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u Challenges

u Conclusion

u Supplementary Information

© Dubai eGovernment, 2009 - Further reproduction prohibited without permission of Dubai eGovernment Page?2



\/}ﬁﬂig Z diuigyislll gua cingan

L2

GOVERNMENT OF DUBAI Dubai eGovernment

Dubai eGovernment Strategic Dimensions
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Source: Dubai eGovernment Services
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eServices usage amonglndividuals

10%

8%

21%

13%

7%

B Paying Traffic Fines (23%) B Healthcars Related - Health Card, {196)
Paying Parking Fines { 1096) Hospitaks, Pharmacies etc.
Paying Fees for Products or Services (e.g. DBWA) (2196) EductionHousng/Chidcare (4%)
B Getting Information about 2 Programme or Service (73] B EmploymentRetirement ksues (33)
Registering for a Programme, Campaign or Service (1396) B Evironmental lssues/Traf o Transporaton/Road Senices{436)
B Renewing Bligbilty for some Activity (eg. Licence, Salic etc ) {196) [l Other Financal Transactions (0%6)
Reserving for a Driver's Test (196) B Resendng a Park or Public Access Fadiity (3%)
B File Complaints/Concerns Moice Opinions etc. (B3) B Other Services (0%)

On average, eService user individuals contacted Departments? times a year

Source: Dubai eGovernment Customer Survey 2007
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Why Individuals Use Government eServices?

7% 4% 1%

40%
48%

W Saves Time (46%) I Ease of Use (40%) M Save Cost (79%) Required by the Department (436) [l Other (19%)

Source: Dubai eGovernment Customer Survey 2007
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eServices usage amongBusinesses

23%

13%
9%
4% 17%
B Applying / obtaining / renewing visas (23%) Healthcare related - medical certfficate / health card,

hospitals, pharmacies etc, (79%)
Il Education / housing /rental (19)
B Employment / retirement ssues (39%6)

Environmental issues / traffic / transportation / road services (49%)
M Do some kind of other financial transaction (6%)

M Faying parking / traffic fines for company personnel / vehicles (63)
Paying fees for products or services (13%)
Getting information about a programme or senvice (5%)

Bl Regstering for a programme, campaign or service {1 %)

[ Renewing eligibilty for some activity, e.g. business licence or permit { | 796)
B Obtain a certificate to perform some business activity (636)

B Fie complaints / concem / voice opinions et (49%)
W Other (0%)

On average, eService user businesses contacted Departments 34 times a year

Source: Dubai eGovernment Customer Survey 2007
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Why BusinessesUse Government eServices?

5%
11% 299
11% ,
~
28%

W SavesTime(29%) M Easeof Use (28%) Saves Cost (16%)
Requirement by the Department (1 196) B Company Requirement (119%) [l Other (5%)

Source: Dubai eGovernment Customer Survey 2007
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In 2007Government eSevices enablement 90% and the usage is relatively low

Customer
Satisfaction «—4
Focus
" Usage € Dubai as a Globally Competitive
Customers C_ Usage 45— gt
@ 0Cust omer
Trust & <€¢—
Confid
ence
Awareness €—
High Quality
eService
s
Operational
eEnablement < |
Efficiency

Synergies Capturing

Less Bureaucracy
through
common
services
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Government eServices Awareness, Trust & Confidence and Satisfaction

Individuals Indicators Business Indicators

Awareness 82% Awareness 91%

Trgst & 61% Trgst &
Confidence Confidence

65%

Satisfaction 65% Satisfaction 59%

Source: Dubai eGovernment Customer Survey 2007
000000000000

© Dubai eGovernment, 2009 - Further reproduction prohibited without permission of Dubai eGovernment Pagel0



\é;g:i;); aug Sl gua angSa

L1}

GOVERNMENT OF DUBAI Dubai eGovernment

Two thirds of individuals that are aware of eServices but did not use them indicated
their willingness to use eServices

Security & Privacy issues (99%)

Required Physical Visit (28%)

Meeded Service Unavailable (6%)

Will Use eServices o

(68%) 32%)

Don't Think eServices will Work (26%6)

Dont have Internet Access (6%6)

Dont have a Computer (1 5%)

Other (9%)

Source: Dubai eGovernment Customer Survey 2007
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Three quarters of businesses that are aware of eServices but did not use them
indicated their willingness to use eServices

Seaurity & Privacy lssues (6%)
Required Physical Visit (1 29%)

Will Use eServices Will nat Use
(75%) eServices (25%)

DCion't Think eServices will work [76%6)

\ e
Source: Dubai eGovernment Customer Survey 2007
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Individual UsersT Drivers of Satisfaction

HICH

W* Adequacy of Information

 Upto Date Information
Help 1

¢ Online -
= eService Accessibility

- Security & Confidentiality
ﬂ Availability of Printable Forms
% Visual
Website Accessibility [

"I Timein

Importance

D Links to Other Websites

LOW
Low Satisfaction HIGH

Source: Dubai eGovernment Customer Survey 2007
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Business Users 1 Drivers of Satisfaction

HICH

¢ Successful Outcome

ﬂ Availability of Printable Forms
 Online Help

W eService Accessibility

Timeliness
® ¥+ Adequacy of Infg

L Security & Confidentiality
[ Website Accessbility

1! Upto Date Information

Importance

HIGH

Satisfaction
Source: Dubai eGovernment Customer Survey 2007
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Dubai eGovernment conducts periodic quality assessments to measure and to
enhance eServices quality

eServices Quality

v

Website Content

5 Websites eSe_rwces

a Evaluation Delivery &

g . a %
Common Look & Feel % Categorles Excellenc o

=2 1 by Model

Average Website Quality Score

|

|

|

|

|

I Average eService Quality Score
7% | eServices Quality Evaluation:

|

|

|

|

|

|

|

|

|

|

78%

A Up to 109 evaluation criteria
depending on service type.

69%

61% 65%

2006 2007 2008 2007 2009
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@ a A centralized payment gateway for all the Government Departments

AL to enable online payments of their eServices

ePay Usage 0056 May, 2009 Most Used ePay Services

967,235 o
U Traffic Violations Payments

U Municipality Central Billing

Number of 588938 Payment Service
Transactions

U Utility Billing Services

252,259 U Customs Declaration
Settlements
74711 U Business License Permits &
31,174 Renewals
2005 2006 2007 2008 Jani May, 2009 U Medical Permits
~ $3m ~ $15m ~$67m ~ $300m ~ $159m 2]

Amount Transacted (USD)
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A 24x7 Unified multi -channel Contact Center for all the Government
Departments in Dubai in order to provision & augment their

eServices
Ask Dubai Usage (20056 May, 2009 Services & Alternative
Number of Channels (Jand May, 2009
Inbound Calls 161,654
157,311 U More than 300services
142707 from different Government
Departments
128666 . .
U Online Chat ( 2,713
72,560 0 Fax 224
u eMail (59)
2005 2006 2007 2008 Jani May, 2009
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