countries
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Note: 12 countries answered question n. 6 on data availability (Algeria, Bahrain, Dubai, Egypt, Jordan, Lebanon, Morocco, Oman,
Saudi Arabia, Sudan, Syria and Tunisia).

Source: OECD (2007), Country questionnaires.
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Table 5. E-Government data in Arab countries: Overview and sources

Bahrain Data on e-readiness is available for all government agencies through e-readiness
assessments and surveys of citizens and businesses. Data on access is available through
surveys of citizens and business. Data on inputs is available through vendor discussions, past
project implementation and industry surveys. Data on process is available through a detailed
as-is assessment of all government agencies. Data on outputs is available as part of the
detailed government strategy roadmap.

Dubai Data on access and readiness include PC, Internet and mobile penetration rates. Data on
inputs includes internal IT consumption figures. Data on outputs includes total number of
services (divided into categories), number of services online, government Web site quality
ranking, synergetic service usage and cost savings through synergetic services, e-government
customer awareness, and e-service quality rankings (planned for 2007). Data on outcome,
including customer e-service adoption and customer e-service satisfaction, will be collected
starting in 2007. At the project level, available data includes number of projects delivered on
time, number of projects that comply with project management guidelines, number of
deliverables delivered on time. Data is available through Dubai government annual reports,
quarterly reports, e4all magazine, etc.

Egypt Main available indicators are the following: 1) indicator on digital availability; 2) e-indicator for
measuring the information community; 3) indicator of technological readiness of public
institutions. Data on readiness is available through regular international reports. Data on
access is available through the Ministry of Information and Communication Technology. Data
on outputs is made available to the public at large on the Egyptian government portal.

Jordan The e-Readiness Assessment Report (published in 2002 and 2006) provides a high-level
whole-of-ICT-sector view with some reference to the use of ICT in government. Data on
government readiness is available only for government entities that have worked with the E-
government Programmeto deliver certain services. Data collection is undertaken at the project
level, but no national efforts to collect readiness data for the whole of government have been
undertaken in Jordan so far. The assessment data are available to government, but are not
issued to the public. Responsibility for collecting data on access rests within the ICT policy unit
in the Ministry of Information and Communication Technologies. Data on processes is
collected for the e-services delivered by the E-government Programmeonly. Data on outcome
is available at the project level (e.g. a satisfaction survey launched after each service is put
online).

Lebanon Readiness data for Lebanon was collected on the national level in 2003 by OMSAR and
UNDP. A number of first-hand data sources have been used including ISPs, the professional
computer Association, ITU, and others.

Morocco The National Agency for the Regulation of Communication is in charge of collecting data on e-
readiness and on access. Data on inputs is available through the Ministry of Finance and
Privatization. The Ministry for the Development of Public Sectors is responsible for collecting
data on outputs and outcomes.

Oman Data on access is available through the Ministry of National Economy and the
Telecommunication Regulatory Authority. Data on inputs is collected by the Information
Technology Authority (ITA) (not public). Data on processes is gathered by ITA for e-service
prioritisation and integration into the government gateway portal (under implementation).

Sudan At present the main data collected is on e-readiness (collected through a national survey).
Measurement of ministry readiness is undertaken at the national level. A national working
group has been established to work towards producing e-government indicators. Data on
access refers to DSL broadband connections. Data on outputs (e.g. number of services online)
is also collected.

Syria Data on access and readiness include PC, Internet and mobile penetration rates.

Concluding note

The data presented in this documerg haen collected from the responses to a country questionnaire;
it provides an example of a dataset on a specifiowernment topicife. measurement and evaluation).
This is the third of a series of thematic data collection exercises to support capédityg seminars
organised within the framework of GfD Working Group 2 activities (in addition-pooeurement and
personalised portals). This thematic data will be further enriched with general datgoverement
frameworks in Arab countries. This cbined egovernment dataset will serve as a basis for the production
of an egovernment report on Arab countries that is planned to be prepared in 2008.
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ANNEX 1: FINA L AGENDAS

WELCOME COCKTAIL: 11 March 2007

| 19.00 | Dubai School of Government, Convention Tower" ERor
HIGH LEVEL SEMINAR: 12 MARCH 2007
9.009.30 OPENING AND INTRODUCTION
Opening remarks by the Arab chairperddnMoosa Al Hashemi, Head,Delivery
Unit, The Executive Office, Dubai, the OECD countryatwir, the DSG and th
OECD (max 1 min each).
A Dr. ChangKil Lee, E-Government Policy Advisor to the Ministry
Government Administration and Home Affairs (MOGAH#&)rea
A Mr Christian Vergez,Head of Division, Innovation and Integrity, Pub
Governance and Territorial Development Directorate, OECD
A Prof. Tarik Yousef, Dean, Dubai School of Government, Dubai
Brief overview of the purpose, objectives and structure of the meeting by DSG
2-3 minutes)
9.30-10.20 SESSION 1: Why do we measure and evaluategovernment: opportunities and

challenges

This session will introduce the topic of the seminar by discussing 1)
governments need to measure and evaluaievernment (e.g. prioritisactions,
justify investments, assess impacts) and 2) what are the challenges that gove
have to face in measuring and evaluatinrgogernment progress (e.g. lack
evaluation culture, poor evaluation skills, measurement problems). Discussio
be opened by presentations from invited experts from OECD and Arab countrie

A Measuring and evaluating ICT enabled public sector transforma
opportunities and challenges, Edwin LaRroject Leader, OECD E
government ProjecOECD (max 10 minutes

A Opportunities and challenges of measuring and evaluatiggvernment
performance in the Arab world, Dr. Ehab Moustafinistry Advisor,
Advisory Council, Ministry of Labour, UA@hax 10 minutes
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Followed by discussion
Questions for discussion:

1. Why doArab countries need to evaluatgg@vernment progress? What ¢
the key objectives of-government evaluation? (e.g. understand dem
assess the benefits to users, justifying expendituresggomernment)

2. What are the main challenges (institutionapawity-related, technical) Ara
countries have to face when undertaking evaluation activities and wh
been done to overcome them?

Background documents: Collection of country papers; Doc n3: Monitoring
Evaluating Egovernment in OECD countries;oD n4: The business case for
government

10.2610.50

COFFEE BREAK

10.5013.10

SESSION 2: Evaluating egovernment: toolkits and methods for project
evaluation

This section focuses on illustrating and discussing tools and practices
government measurement and evaluation at programme/project level startin
the concrete experience of OECD and Arab countries. Examples of tg
developed by internationabrganisations will also be presented. Each se
presentations will be followed by discussion.

A The experience of France with building up a methodology to measur
evaluate the value of-government projects (the case of MAREVAJr
Faycal Mecheri, Poject Leader, Egovernment Unit, Ministry of Econom
Finance and Industry, Frandgnax 8 min)

A Experiences on-government measurement and evaluation in UAE, f
Ms Rehab LootahE-Services Provisioning Managdbubai eGovernmen
(max 8 min)

A Monitoring and evaluating toolkits for-government developed by tf
World Bank, Carlo Maria Rossott&enior Regulatory Economist, Regiof
Coordinator for Middle East and North Africa, Policy Division, Glok
Information and Communications Technologlé®rld Bank(max 8 min)

A Measuring and evaluating performance at programmelevel: the expe
of Norway with the Hoykom initiative on supporting broadba
communication in the public sector, Mr. Kjell Ove Kalhagegnior
Advisor, Department of IT PolicWinistry of Government Administratig
and Reforn{max 8 min)

A Korea's egovernment evaluation methodology and practice: the us
indicators to assess progress, Ms.-MiulLee, Deputy Director, E
Government Headquarters, Ministry of Government Admirtistaand
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Home Affairs (MOGAHA)Ymax 8 min)

A Evaluating service quality at operational level: the experience of C4
with implementing common tools to measure and evaluate service
for better service delivery (Common Measurement Tool and bencimga
practices), Ms Vicki MorrisonProgram Manager, Institute for Citizel
Centred Service, Canadmax 8 min)

A Measuring and evaluatinggovernment: practice and todlsthe case o
Egypt, Eng. Ahmed KamalProjects Manager, €overnment Program
Ministry of State for Administrative Development, Edypax 8 min)

Presentations will be followed by two session of discussions (max 30 min each
Questions for discussion:

1. How can measurement and evaluation #@iw be integrated in the- ¢
government policymaking cycle and become key components of an
government implementation strategy?

2. What are the available tools and methodologies to measure and eval
government cost and benefits? How to ensuretliese tools are used acrd
government?

3. What methods and tools are available for agencies to measure the |
satisfaction of users with online service? How to ensure that resu
evaluation are comparable across government?

Background documesit Collection of country papers; OECD country presentati
Doc n3: Monitoring and Evaluating-government in OECD countries; Doc n4: T
business case for-government; Doc n5: Draft Summary of the OECD report
Benefit Realisation Management

13.1014.30

LUNCH

14.3016.00

SESSION 3: National and international indicators for egovernment : progress
to date

The purpose of this section is to provide an overview and discuss current s
experiences (and related challenges) in building up indicators to measu
evaluate ggovernment progress in Arab and OECD countries.

A E-government readiness indicatansthe Arab world: overview of the wor]
of the UN Expert Group on Information and Communications Techng
Indicators Adoption and Data Collection in Arab countries (Cairel3
February 2007), Mr. Abdulilah DewaclRegional Advisor on ICT, Unite
Nations Economic and Social Commission for Western Asia, ESCR¥A.
8 min)

A Monitoring the overall performance ofgevernment at European level: t
e-Europe benchmarking initiative, Mr. Juan Arregui Mc GuilldMlicy
Developer, Directorate General Information Society and Media, Euro
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Commissionand Helene de ChanteraGovernment expert, Embassy
France in Bahrein(max 8 min)

A E-government measurement, evaluation and use of indicatolgectives
and challenges: Dr. Richard Heek§enior Lecturer, Institute fo
Development Policy and Management, Manchester University(rilg 8
min)

Each presentation will be followed by dissigs (max 20 min)
Questions for discussion:

1. What kind of approach to developinggevernment indicators is the mg
appropriate for Arab countries? How to move from developing readines
access indicators towards more hard indicators measurgw/enment
outcomes?

2. What are the challenges in building common indicatorsgowvernment for
the region? How can existing regional initiatives provide a platform for
countries to make progress in this area?

3. What does it mean to measure public settansformation through ICT
How can Arab countries benefit from OECD efforts to develop indicatg
this area?

Background documents: OECD, WB, EU presentatidhaper from Dr Heek
fiBenchmarking eGovernment:improving the National and Internation
Measur ement |, Evaluation and Compar.i {

16.007 16.30

COFFEE BREAK

16.3618.00

Closing session: lessons learned and next step in measuring and evaluating e
government in the Arab world

In this section Arab participants will have the opportunity to 1) identify the leg
learned from presentations and meeting discussions and 2) discuss the next s
lines of action towards a definition of a programme of work in the area
governnent measurement and evaluation.

A Wrap up of discussions and main conclusions: Edwin Lau, OECD, foll¢
by discussion (max 30 min)

A Defining the nextDat todeptionon egovernmernt
in the Arab world: what is available today and hav to move forward?

The result of this discussion will feed into a checklist-gbgernment data which 1
will outline the kind of dataset already available in Arab countries and 2)
identify areas where further data need to be collected.

A Closing remarks by the Arab chairperson, the OECD countohads

Background documents: Collection of country papers
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WORKING GROUP MEETING: 13 MARCH 2007

9.009.30

OPENING AND INTRODUCTION

Opening remarks by the Arab chairperddnMoosa Al Hashemi, Head, Delivery
Unit, The Executive Office, Dubai, the OECD countryatair, the DSG and th
OECD (max 1 min each).

Brief overview of the purpose, objectives and structure of the meeting by ¢
Secretariat (max-3 min)

9.30-11.00

SESSION 1: Overview and update on recent-government developments

The aim of this session is to 1) bring participants up to date on the results
activities carried in the framework of WG 2, 2) give participants the opportun
report on the progress made in implementing their Action Plargmvernment.

A Summay and approval of the conclusions of the High Level Semind
Evaluating and Benchmarking-government by DSG (Dubai, 12 Mar
2007) (5 min)

A Report on the High Level Seminar on Personalised Service Portals (Mi
of Economy, Finance and Industry,rBa 11 December 2006), Mr Fay¢
Mecheri Project Leader, Ejovernment Unit, Ministry of Economy, Finan
and Industry, France5min)

A Report on the special session on exchange of experiences on the f
OECD work on egovernment (12 December, Annédonaco, OECD
Headquarter, Paris), including finalisation of the OECD transformg
report, by Christian Vergez and Edwin Lau, OECD (5 min)

A Report on the r esul-gowwrnnent revohuton: wha
went wrongo or ganiextofithelAsab SrStegy Rom
(Dubai, 46 December 2006), by Fadi SaleResearch Associate, DS
followed by comments from Christian Verg&=CD (5 min)

A Report on the status of implementation of Country Action Plans in the
of egovernment and adnistrative simplification and challenge
encountered interventions from Morocco, Tunisia, Lebanon, UAE (Dub
Bahrain, Jordan, Egypt.

A Short overview of the progress made igavernment development in oth
Arab countrie$ presentation from Saudi Abia, Oman and Sudan.

Expected output: follow up on the implementation of Action Plans and
monitoring of egovernment initiatives in the region

Background document: doc n6) Draft proceedings of the High Level Semin
Personalised Service Portél$-11 December 2007, Paris)

11.0611.30

COFFEE BREAK

38



11.3613.00

SESSION 2: Preparation of the Programme of Work for the Working Group 2

This section will focus on planning the next round of capacity building activiti
be conducted in support of the implementation of National Action plans. Discl
will focus in particular on how the design, format, and timing of the high |
seminas could be improved and better aligned in support of the implementat
national action plans. WG 2 delegates will also have the opportunity to discu
proposals made by Arab countries to expand the set of activities to includ®-p
peer visitsand support to Arab country training activities.

Interventions from

A Morocco: Ms Fatna EtFarsi,Department Head, Information System
Directory, Ministry of Public Sector Modernisatioklorocco(max 5 min)

A Egypt: Eng. Anmed KamalProjects Manager.e-Government Progranm
Ministry of State for Administrative Development, Edppax 5 min)

A Tunisia: Ms Khedija Zammouri,Director General, Egovernment Unit
Prime Ministernnagbn)fi ce, Tuni si g

Discussion

Expected output: draft work plan highititing the next round of activities for 260
2008

13.0014.30

LUNCH

14.3016.00

SESSION 3: Preparation of the Programme of Work for the Working Group 2
(continue)

This session will focus on discussing and approving a proposed framewo
CountryPeer Reviews in Arab countries. The OECD secretariat will present a
proposal for egovernment peer reviews, including main purpose, methodologie
analytical framework. Arab delegates will have the opportunity to comment O
proposal and proviinput for its improvement.

iADraft project propogaMermnfme Peetri nr
Presentation by Marco Dagliddministrator, GfD Initiative, OECI(5-10 min)
followed by comments:

Interventions from

A Egypt: Eng. Ahmed KamalProjects Manager, €5overnment Program
Ministry of State for Administrative Development, Edypax 5 min)

A Norway: Mr. Kjell Ove KalhagenSenior Advisor, Department of IT Polig
Ministry of Government Administration and Refgmeax 5 min)

A DSG: Dr. Yasar JarrarExecutive Dean, DSGmax 5 min)
Tour de table how can the framework be improved to 1) take into accoun

specific social, economic and development context of Arab countries g
allow for regional comparison.




Expected outputdiscusson and approval of a framework for country peer revie

Background documentsDraft Project charter for fovernment Peer Review
Arab countries

16.001 16.30

COFFEE BREAK

16.3617.30

CLOSING SESSION

In this session WG 2 delegates will discuss @/Gntribution to the next meeting
the GfD Steering Group at ministerial level which will take place in fall 2
Countries are invited to discuss a proposal to produce a draft regional sy
report on egovernment implementation to be adoptedhsy group and presented
a preliminary version at the next Steering Group Meeting at Ministerial Level ir
2007.

A Short briefing on the next GfD Steering Group meeting at ministerial |
Christian VergeziHead of Division, Innovation and Integri@ECD

A Presentation of a proposal to produce a draft synthesis repliarco
Daglio, Administrator, GfD Initiative, OECD

A Comments from Arab countries

A Closing remarks by the Arab chairperson, the OECD countghaos, the)
DSG and the OECD
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ANNEX 2: LIST OF PARTICIPANTS

CHAIR

M. Moosa Al Hashemi (Chair)
Head- Delivery Unit

The Executive Office

United Arab Emirates

COCHAIR

Dr. ChangKil LEE (Co-chair)

E-Government Policy Advisor

Ministry of Government Administration and Home Affairs (MOGAHA)
Korea

ARAB COUNTRIES

Algeria

Dr Abderrazak HENNI

Director General for Modernization of the Justice
Ministry of Justice

Algeria

Bahrain

Maher Abdulrahman ALKHAN
Head of Project Manageme@ffice
Central Informatics Organisation
Bahrain

Eng. Jamal Abdulaziz ALALAWI

Chief of Management Engineering Section
Civil Service Bureau

Bahrain

Egypt

Eng. Ahmed Kamal Mohamed SHABAN
Projects Managédr E-government Programme
Ministry of State for Administrative Development

Egypt
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Jordan

M. Hasan HOURANI

Director of EGovernment

CIO

Ministry of Communication and Information Technology
Jordan

M. Mazen AL-KHATIB

Head of Operations

E-Government Program

Ministry of Communication and Information Technology
Jordan

Kuwait

M. Ali AL -ZABEN

Assistant Undersecretary for Information Systems
Ministry of Communications

Kuwait

Lebanon

M. Nasser ISRAOUI

Director, TechnicaCooperation Unit

Office of the Ministry of State for Administrative Reform (OMSAR)
Lebanon

M. Andre AMIOUNI

Policy Analyst

Office of the Ministry of State for Administrative Reform (OMSAR)
Lebanon

Mauritania

M. Toutou Bint Saleek Ould Ely SALEM
Head of Cooperation Unit

Ministry of Modern Technologies
Mauritania

Morocco

M. Aziz RABBAH

ICT Advisor

Ministry of Economic & General Affairs
Member of ICT Strategic Committee
National eGov Committee

Morocco

M. Fatna EL-FARSI

Department Head

Information Systems Directory

Ministry of Public Sector Modernisation
Morocco
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Oman

Dr. Salim Sultan AL-RUZAIQI
CEO

Information Technology Authority
Oman

M. Tufool AL DHAHAB

Marketing & Awareness Specialist
Information Technology Authority
Oman

Palestinian Authority

M. Bassem RAJAB

Director, EGOV General Directorate
ICT Ministry

Palestine

M. Usama KASEM

General Director of Information Systems
Ministry of Interior

Palestine

Qatar
Dr. Ahmed AL MOHANADI

Advisor
Supreme Council of Information & Communication Technology
Qatar

Saudi Arabia

Eng. Bilal M. HUSAIN

Director, eServices Projects
Saudi Government Prograrv€sser)
MCIT

Saudi Arabia

Sudan

Dr. Abu Bakr HAMAD
Director of eGovernment, NIC
Council of Minister

Sudan

Dr. Nadir Ahmed GAYLANI

Manager Information Systems Directorate
National Telecommunication

Sudan

M. Idris Ahmed Idris Ali
Executive Manager; Minister Officer
Minister of Information and Telecommunication



Syria

M. Nazem BAHSAS

Acting Director of the Syrian Telecommunication Establishment
Syria

Dr. Sinjar TOMEH

Secretary of the Ministerial Resources &mérgy Committee
Prime Ministry

Syria

Tunisia

M. Khédija ZAMMOURI

General Director, Electronic Administration Unit
Office of the Prime Minister

Tunisia

Emirats Arabes Unis/United Arab Emirates

M. Abdulla AL MAJID

UAE eGovernment ProgramniErector

Ministry of Governmental Sector Development
UAE

United Arab Emirates-Dubai

M. Rehab LOOTAH

Dubai eGovernment

E-Services Provisioning Manager
Dubai

OECD COUNTRIES

Canada

Ms. Vicki MORRISON

Program Manager

Institute for CitizerCentred Service
Toronto, ON

France

M. Faycal MECHERI

Project Leader, fgovernment Unit

Ministry of Economy, Finance and Industry
France

Ms. Helene DE CHANTERAC

Regional Expert on Public Sector Reform
FrenchMinistry of Foreign Affairs
Embassy of France in Bahrain
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Korea

Ms. SuMi LEE

Deputy Director

E-Government Headquarters

Ministry of Government Administration and Home Affairs (MOGAHA)
Korea

Norwa

M. Kjell -Ove KALHAGEN

ICT Senor Advisor

Department of ITpolicy

Ministry of Government Administration and Reform
Norway

INTERNATIONAL EXPERTS

Dr. Richard HEEKS

Senior Lecturer

Institute for Development Policy and Management
Manchester University

UK

Dr. Moustafa EHAB
Principal Advisor

InterCom Development Co.
Dubai

U.A.E.
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M. Juan Arregui McGULLION

Unit C1 Lisbon Strategy & i2010

Directorate General Information Society & Media
EuropearCommission

World Bank

M. Carlo Maria ROSSOTTO
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Global Information and Communications Technologies
The World Bank
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United States
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M. Abdulilah DEWACHI

Regional Advisor on ICT

United Nations Economic and Social Commission for Western Asia
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M. Christian VERGEZ

Head, Innovation and Integrity Division

Public Governancand Territorial Development
OECD
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France

M. Edwin LAU

Project Leader, E5overnment Project

Public Governance and Territorial Development
OECD

Paris

France

M. Marco DAGLIO

Policy Analyst, Governance for Development (GfD) in Arab caastinitiative
Public Governance and Territorial Development

OECD
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Dubai School of Government
United Arab Emirates

Dr. Yasar JARRAR
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Dubai School of Government
United Arab Emirates

M. Fadi SALEM
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United Arab Emirates
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ANNEX 3: COLLECTION OF BACKGROUND COUNTRY PAPERS SUBMITTED BY ARAB
COUNTRIES

Request for country information

In preparation to the High Level Seminar on Measuring and Evaluatiggv&nment, the OECD
Secretariat requested that countries submit short country fact sheets which will provide relevant
background information for the meeting. The country fact sheets have been compiled by 12 countries
(Algeria, Bahrain, Dubai, Egypt, Jordan, Lebanon, Morocco, Oman, Saudi Arabia, Sudan , Syria, Tunisia)
following the guidelines and structure illustratedbloe

Topic

The country papers focus on Arab country experience in measuring and evalugdveyrement and in
particular look at: 1) whether Arab country are measuring and evaluatjipgeenment progress and at
which level (national and/or projectviel), 2) what are the purpose and objectives of measurement and
evaluation initiatives, 2) what tools and methodologies are used to evalgaterament, 3) what are the
obstacles and challenges to evaluation, 4) what kind of data on the use of IC&rimgemnt is available.

Structure of the country papers

In order to ensure comparability among papers, it was requested that countries structure the paper along the
following lines:

Question 1 Have you undertaken or are you undertaking any activity focuse measuring and
evaluating egovernment in your country? If yes, please explain and state whether they were/are conducted
at 1) national level, 2) sectoral level (e.g. health, education), 3) ministry/agency level or 4) project level.

Question 2 What are the main purpose and objective ajovernment measurement and evaluation at
national or sectoral level? Are measurablgogernment targets and goals included in your national or
sectoral eovernment strategy? If yes, have indicators been deagttopmeasure them?

Question 3 What is the purpose and objective ofg@ernment measurement and evaluation at
ministry/agency/project level (e.g. ex ante: to argue the case for new projects, or ex post: to assess
efficiency and effectiveness)? Isgevernment measurement and evaluation mandatory for ministries and
agencies? To whom the results aj@ernment evaluation is made available (e.g. within the organization,

to political decision makers, outside government)

Question 4 Have frameworks/mbbds/tools been developed and use to measure and evaluate e
government at sectoral / ministry/agency and/or project level? If yes, please indicate which ones and
provide a short description below:

a) officials statistics (e.g. number of PCs at home)

b) adhoc surveys (e.g. on customer satisfaction)

C) expert panels / citizen panels

d) focus groups
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e) cost and benefit analysis instruments and methodologies

f) benchmarking instruments

g) service quality standards

h) other, please specify

Please provide a short description of the ticked frameworks/methods/tools below:

Question 5 What are the main obstacles feg@ernment evaluating in your country? Please indicate
them in ascending order (1: most important, 8: least important)

a) lackof evaluation tools

b) lack of evaluation culture

¢) lack of evaluation skills

d) no common definition of cost and benefits

e) data are difficult to collect

f) no indicators available

g) not clear who are the clients of evaluation

h) notclear who should perform evaluation

i) other, please specify

Question 8 What kind of egovernment data that you are already collecting is available today in your
country?

a) data on readiness (e.g. statistics on digital divide, IT education of the population)

b) data on access (e.g. number of computer per households, broadband penetratior]

¢) data on inputs (e.g. cost of IT hardware)

d) data on processes (e.g. tisaved by process automation)

e) data on outputs (e.g. number of services online)

f) data on outcome (e.g. level of satisfaction-gb&ernment users)

g) other, please specify

Please list below the data available for each category of data. Blsastate whether this data is publicly
available and where to find them.

Question 7 What would you see as the main challenges in building common indicatoigoiremnment
for the region? What next steps would need to be takahriegional level to make progress in this area?
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ALGERIA

Question 1: Have you undertaken or are you undertaking any activity focused on measuring and
evaluating egovernment in your country? If yes, please explain and state whether they were/are
conducted at 1) national level, 2) sectoral level (e.g. health, edtion), 3) ministry/agency level or 4)
project level.

Al ger i abds aavermmentis toaheef o discuss measuring and evaluatjogernment at this
point in ti me. However, recent survey@erfanmaceysi ng
have provided positive results.

Question 2: What are the main purpose and objective of-government measurement and evaluation
at national or sectoral level? Are measurable -government targets and goals included in your
national or sectoral e-government strategy? If yes, have indicators been developed to measure
them?

There are three main objectives for measuriggeernment on the national level:

- Establishing a real political administration.

- Adopting a unified strategic plan commtmall ministerial departments.

- Establishing organisational structures headed by the prime minister with theeiaion of all
ministerial departments which have political influence.

Question 3: What is the purpose and objective of-government measurenent and evaluation at
ministry/agency/project level (e.g. ex ante: to argue the case for new projects, or ex post: to assess
efficiency and effectiveness)? Is -government measurement and evaluation mandatory for
ministries and agencies? To whom the re#is of e.government evaluation is made available (e.g.
within the organization, to political decision makers, outside government)

The main aim of measuringgovernment is to reform the public sector and to simplify administrative
procedures in AlgeriaAlgeria strives to realise this objective by creating a strategic national committee
involving various ministerial departments.

The Judicial sector, for instance, has focused on projects aiming at serving citizens in general. The project
for facilitating and following up on cases allows citizens to submit and follow up their files in a short time.
Anot her project was established to help the disal
problems.

It is the mandatory responsibility tfe Ministry of Finance to measure and evaluagexernment. This is
undertaken during the discussion of the budget with each department and in justifying all individual e
government projects.

Question 4: Have frameworks/methods/tools been developed amde to measure and evaluate-e
government at sectoral / ministry/agency and/or project level? If yes, please indicate which ones and
provide a short description below:

Regarding tools and means of evaluation, the national committeg@reenment has a mber of experts

who submit reports and summaries of their completed work on a quarterlyaseunal and annual basis.

The committee then elaborates the national report containing official statistics on the use of ICT for
administrative simplification.



- Algeria has elaborated a project allowing each family to acquire its own personal computer and
Internet access. Algeria has also worked on reducing prices, facilitating loans and instalments without
imposing interest rates.

- Furthermore, various projectmve been established allowing citizens to relate better to the judicial
system and providing them with | egal document s
manner. These projects were welcomed by citizens.

Question 5: What are the main obstales for egovernment evaluating in your country? Please
indicate them in ascending order (1: most important, 8: least important)

Naturally, each project is facing a number of obstacles impeding its implementation, some of which are:
the absence of a ¢ute of evaluation.

the absence of evaluation skills.

the lack of evaluation tools.

difficulty in collecting data.

the absence of indicators.

the absence of a common definition of costs and benefits.

ogakrwnE

Question 6: What kind of e-government data that you @&e already collecting is available today in
your country?

The following data on-government is collected:

- Data on readiness, for instance phone connections (landlines and mobiles).

- Increasing numbers of ADSL users and public Internet access points.

- Data on access, for instance myltirpose computers were made available in the post office allowing
citizens to access the Internet and to familiarise themselves with it.

- Some processes were accomplished and resulted in saving time such as retrialiregdeds and
nationality certificates from the Ministry of Justice, retrieving administrative accounts immediately,
facilitating gray cards and construction contracts, etc.

Question 7:What would you see as the main challenges in building common indicas in e-
government for the region? What next steps would need to be taken to at regional level to make
progress in this area?

The main challenges facing any attempt to establish common indicators in the Arab region are:

- Developing content for informaih systems and information and communication technologies by
giving top priority to partnerships between Arab countries.

- Establishing an Arab fund allowing Arab countries to finance projects aiming at serving citizens and
promoting the best use of ICT Wwih families.
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| BAHRAIN |

Question 1: Have you undertaken or are you undertaking any activity focused on measuring and
evaluating egovernment in your country? If yes, please explain and state whether they were/are
conducted at 1) national level, 2) sectoral level (e.g. health, edtion), 3) ministry/agency level or 4)
project level.

Country focus on measuring and evaluating -®overnment

The Government of Bahrain has defined a common approach to track progress of all components in the
Ki n g d cgonv@rement strategy. This monitog and evaluation framework, applicable at all stages of
strategy implementation, is envisaged to create an institutional mechanism for organisation, formulation,
activation, monitoring, reporting, controlling and disseminating results from monitorchg\auation for

all projects.

The monitoring and evaluation mechanism is operated at the national level as well as at the project level.
This level of abstraction is addressed by designing and incorporating ogsific indicators in the
monitoring and evaluation framework.

Question 2: What are the main purpose and objective of-government measurement and evaluation
at national or sectoral level? Are measurable -government targets and goals included in your
national or sectoral egovernment stratey? If yes, have indicators been developed to measure
them?

Objective of egovernment measurement and evaluation at the national level

The evaluation of @ over nment is done with respegdvernment e x p e c
strategy, the outecones have been derived from translating the nationgbvernment vision into
measurable targets. Hence, there is a need to measure the progrgssarhment at the national level

also.

The egovernment strategy begins with a vision statement withl@ments translating into different
customercentric outcomes. For achieving these outcomes, there are specific measurable targets/goals
identified for each of the outcomes. To measure progress against these targets/goals, key indicators have
been identifid along with their measurement mechanisms.

Question 3: What is the purpose and objective of-government measurement and evaluation at
ministry/agency/project level (e.g. ex ante: to argue the case for new projects, or ex post: to assess
efficiency and effectiveness)? Is -government measurement ad evaluation mandatory for
ministries and agencies? To whom the results ofgovernment evaluation is made available (e.g.
within the organization, to political decision makers, outside government)

Objective of egovernment measurement and evaluatioat the project level

For a successful realisation of benefits in terms of customer satisfaction, it is important to track changes
from baseline conditions to desired projbstel outcomes (achievement of the defined services level for
each of the projectand to validate results achieved, and how and why they were or were not achieved. In
this scenario, nationdével indicators will not give a detailed snapshot of the progress and therefore, it
warrants conducting monitoring and evaluation at the prigeet as well.

The egovernment strategy mandates every government ministry and organisation to develop indicators for
each of their @overnment projects and regularly measure them. The results of the monitoring and
evaluation exercise are availableihe various government organisations and are envisaged to be shared
with other stakeholders outside the government domain in the near future.

51



Question 4: Have frameworks/methods/tools been developed and use to measure and evaluate
e-government at secteal / ministry/agency and/or project level? If yes, please indicate which ones
and provide a short description below:

Use of frameworks / methods / tools for measurement and evaluation ef3overnment

a) Official statistics a | The National Demographics Census carried out ona 1
(e.g. number of PCs at home) year basis provides these statistics.

b) Ad-hoc surveys a | National Customer (citizen and business) Surv
(e.g. on customer satisfaction) Measurement of Customer Satisfaction Index.

c) Expert panels a | The Technical Committee for Information ar

Communication Technology (TCICT) appointed by
Government of Bahrain as advisory feg@vernment.
d) Focus groups a | Special groups have been formed within tkgpogernment
programme management structure for vagiowodules of
implementation.
e) Cost and benefit analysis - -
instruments and methodologies
f) Benchmarking instruments a | Benchmarking methodology prepared for evalua
various egovernment initiatives with respect to the U
Government eeadiness Index; Periodic global
benchmarking exercise envisaged as part of thg
government strategy.
g) Service quality standards a | E-Government Strategy ensures service quality stang
through the citizen charters for each government ag
(incorporating the SLAS).

h) Other, please specify -

Please provide a short description of the ticked frameworks/methods/tools below:

Question 5: What are the main obstacles for -government evaluating in your country? Please
indicate them in ascending order (1: most important, 9: least important)

Level of importance of possible roadblocks in measurement and evaluation of eGovernment

a) Lack of evaluation culture

b) Lack of evaluation skills

c) Non-availability of indicators

d) Lack of evaluation tools

e) Data are difficult to collect

f)  No common definition of cost and benefits

g) Non-clarity on the clients of evaluation

h) Non-clarity on who should perform evaluation
i) Other, please specify

N0 WIN|F

Question 6: What kind of e-government data that you are already collecting is available today in
your country?

E-Government Data available
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a) Data on readiness Available through readiness assessment of all govern
(e.g. statistics on digital divide, IT agencies and surveys of citizens & businesses.
education of the population)

b) Data on access Available through national surveys of citizens
(e.g. number of computer per businesses.
households, broadband penetration)

c) Data on inputs Available through vendor discussions, past pro
(e.g. cost of IT hardware) implementations and industry surveys (used in stra

implementation budgeting).

d) Data on processes Available through a detailed #s assessment of g
(e.g. time saved by process government agencies.
automation)

e) Data on outputs Available as part of the detailedgevernment strateg
(e.g. number of services online) roadmap.

f) Data on outcome Framework is available for measuring outcomes and
(e.g. levé of satisfaction of e being collected as part of the strategy implementation.
government users)

g) Other, please specify -

Question 7:What would you see as the main challenges in building common indicators in
e-government for the region? What next steps would need to be taken to at regional level to make
progress in this area?

Challenges in building common indicators for egovernmentin the region

The two key challenges in building common indicators fgoeernment in the region are:

1.

Every country demonstrates different dynamics in terms of the focus areas, national priorities, current
level of readiness/progress irgevernment andnitiatives being undertaken. Accordingly, each

C 0 u n t-goyetnmentestrategy details a different vision from which the outcomes derived are also
different.

Even in the case of common indicators, the way of measurement for each of the indicatorers differ
depending on the demographics of the population.

These challenges can be overcome by allowing every country to have itsgmwerament performance
indicators and simultaneously developing certain generic/overarching performance indicators beat can
measured for all regional countries at a regional level.

The next steps for the following will be:

1
)l

All regional countries to share theirgevernment measurement and evaluation system including the
indicators and their measurement mechanisms.

A specialgroup to be formed with representation from every participant country to study these systems

in detail and arrive at a common list of indicators taking into account all dynamics.

After finalisation of the indicators, the same special group to meet anelogemeasurement
mechanisms.

The top management stakeholders to decide on a institutional structure and associated processes to
conduct this exercise on a regular basis.



| DUBAI |

Question 1: Have you undertaken or are you undertaking any activity focusedn measuring and
evaluating egovernment in your country? If yes, please explain and state whether they were/are
conducted at 1) national level, 2) sectoral level (e.g. health, education), 3) ministry/agency level or 4)
project level.

The centralized dity in Dubai Government, namely DEG (Dubai eGovernment), oversees and monitors
the public eservices (G2C and G2B) and strategic progress at the high level. DEG formulates the strategy
and monitors its implementation by defining strategic performancetsargnd measures the overall
strategic performance.

Dubai Government is a local government (emitateel government) within the United Arab Emirates.
Hence, measurement and evaluation is conducted:

91 atthe local government level.

9 atthe agency levéGovernment Departments level).

9 at the project level within the centralised entity for the centralised projects undertaken by DEG.
Additionally, it is at the discretion of the Government Departments to further apply other internal
measurements.

Question2: What are the main purpose and objective of government measurement and evaluation
at national or sectoral level? Are measurable -government targets and goals included in your
national or sectoral egovernment strategy? If yes, have indicators beedeveloped to measure
them?

The main objectives of Dubai eGovernment measurement and evaluation are:
1 To ensure compliance with strategy.
1 To monitor overall progress against targets.
1 To ensure transparency, accountability and awareness.
9 To take correctivections.

DEG has identified measurable and strategic targets for the local governmentdevetmment initiative
and has already put in place the requisite:
{ Processes.
1 Responsible and accountable persons.
1 Technology solutions to measure targets compbka DEG has also formulated various indicators
to gauge the overall effectiveness and, to a certain extent, the efficiency of the Dubai
eGovernment initiative.

Question 3: What is the purpose and objective of-government measurement and evaluation at
ministry/agency/project level (e.g. ex ante: to argue the case for new projects, or ex post: to assess
efficiency and effectiveness)? Is -government measurement and evaluation mandatory for
ministries and agencies? To whom the results ofgovernment evaliation is made available (e.g.
within the organization, to political decision makers, outside government)

Dubai eGovernment has implemented a unified and centralised agency level eServices Strategic Progress
Monitoring system. The main purposes atectives of this centralised agency level measurement system
are:

9 To ensure strategic target compliance.

1 To create productive and healthy competition among government departments.

9 To align government departments around standards and better practices.
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9 Toensure transparency and accountability.
1 To recognise the best achievers.
1 To measure effectiveness and to a certain extent efficiency.

The government departments (agencies) go beyond this centralised strategic measurement and progress
monitoring system anddopt their own measurement systems internally as well. The centralised strategic
measurement and progress monitoring system is implemented by DEG (centralised entity) and
measurements are conducted periodically depending on the indieagoménthly, qiarterly, annually,
etc). The measurement results are made available to:

1 DEG.

1 Government Department Director Generals agdeernment related staff.

T The Executive Office.

The projectievel measurement is currently decentralised across the various mewtrdepartments.
DEG, as the centralised entity, has a Program Management Office (PMO) that tracks all the projects
conducted by DEG. The measurement of projects includes, among others:

1 Project status tracking.

1 Project deliverables.

1 Project timelines comiance.

The projectievel results in DEG, as measured weekly ewbekly, are made available to all the staff in
DEG including the Director.

Question 4: Have frameworks/methods/tools been developed and use to measure and evaluate e
government atsectoral / ministry/agency and/or project level? If yes, please indicate which ones and
provide a short description below:

DEG currently utilises an-gervices strategic progress monitoring framework for the overall eGovernment
initiative. DEG also utiliss the Balanced Scorecard as the general framework for its internal management
practices. The-services strategic progress monitoring is embedded within the overall Balanced Scorecard
framework.

a) officials statistics (e.g. number of PCs at home) a

b) ad-hoc surveys (e.g. on customer satisfaction) a

c) expert panels / citizen panels Few Govt.
Depts.

d) focus groups

e) cost and benefit analysis instruments and methodologies

f) benchmarking instruments

g) service quality standards

an|an|an|an

i) other, please specify




Please provide a short description of the ticked frameworks/methods/tools below:

a) DEG measures various-government indicators such as number of services in the government
departments, -enablement ratio, cost savings throusynergistic services, etc. DEG also collects
various ICT indicators such as PC penetration, Internet penetration, mobile penetration, etc.

b) DEG provides a synergistic electronic survey service for the government departments. Government
Departments utilisehis eSurvey service to conduct their electronic surveys regarding their-sector
related issues and/or general custoreéated issues. In 2006, 43 such electronic surveys were
completed by the Government Departments. DEG also conducted market awareress feurthe
eGovernment initiatives and eServices.

e) DEG currently utilises a simple business case template for its synergistic services.

f) DEG conducts periodic benchmarking with respect to global eGovernment initiatives and individual
projects as well. Thedmnchmarks also include various measures and indicators.

g) DEG has identified two separate sets of quality standards for the government departments. The first is
for the quality of Web sites (usability, common look & feel and content) and the second is for
individual eServices within the Web sites.

h) DEG has defined various projdetel indicators to measure the effectiveness of its project delivery.

Question 5: What are the main obstacles for -government evaluating in your country? Please
indicate them in ascending order (1: most important, 8: least important)

a) lack of evaluation tools

b) lack of evaluation culture

c) lack of evaluation skils

d) no common definition of cost and benefits

e) data are difficult to collect

f) no indicators available

g) not clear who are the clients of evaluation

OO INW(IF|N

h) not clear who should perform evaluation

i) other, please specify

Question 6: What kind of e-government data that you are already collecting is available today in
your country?

Measurement Category Data Availability

a) data on access and readiness PC, Internet and Mobile Penetration Rates.

b) data on inputs (e.g. casof IT hardware) Internal IT consumption figures.

c) data on processes (e.g. time saved | Customer cost savings for some services (govern
process automation) department backffice cost savings planned after 200
d) data on outputs (e.g. number bservices| Total number of services and their categories, Nun
online) of services online, Completion rating of online servig

Government Web Sites Quality Ranking, Synergi
Services Usage, Cost Savings through Synerg
Services, eGovernment Customer Awareness,vegs
Quality Ranking (planned for 2007).

e) data on outcome (e.g. level of satisfactig Customer Adoption of eServices, Customer Satisfag
of egovernment users) with eServices (both planned for 2007).

f) other, please specify Project Level Measumeents such as number of proje
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delivered, number of projects delivered on time, nurm
of projects that comply with project managem
policies, number of deliverables delivered on time.

The data indicated above is collected in DEG through variougniation systemse(g. GeSS -
Government eServices Statistics system, EPBhterprise Project Management system, etc). Some of the
above data is regularly available in some of the DEG publishings such as Annual Reports, Quarterly
Reports, edall magazinegce

Question 7: What would you see as the main challenges in building common indicators in e
government for the region? What next steps would need to be taken to at regional level to make
progress in this area?

Dubai eGovernment believes that there iead for regional-government indicators and properly aligned
measurement mechanisms. The main challenges in this endeavour can be outlined as follows:

1 Definition and Measurement: Common definitions of indicators and measurements to ensure
consistencypossibly alignment with international similar indicators).

1 Awareness and Culture:Establishing awareness across government organisations for the proper
collection of data and creating the urgency and the need for it.

1 Responsibility and Authority: Identifying the responsible entity(ies) and clear delineation of
roles and responsibilitieanong the entities in countries.

1 Processes and ToolsEstablishing a continuous recurring process for sustainable and consistent
resultsand possibly implementation of coromtools.

Dubai eGovernment has already acquired significant experience in the measurement area. Likewise
regional countries that have undertaken similar initiatives can play a leading role in formulating the
regional approach through-oodination and déaboration.

The GfD working group members can form a task force to address this issue in order to unify the
indicators, their measurement and ultimately can form a unified shared repository that each member
country can access to for data submissionsirading purposes. Presumably, each member country would
conduct the measurement activities independently and post its results in the unified repository while
complying with timelines for data collection.
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| EGYPT |

Question 1: Have you undertaken or are yowndertaking any activity focused on measuring and
evaluating egovernment in your country? If yes, please explain and state whether they were/are
conducted at 1) national level, 2) sectoral level (e.g. health, education), 3) ministry/agency level or 4)
project level.

Egypt has three ICT indicators which are:
1. indicator of digital availability.
2. main electronic indicators for measuring the information community.
3. indicator of technological readiness of public institutions.

1. Indicator of digital availability

Institution in charge: Information and Decision Support CenteCabinet

Frequency of the indicator. quarterly

Level of measurementnational

Measurement Data number of mobiles lines subscribers, number of landlinkscsibers, cost of Internet

access, international bandwidth, number of international domains subscribers, number of Internet users,
number of per sonal computers (AA PC per househol
Egyptian sites on theWemumber of people working in ICT companies, percentage of literate adults,
number of children registered in primary and secondary schools, GDP per capita, population.

2. Main e-indicators for measuring the information community

Institution in charge: Central Agency for Public Mobilization and Statistics (CAPMAS)

Frequency of the indicator. Annual

Level of measurementnational- sectoral

Measurement Data:communication infrastructure, households, sectors, IT companies, IT clubs, Internet
cafes, collegs (public, private, Azhar institutions) universities (public, private, Azhar).

3. Indicator of technological readiness of public institutions

Institution in charge: Ministry of State for Administrative Development

Frequency of the indicator. biannud

Level of measurementnational

Measurement Data:preliminary survey of the infrastructure (equipment and hardware, Web connections,
software and applications packages, Web presence, human resources, ICT utilisation plan, security
systems); work cycle rel employee performance [civil services and labour force, incentives in the
administration and public sectors as well as relations with citizens, the statsemioes and level of
automation in the institution, the strategy, funding, technical suppartnerships, customer services and
relationships with users, factors related to organization and knowledge management, automation of the
institutiondéds work cycle (advantages and obstacl e
systemgconnection methods and cost of Internet use, equipment and hardware, connectivity, software and
application packages, Internet and related services, security services, agreements and MoUs with ICT
companies (partnerships), privacy statements, human cesoamd IT training).

Since the indicator of technological readiness of government institutions is the closest we have to
measuring @overnment, the answer to questions abegbvernment indicators can be concluded from

data on technological readinesggolvernment institutions.

58



Question 2: What are the main purpose and objective of-government measurement and evaluation
at national or sectoral level? Are measurable -government targets and goals included in your
national or sectoral egovernment strategy? If yes, have indicars been developed to measure
them?

Objectives of measuring and evaluating initiatives:
1 Directing development efforts through providing measures and variables of change in government
institutions in order to follow progress of different routes and tameme the capacities of each
institution in order to help its progress.
1 Directing development efforts to reach preset values per the indicators set in the general national
plan.
1 In light of these measurements, accurate information is provided which edfll decision and
policy makers elaborate accurate and efficient plans in the future.

Goals of measuring and evaluating initiatives:
T Enhancing Egyptoés ranking regarding the gl obal
1 measuring and then supporting ICT uséhe government administration units.
1 Supporting government institutions in planning stages and directing investment through
highlighting development and improvement of work cycles through better utilization of technology

1 Enhancing performance and caipa of civil servants in IT.

1 Measuring the impact of the technological readiness indicator on the economic and investment
environment in the country.

9 Publishing a guide with the names of IT officers in the administration and various ministries

1 Creating atechnological work environment to allow government institutions to benefit from

capacities provided by the government as the main infrastructure for implementing modern
technologies.
1 Creating new opportunities forgovernment projects.

Measuring andaluating technological readiness of the Egyptian government is mandatory for ministries
and government bodies. Results aj@vernment evaluation are made available to concerned entities. For
instance the head of any institution has the right to viewnttieators related to his/her institution. This
information is also made available to decision makers in the government.

Implementation mechanisms:
1 Setting a framework and guide for administration departments.
9 Establishing survey questionnaires to eksmthe current status of ICT use in administration
departments in line with the goals sought by the project.
1 Reaching relevant statistical indicators and making them available to decision and policy makers in
government.

Submitting recommendatiomsed on those statistics and indicators in order to establish the programmes
as well as elaborate the policies and laws needed to improve the working environment and elevate the level
of workers, enhance services, and develop government performanceimgamnearal through better use of
available modern technological means.

Question 3: What is the purpose and objective of-government measurement and evaluation at
ministry/agency/project level (e.g. ex ante: to argue the case for new projects, or ex pdst:assess
efficiency and effectiveness)? Is -government measurement and evaluation mandatory for
ministries and agencies? To whom the results ofgovernment evaluation is made available (e.g.
within the organization, to political decision makers, outsle government)
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