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Executie Summary

The evaluatio performed by the Metamorphosis Foundation between July and
September 2009 revealed that the five specific G2B Applications supported by the
USAIBfunded eGov Project implemented by Internews Network had crucial impact
on the general process ofgovernment development in Macedonia from 2004 to
20009.

The primary research datas gathered through a telephone survey of user
satisfaction and through direct input from key stakeholdeffe secondary datss
based on analysis of documentation, research ssdiand media coverage,
confirmed that alongside improvement of the efficiency and transparency in the
communication between the government institutions and the business sedtw
introduction of the five G2B Project Applications contributed to creatibpaicies

and enabling environment for successful development of electronic government
services.

The survey encompassed respondents from over 440 companies, including over 300
employees directly responsible for use of the five G2B Project Applicagéresx, e
Procurement, Automated System for Management of International Cargo Transport
Licenses(CEMT,) Single Portal for Export/Import LicensesEXIM, and Online
Registration of Employment.

Overall satisfaction with all the five G2B Project Applicai@nrather high, with a
score of 3.8 on a-point scale. Over a quarter of respondents attributed a maximum
score 5/5 for overall satisfaction. Overwhelming majority of 84% of respondents
reported not havingany problems with the use of the five G2B Pobjapplications.

Relevant government officials expressed strong sense of ownership of the five G2B
ProjectApplications, affirming their lorterm sustainability, using them as examples

of best practices within the overall process ofgevernment developrent and
committing budget funds for their further maintenance and upgradesponding to

user demand

Moreover, the implementation of the gplications had significant wider impact,
through raising the overall level of online availability of governmemvises, which
positively affeced Macedonia's efforts for integration into the EU. In addition, the
media coverage of these services abroad contributed to improving the image of
Macedonia as business destinatiofit the same time, localli contributed o the
promotion of the causes of greater transparency and accountability of public
institutions, andto raising the level of support and awareness of anticorruption
measures.

Future activities contributing to-government development in Macedonia need to
include development of more eervicesand expanding of their scop@nd-user
trainings, as well as actions for raising awareness and trust.
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1 Introduction

This studycarried outin the periodfrom Julyto September 2009 analyzes the user
satisfaction ad impactthat the USAID funded eGov Project activities have made on
the general process of-governmentdevelopment in Macedonia in the period 2004

¢ 2009 throughthe implementation and use dfhe five Government to Business
(G2B Internet Applications Throughout this document these applications will be
referredto asthe fveDH . t NP 2SO0, ! LILX AOF GA2yaQ

1.1 Scope

The United Sates Agency for International Development (USAIDjunded eGov

Project in Macedonigs launched in2004 The Project isnplementedby Internews

Network! The main objective of theroject, through support othe development of

a number of e-government applications é-servicey, is 12 KSf Lk thieA y ONB I &
efficiency and transparency of the public sector management and open new
channelsfor doing business in an open manner, making Macedonia more attractive

G2 GKS Ay @Saii Sy far thd 280V Bmyjekt (ihdsé supportedthe

development of 11 application$ive (5) of them areGovernment to Business (G2B),

four (4) of them are Governnent to Citizens (G2C), amavo (2) of them are

Government to Governmen(G2G)

This study focused on the evaluation of flelowingfive G2B Project Applications
- e-Procurement fww.e-nabavki.gov.mkc availabe since fril 2006, which
enablesrealizationof the public procuremerstin electronic form,aimingto
reduce the possibilities forcorruption and making savings through the
reduction of costs The Public Procurement Bureau is thestitution
responsiblefor the application.

- e-Tax é-Tax.ujp.gov.mkc available since July 2006 for large tax paysince
April 2009 allsmall and medium enterprises SME$ can use it as well),
providing efficient and secure electronic submission oftax returns to the
Public Revenue OfficeThe Public Revenue Office is the institution
responsiblefor the application.

- Automated System forManagement of InternationalCargo Transport
Licenses- CEMT (dozvolimtc.gov.mB ¢ available since November 2006,
providesincread transparencyand fairnessin the process ofllocation and
usage of international transport license$he Ministry of Transport and
Communications is thmstitution responsiblefor the application

1 USAID eGov Project web pagemww.eGov.org.mk(accessed August 10, 2009).

e Gov Project, fAPerformance Monitoring Plan, Rev. 2.
® http://egov.org.mk/Project -Brocurement.htrfaccessed August 2009)



http://www.e-nabavki.gov.mk/
http://e-tax.ujp.gov.mk/
http://dozvoli-mtc.gov.mk/
http://www.egov.org.mk/
http://egov.org.mk/Project_e-Procurement.htm
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- Single Portal for Export/Import Licenses; EXIM Wwww.exim.gov.mk ¢
available since November 2008, enables electronic submission of requests for
import, export and transiticenses as well asubmission of requests for tariff
guotas distribution It facilitates cros$®order trade by improving the
efficiency of the overall performance of the Customs Administration and
fifteen(15)involved government agencies

- Online Registration of Employmentwww.avrm.gov.mk/PrijavaOdjavi/q
available since December 20G#) online system that providean efficient,
easy,simple, cost and time-effective process for employment registration
with the Employnent AgencyThe Employment Agenaf Macedoniais the
institution responsible for the application.

1.2 Objectives

The main objective of this survey was to measure:

1. The stisfaction of the usersvith the five G2B Project Applications developed

in Macedoniawith the supportof the USAIEfunded eGov Project, including

reasons for satfaction and dissatisfaction;
2.LYLI OG 2F (KS&S aSNBAOSAE ;and GKS dzaSNDa
3. To what extend the work of the eGov Project influenced and facilitated the

process be-government development in Macedonia.

This study provides an ongoing snapshot of the use diie five G2B Project
Applicatons. Moreover, this studgnalyzel some of thesecondary data in order to
evaluate the impact thathe usage of thefive G2B Projet Applicationshason the
process of improvement of both-government and economic environment in the
country.Secondary data analysis proceedbtbugh assessment gfublicly available
information regarding development of information %ciety, egovernmert and
business environment. Some efforts (measures) taken in the period before, after and
during the implementation of the Project Applications related to the process of
development and deployment of the applicationgre taken into consideratioras

well.



http://www.exim.gov.mk/
http://www.avrm.gov.mk/PrijavaOdjava/
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2 Methodology

The objective of the survey was to measure the satisfaction of the users divehe
G2B services developed in Macedonia supportetheyUSAIDeGov Projecand the
impact of these services on the business performance and economic envinbmme
the country. This objective was reached throwgiour(4) stage approach:

Stage Ong Desk Research
Stage Twa Methodology Design
Stage Tree ¢ Survey Conducting
Stage Fouc Reporting

PwnNpE

2.1 Stage One Desk Research

The desk researclstage started in July 2009. At this stage all significant
methodologies and studies for\g-services user satisfaction and impact
measuremen@worldwide were analyzed. The aim wisdevelop a feasible survey
methodology and instrumento measure user satisfaction and ingteof the G2B
eGov Poject Applications in Macedonibased on the best practise

The desk researchcommencedthrough a webbased search concentrated on
sourcesof e-governmentsatisfaction and impact measurement studies. At this stage
information from along list of relevant sources, studies and cases from the EU
member states (such as Slovenia, Netherlands and UK) and frorEuropean
countries, (such as Australia atide USA) was gathered and analyzed. The main
focus in this research was put on measment frameworks, methodological tools
and main results and recommendations from the cases mentioned above.

Various reports fromthe United Nations N) bodies the World Bank (Doing
BusinessRepor), European CommissioieQt particularlyfrom the Delegabn for
Information Society and Mediaand other international organizations served as
secondary sourceslongsidenational reports and data gathered froMacedonia
These sources included the National Statistical Office,réhevant Ministries and
other governmentinstitutions. Significant input came from the eGov Projgubugh
reports, application ecifications, and contact informatioof the G2B Project
Applications owners and users.

The factthat two (2) of the five (5) applications ¢-Taxand eProcurement) cover
three (3) out of eight (8) public G2Be-serviceswhose online availability and
sophistication is measured in the annual benchmark study commissioned by the EC
has much wideimplications outside of the field of-government influencingthe
ongoingprocess oMacedonia'dntegration into the European Union (EU).
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2.2 Stage Twa; Methodology Design

Based on the findings from the research of the studies and good practices identified
during the previous stage, a methodology and a questiommdar the survey were
designed.

The questionnaire(Appendix H)consists 0f29 questions grouped ifiour main
categories:

- Profile of the respondents

- Use of G2Bnternet Applications

- User satisfaction witthe five G2B Project Applications

- Reportedbenefits(impact) and future use

a) User profiles

In regard ofthe profiling of users othe five G2B Project Applications two modules
were distinguished:
- General company profile
o Company size (micro, small, medium and laggterprise$
0 Year ofestablishment
o Econanic activities
o Region in which they are located
-/ 2YLIhyeQa L/ ¢ AYTFNI A&GNHzOG dzNB
Percentage of employees with computer
Type of Internet access
Companywebsiteand the purpose of use
Period of acceptance of Internet/Web technologies
Internet/web security

O O O 0O

Also, the respondents were grouped according to their business profile
(Internet/web index)into 4 main categories:

- LHg Large companies with High Internet/web profile
- LLg Large companies with Low Internet/web profile

- SHg Smaller companies with High Intermeeb profile

- SL¢ Smaller companies with Low Internet/web profile

The Internet/web profile indexonsists o8 parameters:
- Use of digital certificatgelectronic signature
- Presence oivebsite
- Websiteg purpose of use

Based on these tree parameters, amernet/web profile index was generated as

follows: If the company uses digital certificate/electronic signature, has its own
website and the purpose of itsvebsiteis B2C or/and B2B, than the company has

METAMO!
Foundati i ainal
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WIATKQ LYGSNYSGkgSo LirE miksEsdihan the canmpang 2 F (K
KFra W[26Q LYGSNYSikeSo LINRPFALSO

b) Use of G2®-governmentApplications

The usage of G28governmentApplications has the following modules:

- General use of-government(e-service$
0 Acquaintance with G2B-governmentApplicatons g-service$
0 User/Non user of G28governmentApplications

- The fiveG2B Project Applications
0 Use of 5 G2B Project Applications
0 Number of trained users in the company
0 Problemgeportedwith the use of thefive G2B Project Applications

c) Satisfaction vih the five G2B Project Applications

This category together with theategory of¥t SNOSA PSR AYLI Ol FyR 7
crucial for the study and has two modules:
- Overall satisfaction
o Overall level of satisfactionsatisfaction score
o Satisfaction measure
- Factors of satisfaction/dissatisfaction
o Communication
o Transparency
0 Speed
o Corruption
0 Trust
d) Perceived benefits (impact) and future use
- Perceived benefits (impact)
o Time saving
Saving money
Efficient communication
Quiality improvement (decrease human errors)
Transparency increasing
Corruptionreducing
Competitiveness improvement
Financial results improvement
0 Overall benefit
- Sustainability
o0 Upgrades of existing applications
o Need for new G2B applications

O 0O OO0 O0OO0Oo

All the results are presented agqentageq%) or the men and theaverage value

of the answer. In the questionnaire, the respondents rated the various options on
the scale of 1 to 5, where signified the worst mark (very poor, not at all, completely
unsatisfied, etg whereas 5 signified the best mark (very gpgek absolutely)

METAMORPHOSISED
Foundati a al e G solutions
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2.3 Stage Tree ¢ Survey Conducting

A telephone survey was conducted in the period Jofly 27¢ August14 2009
comprising a sample of 445 interviews with companies chosen from the lists of
registered users othe five G2B Project Applit@ns provided bythe eGov Project.
This included 60anpanies- registered users o-Tax 19 registered users @nline
Employment Registration, 43 registered users -®fr&curement 37 registered users

of EXIM and 286 registered users tiie Automated Systemfor Management of
International Cargo Transport Licens&@®ject.

2.4 StagefFour ¢ Reporing

Based on the analysis of the survey data #melreview of inputs from secondary
sourcesthe study wagpreparedin a three weeklperiod in September 2009.

The final version of the reportasreleasedn October2009.

METAMORPHOSISED
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3 SurveyResults

The key findings of the survey are based on a total sample of 445 companies in
Macedonia. The results are presented in a structural form based on a pate
framework. Firstthe compari Spiiofiesare describedfollowed byuser satisfaction

and impacts of G2B services the business environment in Macedonia.

3.1 Profile of theBusinessRespondents

It is common for the business surveys to interview tloenpany representative&who
are not necessarily the owneror the general managerof the company.For the
purpose ofthis survey only the persors from the compaies identified as person
responsible fothe useof certain G2BProject Applicatiorwere interviewed.

The approach of thisusvey was to interview at least 20 percent dfie overall
number ofusers ofthe five G2BApplicationssupported by theUSAIDeGov Project

The companies were selected from the list of registered usespe€ificG2BProject
Application The companies were classified according to size and sector. This study
followed the Macedoniandefinition of small and medium sized enterprises (SMEs)
and also respected the National Classification of Activities (NKD ReFd)this
surwey the companies are aggregated into larger growgzsording to the sector
separation, and SMEs are considered to be companies with less than 250 employees.

3.1.1 Companiesprofile

The sample of the surveyed companies consist8708% of SMEs and211% large

enterpriseg(Tablel).
Micro enterprises (< 10 employees) 314 70.6%
Small enterprises (1049 employees) 38 8.5%
Medium enterprises (50249 employees) 39 8.8%
Large enterprisg (k250 employees) 54 12.1%

TOTAL (N) 445 100.0%
Tablel. Composition of the business sample according to company size

* Macedonian definition of SMEs according to the Law on trade Companies (Official Gazette no. 28/04
from 30.04.2004) recognizes three criteria on the basis of which a company could be classified: 1) staff
number thresholds, 2) turnover, and 3) balance sa&#t This survey used only the first criteria, and

this criteria in Macedonian definition is identical with the EU definition of SMEs.

® The National Classification of ActivitiesNKD Rev.2 is a classification of economic activities in the
Republic of Macedonia used for collection, processing and publishing of statistical data, fully

compliant with the NACE or Statistical Classification of Economic Activities in the European
Community, a European industry standard classification.

Foundation for sustainable ICT solutions




Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

az2NB8 GKIy KFEEF 2F GKS & dNSRISRNIOZ20AE W AISYER |2
industry (B.7%) followeR 06 & O2 YLIMY ¥ &z& | ® Q@R Gva Wl Y6oOA L £ |y
AYAdINEF OSSR YR W/ AUBAGDHIOWN A2 KE Wk dok@aNg OF 6532
performing theF 2 € t 2 g Ay 3 S O 2 dniviiatr@tivel atdishppdrtiséngca Y W

FOGAGAGASAQT (WEINAORIZ FABEIY FCINBEHF9{ SOG NR OA
O2YRAGAZ2YAY A &adzllLd QT WaAyAy3a | yR | dzZ- NNE A
YIEYylF3SYSyd |yR NBYSRAFGAZ2Y FTOUABGAGASEAQT V
Wl dzYly KSIFEOGK YR a2@5NI asAKRP O8ded) s ON A VS a Qb

Economic activity Companies

Transporting and storage 261 58.7%
Wholesale and retail trade 60 13.5%
Manufacturing 40 9.0%
Financial and insurance activities 22 4.9%
Construction 20 4.5%
Information and communication 19 4.3%
Professional, scientific and technical activiti 8 1.8%
Other 15 3.4%

TOTAL (N) 445  100.0%

Table2. Composition of the business sample according to the econoinitias

Almost all surveyed companies provideddata about the period/year of
establishmentof the company 11.9% of the surveyed companiegere established
in the last three years28.1% areestablishedbetween year 2002006and 41.6% in
the period of P91-1999 Significant portion of interviewed companiess(3%) are
establishedeforethe year 1991 Table3).

Year ofestablishment Companies

<1991 68 15.3%
19911999 185 41.6%
20002006 125 28.1%
2007-2009 53 11.9%
Do notknow 14 3.1%

TOTAL (N) 445  100.0%

Table3. Composition of the business sample according to the year of establishment

Interviewed companies are located in 50 municipalities in Macedoni@able4). In
this context, 11% of all surveyed companies are from the municipalities vetlenec
Albaniars are majority or form significant portion of the populatior{Tetovo,
Gostivar, Debar, Kumanovo, Cair, Saraj, Lipkovo, Kic8uajenicani, Zelino,
Brvenica, Suto Orizati)

¢ According to the datérom the Census of population from 2002, and territorial organization of the
Republic of Macedonia from 2004. Source: State Statistical Office of the Republic of Macedonia.

METAMORPHOSISES
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Municipality Total Municipality Total
Aerodrom 6.1% Kratovo 0.4%
Berovo 0.4% Kriva Palanka 0.2%
Bitola 4.0% Kumanovo 4.5%
Bogdanci 0.7% Lipkovo 0.2%
Bosilovo 0.2% Makedonski Brod 0.2%
Brvenica 0.2% Negotino 3.1%
Butel 2.% Ohrid 1.3%
Cair 1.1% Pehcevo 0.2%
Caska 0.2% Petrovec 0.4%
Centar 11.7% Prilep 4.3%
Cesinovo 0.2% Radovis 3.1%
Debar 0.2% Resen 1.1%
Demir Hisar 0.9% Rosoman 0.2%
Gazi Baba 8.3% Saraj 0.4%
Gevgelija 3.6% Stip 3.6%
Gjorce Petrov 2.5% Strumica 3.6%
Gostivar 1.6% Studenicani 0.2%
llinden 2.2% Suto Orizari 0.4%
Jegunovce 0.2% Sveti Nikole 0.7%
Karbinci 0.2% Tetovo 1.8%
Karpos 5.6% Valandovo 0.4%
Kavadarci 6.1% Vasilevo 0.2%
Kicevo 0.2% Veles 2.%
Kisela Voda 5.2% Vinica 0.7
Kocani 0.2% Zelino 0.4%

Table4. Composition of the business sample according to
geographicalocation of the companies

3.1.2 ICTInfrastructure

In order to asses the ICT (Information and Communicatidechnologies)
infrastructure, i.e. todescribe the business&srofilesin regardof computers’ and
Internet infrastructure accessand use, the companies were asked about the number
of computersdeployed, type of Internet connectivityey haveand the ug of their
website for communication and collaboration with customers and suppliost of

the companies are well equippedth computerequipmentand Internetaccessbut

the situationregarding theimweb presence is not satesftory.

For the analysisof a number of computersdeployed in the companiesiata was
collected from N=42 companies meaning &91%of the wholesample.The number
of computers in the companids presented inrableb.

" By computer this survey understands a complete, working computer (personal@gmvpukstation,
minicomputer, server, laptop, or notebook).

Foundation for sustainable ICT solutions
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0 2 0.5%
1-4 261 59.2%
5¢9 45 10.2%
10¢ 30 41 9.3%
> 30 92 20.9%
TOTAL (N) 441 100.0%

Table5. Number of computers in the companies

More than half of the interviewed companies have betweed ¢ompuers (2.2%),

and D.9% have more than 30 computers. There afe2% of the companies with-5

9 computers an®.3% with 1630 computers. Still, there ai@5% (2 companies) that

declarae that they do not have a computer within the companyThose two

companidd o6 St 2y3 G2 (KS Wcinbsyfyandamliegisteled asy R a G 2 N
users ofthe Automated Systemfor Managementof International Cargo Transport

Licenses Companies that do not have the required PC infrastructure in the

02 YLI y & Qsause phidity dvailsble Internet access poiritsorder to use the

G2B Priect Applications.

For the analysis of type of Internet accedata wascollected from N=43 companies
meaning a 9.6% of the whole sample.Table 6 represents thetype of Internet

access
No Internet access 3 0.7%
Dial up 1 0.2%
ADSL 242 54.6%
Cable 70 15.8%
Wi-Max 21 4. 7%
More than one typgbroadband) 16 3.6%
Other 28 6.3%
Do notknow 62 14.0%
TOTAL (N) 443 100.0%

Table6. Type of Internet access

Most of the companies have broadband Internet access: ABS&4) cable (3.8%)
andWi-Max @.7%). Some of thenB(6%) everhavemore than one typeof internet,
but one of the Internet access types islways broadband.Some companies
combined two types (ADSL and cable, or ADSL arda¥) in order to have backup
Internet accessThe representatives of some of ttmompanies (4.0%) admitted
that they do notknow what type of Inérnet accessheir company is usingand6.3%

8 "The process will not only save time, but it will be fair, transparent, and without any additional
expenses for the service. The transporters which do not own computers or cannot filpiplidation

on their own will be able to do that via a special counter in the Association of Trucking Transporters
Makam Trans," said Mile Janakieski, Minister of Transport and Communications. Utrinski Vesnik,
October 5, 2007.

METAMORPHOSISES
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use some other typethan the onesoffered in thelist (leased lines or other). There is
one company @.2%) that onlyhas dial up Internet accesand three companies
declaral that they do not have any Internetaccessin the company.Those three
O2YLI yASa o6St2y3 (G2 GKS WENIyalLR2NIAy3
users ofthe Automated Systemfor Managementof International Cargo Transport
Licenses

For thepurpose ofanalysis othe companieswebsite data wereprovided byN=443
companiesvhich equals &9.6% of the wholesample.The percentage of companies
which have their own website is presentedTiable?.

Company'sVebsite Companies

Yes 208 47.0%
No 235 53.0%
TOTAL (N) 443 100.0%

Table7. Companies with their owwebsite

Micro enterpriseshave the smallest ratio of web presendeut of all the surveyed
micro enterprises 69.2%do not havea website of their own, visa-vis7.4% ofall the
surveyedargeenterprises(Table8).

Do not

Havea havea
Company Size website website
Micro enterprises (< 10 employee: 96 30.8% 216 69.2%
Small enterprises (1049
employees) 30 78.% 8 21.1%
Medium enterprises (56249
employees) 32 82.1% 7 17.%
Large enterprises{ H p N
employees) 50 92.6% 4 7.4%
TOTAL (N) 208 100% 235 100%

Table8. Companies withoua website according to their size

One of the first indicators to describe the Internet/Web user profile of the
respondent companies ihe moment of establishment of their own websites and
the corresponding number of yeatbat the respondent companies have already
been present onlineOut of 208 companieghat have their own websites, 161
presentedthe data abouthe year of the estabiihmentof their welsite.

The total sample of companies that have establishesirtbwn websites consists af

mix of experienced userslreadypresent online for a considerable number of years,
and users whadhave established their websites rather recéyt Eighteen percent
(189 of the respondents in the sample are mature users who have been present
online for 10 years or more; most of them startedastablishwebsitesin the period
1992-199%. Web establishmenpeaked between 199and 2000 and again besveen
2005 and 2008as a result wean concludehat 41% of thecompanies in thesample

METAMORPHOSISES

Foundation for sustainable ICT solutions




Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

initiated their online presencein this last period. Finally,for the year 2009 the
establishment rateseeminglydecreaset it was reduced t®.3% Chartl)t dueto
the fact that this covers only the first seven months of that year
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Chartl. Establishment of compatwebsites year by year

This survey result showsigh correlation (coefficient of 0.935) with the data on
registration ofnew .MK domains provided by tt#omainregistrar MARNet.(Table
29, Appendix ¢ confirming therelevance of thesample.

According to the period of establishment of their own widsthe companies were
classified into four maicategories Innovators, Early adopters, Middle majority, and
Late adoptersTable9).

Website(Period of establishment) Companies

<1991 (Innovators) 3 1.%
1991-1999 (Early adopters) 26 16.1%
20002006 (Middle majority) 75 46.6%
2007-2009 (Late adopters) 57 35.4%
TOTAL (N) 161 100.0%

Table9., S NJ 2F GKS O2YLIyeQa osSoaAiriasS Sai
Companiesnostlyuse their websites for ksiness cooperation with other companies

(77.4%). This cooperation includelogistis, marketing, sales procurement, and

after-saks service. Only4.3% haveB2Cwebsites and6.7% use theiwebsites for

both B2B and B2C interaction In addition, 11.5% of the companies use their

websites only to disseminate general information about the company and its

products and/or service@ablel0).

® Macedonian Academic and Reseh Networki Network Information Center (MARNENIC)
website URL:http://dns.marnet.net.mk
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Business activities through th&ebsite Companies

B2B 161 77.5%
B2C 9 4.3%
B2B and B2C 14 6.7%
Other 24 11.5%
TOTAL (N) 208 100.0%

Tablel10. Use of theNebsite

The companies were asked about their usfesecure Internet applicationand/or
communicationsthrough use of digital certificaté§ and electronic signature The
results are presented in th€ablell.

Udngdigital certificates/electronic signature Companies

Yes 166 37.4%
No 187 42.1%
Not sure 41 9.2%
Do notknow what is that 50 11.3%
TOTAL (N) 444 100.0%

Tablel11. Use of digital certificatgelectronic signature

Over a third, 0137.4% ofall surveyed companies usedigital certificates/electronic
signatures, and 42.1% do not Eleven point three percent(11.3%) of the
representatives from the surveyed companiedoes not know what the digital
certificates/electronic signaturs are used for regardless of whethethey are using
them as part of their business communicationfor accesgo Internet applicatims.
Less than ten percen®(2%) are not sure whether these features argedin their
companies or not.

Do not Total

know/ respondents
Company Size Not using not sure (N)
Micro enterprises (< 10
employees) 26.6% 51.4% 22.0% 313
Small enteprises (1Q; 49
employees) 47.4% 28.% 23.7% 38
Medium enterprises (56249
employees) 64.1% 25.6% 10.3% 39
Large enterprises{ H p n
employees) 74.1% 9.3% 16.6% 54
TOTAL (N) 444

Table12. Useof digital certificate/electronic signaturby companiesaccording to

their size

°The following G2B Project Applications require use of digital certificates: EXIM, Online
Registration of Employment, dreProcurement.
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As presented iTablel2, morethat half (51.4%) of all surveyechicro enterprisesdo
not use a digital certificate/electronic signature vésvis 9.3% of all surveyedatge
enterprises Almost two thirds ofthe medium sizedenterprises(64.1%) and hree
guarters of large enterprises (74.1%) use digital certificates and/or electronic
signature.

3.2 Use ofG2Be-GovernmentApplications

This section of the study assessed general use of @overnmentapplicationsand
in particular the use of thdollowing G2B Project Applications (G2Bpplications
developed with a support of USAlinded eGov Project):

a) e-Tax

b) Online Employment Registration

c) EProcurement

d) EXIM

e) Automated System faManagement of InternationaCargo Transport

Licenses

The users were offered a series of closed questions affariultiple choiceof
predetermined answers, but also an opportunity to provide wider explanation
through an open question after the closed one, or at the end of each topic segment.

3.2.1 General use oé-governmentServices

Asdescribedin the Methodology prt of this rgort, only registered users of the five

G2B Project Applications wersurveyed forthe purpose of thisstudy. Table 13

shows that 291 out of 444 surveyed company representatives responded
affirmatively to the question "Are youamiliar with the existence of electronic
I2PSNYYSyYy i aSNBAOSa F2NJ GKS O02YLI yASa 6KAO

Aware ofthe existence of G2Biternet gplications  Companies

Yes 291 65.5%
No 153 34.5%
TOTAL (N) 444 100.0%

Table13. Companiesware ofthe existence of G2IRternet goplications

A breakdown of the figures by company size is presentdabiel4.

METAMORPHOSISES

Foundation for sustainable ICT solutions




Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

Aware ofthe
existence 6 G2B

Internet Total

Company Size applications  respondents \
Micro enterprises (< 10 employees) 187 313 59.7%
Small enterprises (1049 employees) 28 38 73. ™%
Medium enterprises (50249 employees) 30 39 76.9%
Large enterprises{ Hemployees) 46 54 85.2%
TOTAL (N) 291 444
Tablel14. Companiesaware of theexistence of G2Biternetapplications according

to their size

In generalwhen it comes tahe sizeof the companiesa significant differencean

be noticed regarding the percentage of companies aware of thastence of G2B

Internet Applications: very smabnsitroQenterprises(59.7: 0 I YR (0 &l 2 i KS NA
enterprises 7372 Imediim enterprisesx, 76.9: | YarBeenterprisesy; 85.2%).

In response to an opeanded questiorof the 291 respondentswho answered that
they areaware of theexistence of G2Bternet applicationspnly 167were able to
name someparticularapplicatiors. Theresults are presented ifablel5.

Companieaware

G2BlInternet application of its existence

EXIM 47 28.5%
e-Tax 31 18.8%
E-Procurement 28 17.0%
Automated Systenfior Management of

InternationalCargo Transport Licenses 32 19.4%
Online Employment Registiah 9 5.5%
Central Register 8 4.8%
Official Gazette 2 1.2%
EBankingKIB&VIPS) 7 4.2%
Cadastre 2 1.2%
Other 7 4.2%
Do notknow 5 3.0%

Tablel5. All G2Bnternet Applications the companies afamiliar with
(Note: Regondents could indicate more than one G2B Internet Application)
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The registered users of the G2B Project Applications are well acquain&i0¥)

with the existence of G2Bternet Applications Onlythe users ofthe Automated

System foManagement ofinternationalCargo Transport Licensage an exception,
with only 54.7% of all regi®red users of this applicatiomeing aware of the

existence of any G2Bternet application Table16).**

Companies waare
of the existence of

Company egistered asiser ofG2BProject G2BInternet Total

Application applications = respondents

e-Tax 50 60 83.3%
Online Employment Registration 16 19 84.2%
E-Procurement 35 43 81.4%
EXIM 34 37 91.9%
Automated System favlanagement of

InternationalCargo Transport Licenses 156 285 54.7%
TOTAL (N) 291 444

Tablel1l6. Companiesware of theexistence of G2Biternetapplications according
to their size

When asked howthey were informed aboutthese G2BInternet applications the
companiegprovidedmultiple answersChart2).

Most of the companies {B3%)were informedabout the G2Bnternet applications

by the state institution responsibléor providingthe respective serviced'he nedia

represens the scond most frequent source of information (2.4%), and almost
every fifth company (8.8%) heard about certain G2Bternet application from other
companies.

™ According to the reports by the surveyors on the interview process, some of the respondents had
issues with the terminology and did not associate the teigovernment" with the concrete service

they use. This situation affected theutlts, especially in regard to responses by registered users of the
Automated System for Management of International Cargo Transport Licenses.
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5.1%

O Institution offering this senice
B Media

O Other companies

O Chambers of commerce

B USAID eGov Project

@ Other (Internet, trainings)

22.4%

Chart2. Source of informtion about G2Bnternet Applications

The chambes of commerce provide significant contribution as &ource of
information on G2BInternet Applications and were credited by almost everytenth
company 9.0%) In addition,7.5% ofthe companiegepliedthat they were informed
through direct USAID activities, indicating tignificantinfluence of the USAID eGov
Project among the end userg-inally,5.1% of the companies chosiae option
Wh (i KaBdNWhen asked to name the source of information they responhde
UnternetWdx that they acquired the information from a seminar or other source.

3.2.2 The fiveG2BProject Applications

The survey instrument that was developedn be applied to measure level of

usageand satisfaction witrany G2BInternet Application provided bya government

agency through electronic mearstill, tis study measursthe user satisfaction and
the impact from thefive G2B Project Applications only.

At this stagejn order to identify the real (active) users (not just listed or segjied),
respondents were asked which GZBoject Applications (out ofthe five G2B
applications developed witkhe support ofthe USAID eGov Project) they had used in
the past.

Majority of 71.9% of all respondent®N=413 have used at leaone ofthe five G2B
Project ApplicationgHalf of them(50.2%) used more than one applicatidstill,
21.8% of all respondents said that thelp notuse any othe five G2B Project
ApplicationgChart3).
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2.2044.1% @ Use at least one Application

Bl Do not use any Application

0O Do not use any & are not aware
of the existance of other
Applications

O Do not know about all
Applications

Chart3. Actual use othe five G2B Project Applications

Therepresentatives of the 96ompanies that answered thélhey do not use any of
the five G2B Project Applications were askedame the reasonslhey provided
the following threemain reasoshindering the usef the G2B Project Applications
1. Lack of awareness 34%0)

2. Lack of needo use any of tk five G2B Project Applications{2%)

3. Lack of technical facilities (Internet, computers.@0)

Another significanindicatoris the number oemployees who have been trained to
usesome ofthe e-government applicatiog indicating the capacity of the company
to continue using these-government serviceslable17 presents the results in this
area, whichindicate that most of the companig34.9%) from the sample of 311 that
respondedto this questionhave between 35 employeeswhile 12.5% have between
6-10 staff trained to use G2B Project Applications.

The issue of training needs can prove significantl5.1% of the companies which
indicated that they have only one trained staff member. A small percentage of the
companies registered as userstbe five G2B Project Applicati@(1.3%) reported

that they have no trained persons at @llablel7).
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Number of employees trained to usertain

G2B Project Applicatien Companies

0 4 1.3%
1 47 15.1%
2-5 202 59.8%
6-10 39 12.5%
11-50 26 8.4%
>50 9 2.9%
TOTAL (N) 311 100%

Tablel7. Number of trained emplogswithin the companies

Overwhelming majority of 84% of respondenteported that the useof e-
government applicationslid not causeany work problemdor their companies. On
the other hand, a small minoritgf the companies (%) noted that use foa G2B
Project Application causetiem problemgChart4).

O Yes
B No

Chart4. Responses tmquiry if G2B Project Applicatiohadcaused any problems

According to their priiles, the 51companies whee representativeslaimed that
use of the G2B Project Application cadgeoblems to them are registered users of
Automates System foManagement of InternationalCargo Transport Licenses
(58.8%), EXIM @6%), eTax (1.8%), eProcurement %.9%), and Online
Employment Registratior8(9%) Chart5).
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B No problems
@ Some problems
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Registration Management of
International
Cargo
Transport

Licenses

Chart5. Data on users whbaveexperienced problems cresslexed with the data
on their registration for certai G2B Project Application

These 51respondents had the opportunity to share their experiences related to the

problems theyhave experiencedin the use of G2BProjed¢ Applications. The

reported reasons for the problems can be classified into three maeygoaies:

1. Technical reasons (40%¥.g.badInternet connection slow responsesystem
crashes

2. Procedural reasons (29%g.g.no feedback, incomplete data, procedure is too
complicated

3. Other (31%}; not enough informationproblems only at the beginng of
implementation, lack of training.

3.3 UserSatisfaction with the five G2B Project Applications

The core section of the study focuses on the measurement of satisfactiontiveith
five G2B Project ApplicationRespondents expressed tlextent to which they are
satisfied (on a scale from 1 to 5) wifive G2B Project Applicationg-Tax, @line
Employment Registration, -Brocurement, EXIM,and Automated System for
Management of InternationaCargo Transport Licenses.
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3.3.1 Overall satisfaction

Overall satifaction with all the five G2B Project Applications is rather high, with
score 0f3.80n a 5point scale

Twenty seven point four percen7.4%) of respondentsattributed a maximum
score 5/5 for overall satisfaction The group of companies which aretaly
dissatisfied (score=very pooj is limited t02.24 Overall satisfaction measure is
65.4% (6.4% of all respondents for overall satisfaction from the G2B Project
Applications gvegrades 4=good and 5=very gog@hart6).

40.0%
38.1%
30.0%
\ 27.4%
23.9%
20.0% =—&— Overall score
10.0%
8.5%
2%
0.0% T T r r
1 2 3 4 5

Chart6. Satisfaction withthe fiveG2B Project Applications: Overall score
(5 point scale: 1wery poor 2poor, 3=average 4=good 5=very goojl

Crossreferencingthe level of user satisfaction with theompare <business profile
showsthat the level of satisfaction increases with ticreaseof the level of the
Internet/Web profile of the companiesAlsq large companes despite theidower

Internet/Web profile are more satisfieavith the five G2B Project Apmations than

{ a 9 Dablel8).

Satisfaction Satisfaction

Business profile score measure Companies

LH (Large companies with High Internet/web profile 4.0 77.8% 27
LL (Large companies with Low Internet/web pgjfil 4.0 66.7% 21
{1 o0{a9Qad gAlK | A3IK Lyi 4.0 77.2% 57
{[ 6{a9Qa gAlK [286 Lydul:¢ 3.7 60.6% 213

Table18. Overall satisfaction score and satisfaction measure according to the
O2YLI yeQa dedzaAySaa LINBPTA
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The registered ugs of eTax Applicatiorxpressed the highest satisfacti¢h?2),
whereasthe users othe EXIM 8.6), and eProcurement 8.5) expressed lowest
levels of satisfactiofChart7). However, everithese lowest levels of satisfacti@me
quite satisfactory on the-b scale.

0,
6 - 78.4%

44 -
4.2 A

T 80.0%

4.2 64.9%

=+ 0,
0 4 60.0%

3.8
3.8 1

3.6
3.6 1 3.5

34
3.2 1

3.0 T T T T 20.0%
e-Tax Online Employment  e-Procurement EXIM Automated System
Registration for Management of
International Cargo
Transport Licenses

T 40.0%

=3 Overall score
—— Satisfaction measure

Chart7. Satisfaction by registered users of certain G2B Project Application

All overall scores and satisfaction measugesuped by registered userd specific
G2B Project Applicatigrare given in the Chart8-22 (Appendix A).

3.3.2 The main factors of satisfaction

To refine the score and measurement of overall satisfactibe, questionnaire
contained a series of five requirement$hese constituted faors contribute to
either satisfaction or dissatisfaction. Respondents were asked to what extent they
agree or disagree with thieelow fivestatements using a-point scale All factors are
equally important for the overall score of satisfaction.

Thefive G2B Project Applications were evaluatedl the bass of the followingfive
factors

- improved communication

- improved transparency

- speedng up the process of service delivery

- limited space forcorruption

- improvedtrust in electronicservices as part of thgovernment operations

Vast najority of users agres that the G2BProject Applicationsimproved the
situation inall five areasThe strongest points of satisfaction aimprovement of
trust in electronic systems 273%) and speedg up of the process bservice delivery
(70.8%).The weakest poirstof satisfactionramong the five areasalthough still with
very high general scoreare the possibility of G2B Project Application to limit
corruption (2.2%) and improve the communication between the companigs,

METAMORPHOSISED

Foundation for sustainable ICT solutions




Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

users, and government institutions responsible for serdekvery (%.2%). Mnority

of companieg12.7%)isagresthat use of the G2B Project Application can help limit
corruption and improve the transparency of the government institutioBs5%p)
(Tablel9).

Satisfaction ~ Agreement  Full

Factors ofatisfaction Score { (4and 9 disagreement (L
G2B Project Applicatiarelpimprove the

trust in electronic systems 4.1 72.3% 5.7
G2B Project Applicatiaispeed up the process

of service delivery 4.0 70.8% 7.2%

G2B Project Applicatiamprove the

transparencyin the government institution@

service delivery 3.8 64.2% 8.5%
G2B Project Applicatiaimprove the

communicationbetween your company and

the govenmental institutions 3.6 55.2% 7.6%
G2B Project Applicatiarelp limit corruption
in the public sector 3.5 52.2% 12.7%

Table19. The main factors of satisfaction/dissatisfaction

The Table 27 (AppendixQ also presents a more detailed overvieni the main
factors of satisfaction and dissatisfactibypapplication.

The strongestfactor for satisfaction forthe registered users oé-Tax(the highest
scoring application)s improving trust (with score of4.4, agreement 84.3% and full
disagreementg 2.0%), and the weakest is lirmg corruption (with score 0f3.7,

agreement- 56.9% and full disagreement 3.9%).0n the other hand, e strongest
factor for satisfaction fothe registeed users oe-Procurement (thdowest scoring
application) is improving trust (with score of4.0, agreement- 71.3%, and full
disagreementg 2.0%), and the weakest the limiting of corruption (with score of
2.9, agreement 24.3% and full disagreemermt13.5%).
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I Online Employment
38 Registration

[ e-Procurement

CEXIM

I Automated System for
Management of International
Cargo Transport Licenses

[e-Tax

= Qverall score

Chart8. Satisfaction factors rates per Project Application

Chart8 presents the scores of each satisfaction and dissatisfaction factor for each of
the five G2B Applications pported by the USAID eGov Project.

3.4 ReportedBenefitsand Sustainability

The final part of the survey was focused on the perceived benefits companies
received by using théive G2B Project Applicationd’he companies were askéd
they agree or disagreeavith the eight potential benefits of using théive G2B
Applications created by USAID eGov Project in Macedonia.

3.4.1 Reportedbenefits

The most important benefitseported from using thefive G2B Project Applications
are: saving time(86.5%) saving money(75.2%) and moreefficient communication
between the companies and governmental institutiqieé.7%) Use of the five G2B
Project Applications improge the competitiveness of thecompanies (users)
according to 86.5% of the respondents. 39% of the respontieagreethat alongside
savingtime and money, the use diive G2B Project Applications has a positive
impact on improvement of their financial resultSHart9).
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Chart9. Reportedbenefits fromthe five G2B Project Applications per benefit element

Overall perceived benefit for aflve G2B Project Applications isl.8%, and it is
presented inChart10.

80% A
72.6%
70% A 67.6%
61.3% 61.9%
[ 0,
60% 55.0% 53.0%
50% -
40% 3 Value
’ === Overall benefit
30% -
20% A
10% -
0% T T T T \
e-Tax Online Automated e-Procurement EXM
Employment System for
Registration Management of
Internationsl
Cargo Transport
Licenses

Chart10. Reportedoenefits fromthe fiveG2B Project Applications per registered
users of certain Project Application

Two highest scores for the benefits perceiiéd @S 06SSy NBLEZ2NILISR F2NJ
expressedoy the registered users of-Bax application (98%a@nd by the registered
users of Online Employment &istration application (8.1%)(Chart11).
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Chart11. Companieseportedbenefit fromthe fiveG2B Project Applications per
registered usrs of certain Project Applicatipgrouped by benefit elements

Some companies aldeelievethat some Roject Applicationshave noinfluence on
certain elements important for the overall benefit, as defined by the methodology
developed for this surveyNamely, 52.9% of registered users of Online Employment
Registration claim that the use of the application didhot contribute to the
improvement of their financial result®lso, 8.6% of the registered users of EXIM
sad that its use did not contribute to iprovement of financial results and their
competitivenesgChart24 and Chart25, Appendix F

3.4.2 Sustainability

Understandingthe future demand for development of news2B applications
expressed by the companies and their need for further improvement of the existing
ones will give us some idea about theure demand and thusustainability of the
process of G2B services delivery.

Out of the 318 respondents that answered ttguestion "Do you reckon that the
existing egowernment services need further upgrades?' 84% claimed that the
existingfive G2B Project Applications need further upgrades and only 3% said that
there is no need fofurther upgradeqChart12).
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3%1% 405

@ Not at all

B Somewhat

O Medium

O To alarge extent
M Yes, absolutelly

Chart12. Need for further upgrade dhe existingfive G2B Project Applications

Majority of the respondents whaupport further upgrade of the existinfive G2B
Project Applications(54%) areregidered users ofthe Automated System for
Management of InternationaCargo Transport Licenseshileonly 5% are registered
users ofi K Snlide Employment Registratibapplication Chart13).

M e-Tax
O Online Employment Registration

O e-Procurement

OEXIM
B Automated System for Management
12% of International Cargo Transport

Licenses

54%

Chart13. Need for further upgrade dhe five G2B Project Applications per
registered users of certain application

The survey respondents provided many ideas on how to upgrade the existing
G2B Applications developed by the USAID eGov Pr@eate respondents focused
on the improvement of the stability, accessibility and reliability of the applications.
Others emphasized the need for further simplification of the business procedures
and especially, increasing the level of interactivity anddfsek by the responsible
institutions. Many respondents mentieal insufficient training and the need for
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seminars for the users of the applications. Some respondents also emphasized lack
of public awareness for existence of the G2B applications and etkervicesn the
country.

Regarding the new G2B development, slightly more than three quarters of the
respondents (77%) would like have more G2B applicatismvailableonline in the
country (Chart14).

23%

H Yes
O No

Chart14. Need for further development of other G2B applications

Analysis of those companies shows that most of them are willing to interact
electronically with all governmental institutions related to their business processes.

Some & the most important institutions that need to provide full transaction
services for the business sector are: the Cadastre, the Central Registethe
Health Insurance Fund. Aldgbe respondents require thagovernmental institutions

on local level, {ie local governments, municipalities, public enterprises on local and
central level, as well as local branch offices of the governmental ministrées) to
start providing full transactional services for businesses and for citizens.
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4 Impact on the Busiess Gmate

Considering the main objective of the eGov Project, and especially the main purpose
for the development ofthe five G2B Project Applicationseveralfacts should be
underlined. Deployment of théive G2B Project Applications was expectedh&p
with:
- Increasing the efficiency of publigovernment services delivery to the
businesses using ICT
- Increasing the transparency of the public administration when coojegat
with the business community, as well as reducing the possibility for
corruption
- Improving the business climate in Macedonia

It is interesting to find out if the use diie five G2B Project Applications hhad any
impact on the process of growth of-government services, transparency and
business environmentin an attempt to findout whether and to what extent the
eGov Project activities impacted the process of development -gbvenment
services, and improved the transparency and the business environment, the
following areas through theespectiveperiods were analyzed

- e-govermmentservices in Macedonia20042008

- Transparency and fight against corruptio20042008

- Business environmerg 20042009
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4.1 e-GovernmentServices

The progress of-governmentin Macedonia is measured since 2064The e
governrment progress in the coury is measured by using the Capgemini
methodology, which is the basic tool for measurement of the progress of online
public service delivery across Eurdpe.

The methodology is used for measurement of sophisticafi@md percentage of
fully-online availake services, measured across a basket of 20 sengc&2 for
citizens and 8 for business. The 20 services are listed ihahlke20:

Citizens(G2C) Businesse$G2B)

1. Income taxes 13. Social contributions

2. Jobsearch 14. Corporate tax

3. Social security benefits 15. VAT

4. Personal documents 16. Registration of a new company

5. Car registration 17. Submission of data to statistical offices
6. Building permits 18. Customs declaration

7. Declaration to the police 19. Environmenirelated permits

8. Public libraries 20. Public procuremerit

9. Certificates

10. Enrollment in higher education
11. Announcement of moving
12. Health related services

Table20. Basic 20 public online services, accordinthe Capgemini methodology
(* Servicedglirectlyrelated to the five G2B Project Applications)

Out of the twenty basie-services defined as priority by the BEbree refer to areas
related to some of the five G2B Project Applications. The sercmgerate taxand
VAT are directly cared by eTax Application, angublic procurementservice falls
within the sco of eProcurement Application.

According to Capgemini methodology, thelefinitions of some of the online
services covering related areaseanot tied directly to some of the G2B Project

2Gusev M., Spasov D., Armenski G., AfABieThe mar ki ng eGo
results from the fourtme asur ement 60, Awvanmetamdiphasis.arginilbiccessed a t

September 5, 2009.

13 Capgemini. The User Challenge Benchmarking The Supply Of Online Public Servtbes

Measurement. European Commissi@irectorate General for Information Society and the Media.

September 2007. Available online at
http://ec.europa.eu/information_society/eew@010/docs/benchmarking/egov_benchmark 2007.pdf

“I'n order to measure the indicator o6availability of
an eservice sophistication model was developed. This model illustrates the different degrees of
soph stication of online public services -wppwing from

(downl oadable forms) and two way (electronic forms)
the year 2007 the existing framework of the methodology wésnded to include a fifth level of
sophisticatioacbuvityaranddoépersesonalizati ond.
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Applications. For instance, the Income Taxes service does not fall within the scope of
the eTax Application, the Job Searsérvicedoes not fall within the scope of the
Online Registration of Employmewtppication, and Customs Declaration service
does not fall within the scope &XIMApplication.

Since 2004 four measurements ofe-government services using the Capgemini
methodologywere conducted in MacedoniaAccording to the study conducted in
2008, thee is a significant progress of the online sophistication score for the period
of 20042008. Chart15 shows the progress of the online sophistication for all 20
public services from 2004 to 2008.

100.00%

| kU
BIN06
2007
82008

Chart15. Progress on online sophistication of the 20 basic services in Macedonia for
the period of 20042008

The overall online sophistication which is an average for all 20 services had the score
of 9% in 2004and was laterincreasedto 33% in2006. It was 50%n 2007 and

finally, the measurement in 2008 has reported overall online sophistication of 53%
(Chart16).
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Chart16. Overall online sophistication, comparison betweerchtionia and EB

Ibid.
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In the list of 20 publie-governmentservices that have been evaleat with the
Capgemini methodologyhe first 12 services address the mosthomon interactions
between the Geernment and its citizens (G2C). For the purpose of thidysiiuis
much more interesting to overview the remaining 8 services provided by the
government for the businesses (G2Bnd the growth of their score of online
sophistication Chart17).

70.00%
60.00% /"‘_
50.00%

- /

30.00% 4“””’—”,///

20.00%
”",—’*

10.00%

0.00%

2004 2005 2006 2007 2008

Chart17. Online sophistication growth of the business services
in Macedonia in 2002008

Online grvices developed with the support of USAUDded eGov Project have had
the biggest impact on the growth of the overall score for online sophisticaéind,
of the score for the Government services for businessesavailable online in
Macedonia.

Provision of thehree (3) services providediathe eTax and é€Procurement Project
Applications (out of eigh{8) basic services listed in the Capgemini methodg) in
the year 2008aisedtheir online sophistication scor® 100%.

Moreover, this improvement affectedhe overall progress of the sophistication
score of business serviceshichis mainly base on the implementation of these
G2B Project Applicatis. Specifically, thempact of thee-Tax and érocurement
Project Applicationsesulted with quadrupled growth, which was twice agda in
comparison to the other onlineesvices which had twold growth.

4.2 Transparencyand Fight Against Grruption

The main benefitsfor the citizens and businesses frothe delivery of onlinee-
governmentservices include convenience and efficierldgwever,e-government is
often seen as a useftbol that can be used to complement broader public sector
reform goals asvell, including increasd transparency and reducing corruption. The
impact of e-government applications is very intensive on reducing coriopt

18 |bid.
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practices through increasing accountability and improving the transparency of
government operations in many dams where corruption ian often phenomenon
(regulatory functions, customs, taxation, and procurement).

There are many examples where the fight against corruption is basehkeotesign

of transparent systems, rules, procedures and data related to thasdams of civil

servants. In this context, one of the most common goals of the five G2B Applications
supported by the USAID eGov Projecttis improvement ofi KS D2 @SNY YSy (i Q
transparency, too. While papdrased systems that are accessible to only a few
employees enable corruption in the delivery of government services by shielding
transactions from observation, the introduction of the five G2B Project Applications

provides a mean$o opening government processes tmntrol from appropriate

authorities ad members of the public.

TheeGovProject Applications hegal the improvement otransparency by:
A Introducirg transparency in data, decisions/actions, rules, procedures and
performance of the Government institutions
Automation of processes to take awaigcretion
Providing entry point for simplification of rules
Making decisions traceable
Building accountability
Providing documentation to business for follow up

Too T To Too To

Aside fromthe strong awarenesabout the anticorruption effects of the five G2B
Project Apfications expressed by the survey respondents, the genlenadl of
support for and awareness of anticorruption measures implemented through the e
government applications has been accessed using publicly available data on
perceptions of corruption and angis of the media coverage.

The Transparency International Corruption Perceptions In@@Rl)represents a
world-renown yardstick thatranks countries in terms of the degree to which
corruption is perceived to exist among public officials and politicidhss a
composite index, based ondcorruptionrelated data from expert and business
surveys carried out by a variety of independent and reputable institutidns."

The CPI focuses on corruption in the public sector and defines corruption as the
abuse ofpublic office for private gain. The surveys used in compiling the CPI ask
guestions relating to the misuse of public power for private benefit. The questions
from the source polls used to compile the CPI include issues encompassing both the
administrativeand political aspects of corruption which have been addressed by
most ofthe eGovProject ApplicationsThis includegliminating the human factor in
order to limit opportunities for bribery of public officials, providing transparent and
automated procedues for the process of public procurement, as well as supporting
awareness raising activities related to the strength and effectiveness of anti
corruption efforts.

Y Transparency International. Frequently Asked Questions. Available online at:
http://www.transparency.org/policy research/surveys _indices/cpi/2008/fag#generall



http://www.transparency.org/policy_research/surveys_indices/cpi/2008/faq#general1

Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

According to the Transparency International (TI) there are many studies about the
impact of e-government applications on reducing corruptid. These studies
implicitly show the relation between the-governmentservices and the Corruption
Perception Index (CPI) and the Global Corruption Barometer (FGB)wing its
release in 1995,CPl has bee widely credited with putting Transparency
International and the issue of corruption on the international policy agenda. In 2008
the CPI ranéd 180 countries by their perceived levels of corruption, as determined
by expert assessments and opinion surveys.

Corruption

Macedonia's Perceptions Surveys Confidence Countries

Rank  Index (CPI used range ranked

2003 106 2.3 5 2.0¢2.7 133
2004 97 2.7 7 2.3¢3.2 145
2005 103 2.7 7 2.4¢3.2 158
2006 105 2.7 6 2.6¢2.9 163
2007 84 3.3 6 2.9¢3.8 179
2008 72 3.6 6 2.9¢4.3 180

Table21: Corruption Perceptions Index (CPI) for Macedonia between
2003 and 2008Data by Transparency Internationjal.

Results shows that Macedonia has achieved significant improvement, taking int
account the leap from the rank 103 (out of 158 countries) to rank 72 (out of 180
countries).Although they are not the only reasohé implementation of theeGov
Project Applications deserves significant credit for this achievem&atshown in
Table 21, Macedonian CPI and Rank has been improving since 2006, the year of
launching of three out of the five G2B Project Applicatigg®rocurement, erax,

and the Automated System for Management of International Cafgansport
Licenses)These three applicationgceived significant attention by the media and in
the public eyethey have been linked specifically with efforts to limit corruption,
improve transparency and efficiency of the Macedonian state administration

The analysis of the press clippincarried out on asample of52 relevant articles
revealed that the issues of limiting corruption and human errors, increased
transparency and building trust, increasing savings and the efficiency of the state
administrdion have been associated to a high degree with the coverage of the
Project applications. The sample consisted of articles from the Macedonian daily and
weekly newspapers referring specifically to the applications.

3Gl obal Corruption Report 200306, Transparency I nte
http://www.transparency.org/publications/gcr/gcr_2003#downldadessed September 16, 2009.
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Number
Topics of articles Percettage*
Corruption (and human errors) 28 53.8%
Transparency (and trust) 31 59.6%
Savings 33 63.5%
Efficiency 21 40.4%
TOTAIN) 52

Table22: Topics coveredithin articles about theeGovProject Applications
from 2006 to 2009¢* Some articles covered more than one of the above topics)

Most of these articles used either neutral or positive tone in reporting about the
effect of thefive G2B Project Applications and cited various sources. Only two of the
articles contained comapints about the additional inefficiency of bureaucratic
procedures, and did not refdéo the actual work of the applications.

Most of the articles in the samplet§%) referred to theAutomated System for
Management of International Cargo Transport Licenge this case, e journalists
mostly cited the key decision makers liklhe Minister of Transport and
Communications Mile Janakieskvho in 2006 stated thatin this way, we are
actually closing the corruption gap in the allocation of the permits, hvhias
previously the reason for discontent among the transport companies. Automated
allocation of the permits is one of the essential measures in the fight against crime
and corruption.*® While introducing the electronic submission functionality in 2007,
the Minister announced'The process will not only save time, but it will be fair,
transparent, and without any adiibnal expenses for the serviégé To conclude in
2008 that"The efficiency of the process of approval and issuing of the permits is
increa®d, and the irregularities and possibilities for error have been eliminated. We
now have a transparent allocation proce$s."

A number of articles also contained testimonials from the end users of this
application, such aKumanovo trucker Trajche Doneyswiho said that: "This has

been the best distribution of CEMT licenses since 1991. There were criteria in the
previous years, but nobody respected them. Up to thirty licenses used to remain
undistributed, and the Minister then distributed them personallye to his
discretionary right. This will happen no mdfé Emilija Arnaudova, marketing
manager of a transport company from Bogdarmcncurred, and stated'lt is good

that the allocation of the permits is now done by a computer, and the human factor
is excluded, which was previously the reason for bribe and corruption in the
allocation procedure®

19 Dnevnik, November 20, 2006.

20 Utrinski Vesnik, October 05, 2007.
2L Nova Makedonija, August 12, 2008.
22 shpic, November 2®006.
ZVecher, November 20, 2006.
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The newspapers amplified the favorable impression through their commentaries,
such as the editorial by Marjan Blazhevski who wréBy pressing the startuiton

of the program, the computer rejected corruption and introduced a new work
standard for the transport companies, so they are now working in accordance with
the legal regulations, submitting correct data about their work. Starting from next
year, theapplications will also be submitted electronically. Therefore, the human
factor will be excluded when it comes to allocation of CEMT permits, which should
create fair, European working conditiorfé."

The coverage of the other applicatiopsoceeded alongimilar lines. Most of the
articles about eProcurement accentuated the benefits of increased transparency,
among others quoting theiskopje MayoiT rifun Kostovskiwho stated:"In this way,

the costs will be reduced, we will save time, and increase traespg in the public
procurement procedure®

Articles stressing increased efficiency and savie@srred to EXIM("Now it takes

only one day to obtain the license, which is laudall&€oranKostovski, from the
pharmaceutical companglkaloid®) and the Online Registration of Employment

For instance, an article on the former issue includedtatement by Deputy Prime
Minister Zoran Stavrevski who said tHat¢the online register provides even greater
security for data storage, reducing the possibility buse. In this way, we are
saving significant time and resources, for both the employees and employers, who
will not come across any administrative or subjective obstacles. s€hédceis
particularly important, since it provides simple access to recofdemployees and
correct data about the number of employees in Macedoffia.”

Covering the news on-€ax Application, the media stressed both transparency and
efficiency, quotingthen-Public Revenue Office Director, who said théthe
application for eletronic tax return submission is a great step towards the creation
of an efficient and transparent system for tax collection in Maced¢ffi®eputy PM
Stavrevski stated that'The e-Tax Applicationhas increased the regularity and
efficiency in submissionf the tax applications and simplified tax datacord
keeping The practice proved that the software applicatiemgloubtedly contributed

to the transparent cooperation between the business sector and the public

administration"?®

%4 Dnevnik, November 20, 2006.

\reme, April 13, 2006.

% \/echer, July 09, 2008.

%" Biznis, December 04, 2008.

% Dnevnik, October 17, 2005.

29 Address of the Deputy Prime minister Stavreski on the Promotion of the NewoBlecystem of
the Agency for Employment, December 3, 2008. Available onlitdtat/viada.mk/?g=node/1823
Accessed September 5, 2009.
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4.3 Business Bvironment

In addition to the practical benefits coming from the use of the five G2B Applications
supported by the USAID eGov Project, their introduction required changes of the
legal framework which contributed toward creation of a more conducive
environment forbusiness sector development in Macedonia.

It is obvious that new technoldgs and ICT can havée direct impact on the
improvement of the efficiency and competitiveness of the businesses. Part of this
merit belongs to the companies and their entreprenetiaad innovative spirit, and
acceptance of new technologies in their business operatiodswever, the
governmants play a crucial role in the process of creating competibusiness
environment in he national economiesin the case of the five G2B Prdjec
Applications, theuse of theseICTsolutions also served as a catalyst which facilitated
the process of implemeation regulations that enhance business activifiihe
process of development of the five G2B Project Applications included cooperation
between the eGov Project and the executive and legislative branch of the
Government of Republic of Macedonia, leading to legislative changes with much
wider positive implications.

One of the indicators for the positive effects resulting from the reforms ofl¢gal
FNFYYSg2Nyla A& GKS NARAAY3I NIyl 2F al OSR2yAl
Report.A set of regulations affecting testages of a business life has been measured

since 2004and presented in this global studyhe ten stages are: starting adiness,

dealing with construction permitemploying workers, registering property, getting

credit, protecting investors, paying taxes, trading across borders, enforcing
contracts, and closing a business.

Macedoniaachieved significant improvement duririge period between2006 and
2009 (Table 23). Note that according to the methodology used by Doing Business
authors, dataunder each heading refsto the previous year. For instance, tdata

in Doing Business 201éfer to the situationas of June 1, 2009.

Easeof doing business 92 75 71 32 +60

10 Indicators:
1. Starting a business 76 21 12 6 +70
2. Dealing with constructiopermits 86 76 152 137 -51
3. Employing workers 117 128 125 58 +59
4. Registering property 87 91 88 63 +24
5. Getting credit 48 48 43 43 +5
6. Protecting investors 83 83 88 20 +63
7. Paying taxes 79 99 27 26 +53
8. Trading across bordefs 127 72 64 62 +65
9. Enforcirg contracts 72 84 70 64 +8
10. Closing a business 123 127 129 115 +8

Table23.al OSR2Yy Al Qa NI y]| 2060.52Ay3 . dzaAyS3

(* Areashaving procedures related to the fi@&2B Project Applications)
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The implementation of the five ZB Project Applications has initiated a number of
reforms of the legislation and procedures tackling some of these 10 stages, and thus
contributes to the ranking of Macedonia on the Doing Business list for the period
from their deployment up to date.

The Doing Businessnethodology makes measuring the exaoipact of specific
application onrespective indicatorén Doing Business a complex task. However, it is
possible to infer whiccamendment laws and regulations or introduction of new
business procedurerelated to the five G2B Project Applicatioaiected the rising
score for Macedonia

1. The implementationof the EXIMresulted in a more efficient and costfective
process of issuing of licenses for export, import and transit of goods across borders.
Its implementation required amending or adopting of the followingws and
regulationsthat has been assisted by the eGov Praject

- Law on General Administrative Procedure

- Law on Data in Electronic Form and Electronic Signature

- Law on Administrative Fees

- Raulation on the Establishment and the Use of the Information System for

Export, Import and Transit of Goo@3fficial Gazette 134/08)

The EXIM application has beerandatory for the government institutionsinceits
launch onNovember 1, 2008The applicton is related to the Tradingdcross
Bordersareaof the Doing Business Report

2. The cavelopment of the Online Registration of EmploymentApplication
simplified the process of submission of forms for registration and termination of
employments and itequiredthe amending of thefollowing legislation:

- Law on Labour Relations

- Law onVital Record# the Area ofLabour

- Law on Vital Recordsfor Insured and Pension and Disability Fund

Beneficiaries

- Law onOneStopShop Systerand Registeiof Companies

- Requlationsrelated to the above mentioned laws
The application is relatd to the EmployingWorkers areaof the Doing Business
Report

3. The eProcurementApplication enables greater efficiency and cefiectiveness

in the field of public procurement. Theystem provides secure communication
among the contracting authorities and the economic operataaed saving of
GFELI @SNBQ Y2y Scéostsardl thélBoRsiiliizsyTa cofriptrThe
Applicationhas been in use since April 20@6dthe upgradel version from January
2008is in line withthe legislative changes introduced by the new Law on Public
ProcurementsWith the new legislation and the-Brocurement system, the Republic
of Macedonia became fully comaiit with the EU procurement directivesnd EU
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public procurement functional requirement8.Motivated with the process of EU
accession the Law and the practice of public procurement became the first area
within this process to attairthis level of harmonization with the respective EU
Acquis.

There was no mandatory obligation for usetb& e-Procurement application before
January 2008. Since January 1, 2008 all contracting authorities are obliged to publish
the contracts and contract award notices. Moker, as a result of the strong
commitment and support to the eéProcurementApplication the Government of
Macedonia introduced mandatory use ofagctions® through the e-Procurement
Application.

4. Thee-TaxProgct Application introduceda new channel for submissioof tax
applications elegbnically, and made a significant impact on théncrease of R
al OSR2Yy Al Qa NIyl oA KhePoing BuSinesRepdra y 3 ¢+ ESa

5. The process of development of the Automated System for Management of
International Cargo Transport Licenses ainb@dncrease transparency and fairness

in the process of allocation and use of international transport licenses. The
implementation of this application introduced a new electronic way of
communication and cooperation between all the institutiogstakeholdes in the
process of application and distribution of the licenses and significantly reduced
possibilities for corruption. The application also improved the back office processes
and procedures eliminating bottlenecks and inefficiesc contributing to the
improvement of the business environment for the transporting and storage sector
and the business in the country in general.

The reengineering of the process and technology for the new international transport
licenses management required changes to be entwithe Rulebook for Distribution

for International Cargo Transport Licenskegalizing the electronic data submission
and handling.The system is mandatory for all transporters in Macedonia &nd
managed bythe Ministry of Transport and Communicationshis application is
related to the Trading across bordeaseaof the Doing Business Report.

%0 public procurement is a key sector of the EU economy accountingdat £6% of GDP. (In

Republic of Macedonia according the reports of the Public Procurement Bureau the value of public
procurements in 2006 was 3% of the GDP, in 206%, and in 2008 8% of the GDP). Because of the
importance of this issue for the EU twoectives have entered into force in 2006 giving a uniform
legislative framework all over Europe. These Directives are: 2004/17/EC of 31 March 2004 and
2004/18/EC of 31 March 2004. With the Manchester Ministerial Declaration of 24 November 2005 the
European Union has fixed the following objectives fePecurement by 2010: 100% electronic
availability and 50% real use for procurement procedures above the legal thresholds. The Manchester
declaration has inspired the i2010 eGovernent action plan.

31 Mandatey use of eauctions requires coverage of 30% of all tenders eligible-garoions in 2010,

50% in 2011 and 100% in 2012
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5 Government Commitment to g&sovenment

5.1 Broad Perspective

There are many different factors for sustainability of the process-gbvernment
development, butthe commitment of the stakeholders (citizens, businesses,-non
profit organizations and public sector)amongthe most important.

As it is obvious from the survey results that the demand for future @2B
governmentservices development is enormous, teehas to be a balance with the
supply side- the Governmen® dommitment that the process will continue in the
future as well.

The first organized efforts in the process of developmenteajovernmentin
Macedonia have started since the beginning of &' century, as part ofthe
concept for development ohformation society. Some key points on this path were
the following:

- e-Macedonia forAllinitiative adopted(July 2000)

- e-Declaration 2002, Recommendations dkccelerated Developmenbf
Information $ciety and Digital Economy in the Republic of Macedonia as
National Priority? adopted(2002)

- Committee for Information TechnologyCITestablished2002)

- Concept fore-governmentadopted(2004)

- National Information Society Task Foestablished2004)

- National Policy, Strategy and Action Plan @velopmentof Information
Society" adopted(2005)

- National Strategy for the Development of Electronic Communications with
Information Technologi€éadopted(2007)

- Ministry of Information Societgstablished® (2008)

- National Information Society Couri€iestablished2009)

- e-Govenment Strategy20102012(to be adoptedby the end of 2009

During this period the Parliament adopted the followingmportant legislation
related to egovernment development

- Law onEEkctronic DataandDigital Signatur¢2001)

- Law onElectronic Communicatior2005)

- Law onPrivate Data ProtectiofR005)

32 pvailable online at:
http://www.loginsys.com.mk/ShowAnnouncements.aspx?ltemlD=274&mid=898&tabld=128&tabinde

x=0.
3 Available onlinein the Documents section of the Ministry of IS wehsitesw.mio.gov.mk
34 ki
Ibid.
% The Ministry for Informatbn Society is established by the Law on Organization and Operation of
State Administrative Bodies (Official Gazette of Republic of Macedonia no.82/08 from July 8, 2008).
¥The National Council for I nformati omrcisbrofmmety was e
July 8, 2008 (Official Gazette n0.97/08 from August 1, 2008).
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- Law onFree Accest® Informationof Public Charactgf2006)
- Law onInterceptionof Communication2006)
- Law on eCommerce (2007)

In 2005the Government launchethe e-service portalwww.uslugi.gov.mkvith aim
to serve as dlagship projectandraise awareness aboetgovernment This portal $
a centralaccess pointor citizens and businessas Macedoniao where they use €
government services (G2B and/or G2Ouring 2006 and 2009 the portal was
constantly upgraded with introduction of new services an&éptember 2009 there
were 368 egovernment services available online for citizens ancbfmsinesses’’

During the same period, political leadership in the country has distadd a full

consensus on the information society aneéy@ernment development platform. If

GKSNB gl a | RSOIFIGS Ay wmMoppna 20SN) GKS RAf
devdopment imperatives, the choiceras clear after 20Q1Decision makers across

the political spectrum demonstrateclear understanding of the social impacts ef e
government services on all sectors of the economy, and on the social, cultural and

political lives of the people in the country.

5.2 Commitment to theProcess of €sovernment Development

There are severahdicationsof the commitment ofthe Macedoniangovernmentfor
a sustainable process of continueegevernment development in general, and the
five G2B Project Applications particular

1. The overdl commitment of the G@vernment to introduce ICT in the service
delivery to the citizens and to the enterprises.

Commitment to further development of-government services has been part of the
stated strakegic objectives of the Government of Republic of Macedonia in the last
decade, as evidenced by results of policymaking efforts at national level and at the
level of particular relevant institutions.

The five G2B Project Applications are part of all sg&teind policy documents for
information societyand egovernment development in Macedoniahe Ministry of
Information Society othe Republic of Macedonia is currently leading a process of
development of eGovernment Strategy 2012012. The draft of thestrategy has
been made available online as part of the process of public consultafiofisis
policy document confirms the Government's commitment to further depeé-
government services in general and in particular in the fields related to the five
applications supported by the USAIBGev Project. Section 7.2 of the Strategy is
dedicatedto detailed explanation of the future projects forservices.

37 www.uslugi.gov.mk Accessed on September 20, 2009.
38 Ministry of Information Society of RM. Draft Strategy for eGovernment 22002. Awailable
online in Macedonian language only lattp://www.mio.gov.mk/files/pdf/dokumenti/Strategija_za e

Vlada.pdf Accessed September 22, 2009.
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The first such service is in the area of taxation. The draft Strategy envisions that the
Ministry of Finage and the Ministry of Information society work together on
developing a service for-€axation for individual citizens (physical persons), to be
implemented by the Public Revenue Office during 2010 using funds of MKD
21.525.000 from the Budget of the Replic of Macedonia.

According to the draft Strategy, this service will "expand the functionalities of the
existing eTax system towards creating opportunities for filling in tax returns and
other forms online, as well as creating an electronic systemrefijed tax returns
prepared in advance by the Public Revenue Office to be verified and signed by the
citizens."

Asa prerequisite forthe implementation of this service, the draft Strategy notes the
requirement for interoperability of the Public Reven@fice's systems with the
systems of the other state administration institutions (vital records, central registry,
and employment registration).

The eservices section of the draft Strategy forGemvernment includes several
instances which directly buildpon the five G2B Project applications, such as the
establishment oklectronicsystem forreporting of tax irregularities and corruption,
by providing an online channel for this activity in addition to the existing telephone
hotline. As with the hotlineallers, the anonymity of the people who report over the
internet will be guaranteed, and the Public RevenOéice will be obliged to
investigate all complaints. This system will also be findricem the state Budget,
and a prerequisite for its implemeation isthe updating of the legal regulations
related to the process of submitting complaints online.

Another service within the-services sectiorefers to providing electronic means for
implementation of the rights to social security benefits for teemployed citizens,

to be implemented by the Employment Service Agency. This system directly builds
upon the Online Registration of Employment Application, and should be
implemented during 2002010, by using funds from the Budget of the RM.

Moreover, the draft Strategyenvisionsof upgrading of the Online Registration of
Employment in order to enablasage ofthe system by all public institutions which
rely on the State Budget. The explanation states that the current system serves only
the private sectordue to the obligation of the public institutions to submit written
approval by the Ministry of Finance. The system upgrade will enable the Ministry of
Finance to input the approval electronically, in order to speed up the automatic
processing. The perioof implementation for this service is 208011, and the draft
Strategy envisions that it will be financed by the Budget of the RM, and by donations.

In addition the draft Strategy fag-governmentalso notes projects for development

of ICT human resoursen the state administration, ane-governmenttrainings of

the civil servants, to be implemented by 2012 using a combination of funds from the
State Budget and donations.
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2. Input from the government institutions in the developmentand
implementation of the five G2B Project Applications

The process of development of the five G2B Project Applicationsas@smpanied

by strong commitment and involvement of the government institutions directly
responsible for delivery of the service and other institutionkted to the services.
They took active participation in the analysis of the processes and procedures, in
their harmonization and standardization, in the process of designing the system,
development, hardware and software deployment, implementation andtings
(both system and functional), and user training. Also, it is estimated that all partner
institutions to support successful implementation of the five G2B Project
Applications invested almost1% million,*® which by far exceeded the funds
invested by he eGov Project for software development.

The mandatory use of some of the services supported by the eGov Project, like EXIM,
e-Procurement, and Management of International Transport Licenses has already

been spelled out in the respective national legigin, which clearly demonstrates

0KS D2OSNYYSyiGiQa O2YYAGYSyd G2 GKSANI adzadl .

Direct inquiry of the Government institutions responsible for delivery of the services
covered by the five G2B Project Applicatioosnfirmed that their future use,
maintenance and development has been incorporated in their policies and
operational documents. This state of affairs is reflected through specific budget
items referring to hardware requirements, software upgrades, personnel, and
training*°

Alongside the pactical usefulness of the application, the users also recogtize t
strong commitmentby the competent Government institutiongnd the growing
number of registered and active useeflects this situatiorf*

3. StrongPolitical Commitment
Atthe presentéi A2y 2F GKS 22NIR .lyl1Qa 52Ay3 . dzahi

September 14, 2009, which included the announcement of Macedonia as business
environment leader in Soutkast Europe, the Prime Minister Nikola Gruevski

% The figure presents astimation based on the informal information from the owner institutions.

“OFor instance, the Customs Administration included employee training and the maintenance of the
necessary hardware as regular activities within the Strategic Action Plas2Q02(0rhe Public

Procurement Bureau recently signed a service level agreement with Seavus for the maintenance of the
e-Procurement Application, while the Ministry of Transport and Communications signed a service

level agreement with Nextsense regarding the AatechSystem for Management of International

Cargo Transport Licenses (CEMT).

! For instance, according to data supplied by Customs Administration, 184 companies registered to use
the EXIM Application by the end of Ma2009, while in September 2009 this number grew to more

than 300 active users. According to data from the Public Procurement Bureau number of users of e
Procurement Application grew from 965 during 2008, to around 1300 on June 1, 2009, to 1626 on
Septembe24, 2009.
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highlighted that the government planfor the future are related to the further
introduction of electronic services in government institutidfis.

On December 3, 2008, #ie launching event of the OnlineemploymentRegistration

Application, thethen-Deputy PM for Economic Affairs Zoran Stakrestresed that

this online service providesncreased safety of data storage, reducing the

possibilities of misuseand saving time and money both for employees and

employers. He saidi KI & aGKS LIftAOe 2F GKS 3I20SNYyYS)
business limate, the investments in education, reforms in the labor market and

public administration, as well as the development of the inforimatsociety are

directed toward the increase of theompetitivenes2 ¥ G KS al OSR2yAly SO
Mr. Stavrevskalso mentbned that the use of G28LILJ A Ol {Xw@h6ut dovbk f f &
contribute to thetransparent cooperation between the business sector and the public
administrationé*®

Since 2006,the strong expressions of political commitment f@&government
development werealso backed byconcrete investments from the State Budget.
Referring to the cooperation with the USAID the tHénme Minister Vlado
Buchkovski statedd ¢ KS D2 @SNy YSyid KIFI& RSOARSR (2 AYL
all institutions. Investing ie-governnent is an unstoppable process heading iato
positive direction, and a proof for that is the introduction of a special budget item for
e-government projects. This technology can and should be a catalyst of the whole
economic development in the country atigerefore the government supports this
process with words andeeds We krow that this concept is a loaggrm and
expensive process, and because of that we seek partners to realize many joint
LINE2SOGa* 23S0 KSNWE

In 2008, a comprehensive report by thedmational Herald Tribune noted that L y
Macedonia, a recently created Ministry of Information Society has pledged to spend
$3 million on 92 GSNY YSyYy (i LINR JoNdtingaMinigts Bvd lvaddvdkiNE £
who stated that the elimination of human factor dag the delivery of automated-e
government services will diminish the potential for corruptitn.

“MI A, fiworld Bank report "Doing Business 2010" pres
http://www.mia.com.mk/default.aspx?vid=67486718&lId#Azcessed on September 9, 2009.

““Goven ment of the Republic of Macedonia, News, fAlLaunc
of empl oyees 0, hthvawwlviadbimiké?g=madé/li8 Recesaed September 9, 2009.

“4 Dnevnik, May 172006.

> International Herald Tribune, October 3, 2008. Available online at
http://www.nytimes.com/2008/11/03/business/worldbusiness/@Riav03.3.1744488.html
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6 Key Findings anddhclusiors

Business Profile:

1. Only 37.4% of all companies use secure Internet/web communications
(digital certificate/electonic signature), and 42.1% do n@BeeTablel1)

2. 64.1% ofmediumsizedenterprisesand 74.1% oflargeenterprisesuse digital
certificates and/or electronic signature. In contrastl.®6 of micro
enterprisesdo not use digital agificates/electronic signature(SeeTablel?2)

3. Out of all the enterprises included in the survdy,.0% have website§See
Table7)

4. Large enterprises have the largest ratio of web presence (92.6%¥g wrily
30.8% of the mero enterpriseshave web presencgSeeTable)

5. 77.4% of all companies use thewebsites to collaborate with other
businesses (logistic, marketing, procurement, sales, &igs servicesjSee
Tablel0)

Use of G2B € overnmentApplications:

1. 65.5% of all companies §82% of alllarge and 9.7% of allmicro) are
acquainted with the existence of G2B Internet Applicatioi@eeTable 13
andTable14)

2. The registered users of the five G2B Project Applications are very well
acquainted (>80%) with the existence of G2B Internet Applications.
Exceptions are only the users thie Automated System for Management of
International Cargdransport Licenses45/%).(SeeTablel16)

3. 50.2% of all users of the five G2B Project Applications use more than one
application.

4. 83.6% of all surveyed companies haa¢ least two andmore than two
trained persos for the speciic application. 5.1% have only one employee
trained to use the G2B Project Applicati¢S8eeTablel7)

5. 84% of respondents do not face any problems with use of the five G2B
Project ApplicationgSee Chart 4)
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User Satisfatton:

1. Overall satisfaction with the five G2B Project Applications is rather high,
with a score 0f3.8 on a 5point scale.27.4% of respondents attributed a
maximum scoreb/5 for overall satisfactionSee Chart 8 and Chart 6)

2. The registered users of-Tax Project Application expressed thieighest
satisfaction 4.2) followed by the Online Employment Registrati@n0j, and
the lowestwas expressed bthe users of the EXIMB(6), and eProcurement
(3.5). (See Chart 7)

3. The strongest points of satisfactionare the possibility of G2B Project
Application toimprove the trustin electronic systems g73%) andspeed up
the process of service deliver(70.8%). The weakest point of satisfaction
althoughwith a very high scomeisthe possibility of G2B Project Apgdtion
to limit corruption (2.2%).(SeeTablel19)

4. The strongest factor for satisfaction for the registered users -Giae (the
highest scoring application) is improving trust (wétkcore of4.4, agreement
- 84.3%, and full diagreementg 2.0%), and the weakest is limiting corruption
(with a score of3.7, agreement- 56.9%, and full disagreemerg 3.9%). On
the other hand, the strongest factor for satisfaction for the registered users
of e-Procurement (the lowest scoring applima) is improving trust (with
score of4.0, agreement- 71.3%, and full disagreement 2.0%), and the
weakest is limit corruption (with score &9, agreement- 24.3% and full
disagreement; 13.5%).(SeeTable27 ¢ Appendix C)

Benefits and sustainability
1. Overall benefit for all five G2B Project Applications is 61%ee Chart 10)

2. The most important benefits from using the five G2B Project Applications are:
saving time (86.5%), saving money (75.2%), and more efficient
commurication between the companies and governmental institutions
(66.7%).(See Chart 9)

3.¢¢9g2 KAIKSald &a02NBa F2N) 0KS o0SySTAada KlI
expressed by the registered users offax application (98%) and by the
registered users of Onlinemployment Registration application4(9%) (See
Table28 ¢ Appendix E, and Chart 11)

4. Majority of 84% of all registered users claimed that the existing five G2B
Project Applications need further upgrad€See Gart 12)

“6 Overall benefit averages the eight benefit elements reported by the companies from the five G2B
Project Applications

ppncic®
| Y 3 | G e e
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5. Overthree quarters of the respondents (77%) would like to have more G2B
applications available onlinéSee Chart 14)

6. The overall online sophistication @-governmentservicesbased on the
Capgemini methodology used by the European Commidsaonthe score of
9% in 2004which hadincreasedto 33% in 2006. In 2007 it was 50%, and
finally the measurement in 2008 has reported overall online sophistication of
53%.(See Chart 16)

7. Thebasiclaws and regulationselevant todevelopment of egovernment in
Macedoniaarein place.

8. Strong political commitment for -government applications development
articulated for the past ten yeard=governmentdevelopment is longerm
orientation of the country.

6.2 Conclusions

The undertaken study enabled to drawnamber of important issues considering the
satisfaction level of the users and impact from the five G2B Project Applications:

e The average number of people trained for the use of the five G2B Project
Applications is satisfactory. Still, thereassmall rumber of Micro enterprises
where only one person is trained arftas required skills to use the concrete
application. It might be good to develop some gediining modules for the five
G2B Project Applications, so even the heamployed people in the congmies
could easily become actualus@& ¥ G KS | LI A OF O A-Rahingg A G K W2Yy

e Increasing the level of sophistication and usage of all publicly available e
government services will have to take into consideration the issue of secure
internet/web communication, as both practical and legal requirement. The
survey results indicate that even the actual users of the three out of five G2B
Project Applications that require digital certificate/electronic signature have low
awareness about these conceptThereforethe future efforts need to include
components of awareness raising and training in this area, especially in regard to
micro enterprises.

e In generalthe results indicate that theverall user satisfaction from the five
G2B Project Applicatios developed by USAID eGov Project is highe overall
score of user satisfaction &8 (out of 5) indicating good satisfaction. More over,
almost two thirds of the users are very satisfied or just satisfied with the use of
the G2B Project Applicationshe level of user satisfaction neither dependent
on the year of the establishment of the companiegr on the type of their
economic activity.

METAMORPHOSISE

Foundat able ICT solutions
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The survey identifies that the most important elements for satisfaction from the
five G2B Project Applicatis are that they provide opportunity tomprove the
trust and they contribute to thespeeding upof the communication between the
companies and the governmental institutimn Despite the objectives for
development of the five G2B Project Applicatiptiee companiesncluded in the
survey expressed doubtthat the implementation of online -government
services could helgimit the corruption in the government institutions and
improve their transparency. The level of trust improves with the level of online
sophistication of the service and also with the level of business profile of the
users. SMEs with low level of Internet/Web profile are the least satisfied with the
use of the five G2B Project Applications, but their satisfaction scoBe7adnd
satisfactionmeasure of 6.6% are still very high.

The most important benefits for the surveyed companies from using the five G2B
Project Applications aresaving time(86.5%), andsaving money(75.2%).

User satisfaction increases with the degree of interactionhvetgovernment
servicesln order to fulfill the companies' need for efficient and smooth use-of
government services, theseneed to be more sophisticated, but not more
complex. The findings with regard to satisfaction and impact highlight the
possible agasfor service improvement

It is obvious thae-servicesdeveloped with the support of USAHunded eGov
Projecthave had the biggest impact ahe growth of theoverall score for online
sophistication and of the score for the business services ak#laonline in
Macedonialn particular the three services that are provided with theTax and
e-ProcurementProject Applicationgout of eight basic services listed in the
Capgemini minodology) in the year 2008 shothe online sophisticatiorscore
of 100%. The overall progress of the sophisticatsmoreof business services is
mainly based on the implementation of those G2B Project Applications.
Specifically,the e-Tax ande-Procurement Project Applicationsproved most
influential, resulting withquadryled growth, which wastwice as large in
comparison to the othee-servicesvhich had twefold growth.

Aside fromthe importance of the overall reformsonductedby the Government

of the Republic of Macedoniathe implementation of the five G2B Project
Applicationsplaysa very important role forthe A YLINRE dSYSy i 2F GKS
rank on the DoingBusiness Reports from 20@®10 especially for the
improvement d the rankng in the following topics: Starting a Business;
Employing Workers; and Paying Taxes.

The overall conclusion is that the satisfaction with the five G2B Project
Applicatiors is high, andit is clear from the results of this study that for the
future G2Be-governmentservices balanced efforts concerning tthevelopment

of more highly sophsticated eservices, as well as actions faaising awareness
and trust, are necessary

)
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Overall satisfaction score and satisfaction measumr & G2B Project
Applicdions registered users

e-Tax
51 respondents
Satisfaction measure: 78.4%
Overall satisfaction score: 4.2

Very good 39.2%

Good 39.2%
Average
Poor

Very poor |0.0%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0%

Chart18. e-Tax registered users

Online Employment Registration
17 respondents
Satisfaction measure: 76.5%
Overall satisfaction score: 4.0

Very good 41.2%
Good

Average

Poor 5.9%

5.9%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0%

Very poor

Chart19. Online Employment Registration registered users
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Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
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e-Procurement
39 respondents
Satisfaction measure: 48.7%
Overall satisfaction score: 3.5

Very good
Good 43.6%
Average

46.2%

Poor

Verypoor |0.0%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0%

Chart20. e-Procurement registered users

EXIM

37 respondents
Satisfaction measure: 62.2%
Overall satisfaction score: 3.6

Very good
Good 37.8%

Average

Poor

Very poor [0.0%

0.0% 10.0% 20.0% 30.0% 40.0%

Chart21. EXIM registered users

Automated System for Cargo Transport Licenses
174 respondents
Satisfaction measure: 64.9%
Overall satisfaction score: 3.8

Very good
Good 36.8%

Average

Poor

Very poor

0.0% 10.0% 20.0% 30.0% 40.0%

Chart22. Automated System for Management of
International Cargo Transport Licenses registered users

METAMORPHOSISED




Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
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User satisfaction by business profile of the companies

User sasfaction level*

Company Size 1 2 3 4 5 Total
Micro enterprises (< 10 employees) 2.%% 11.6% 23. 7% 35. 7% 26.1% 100%
Small enterprises (1049 employees) 0.0% 3.3% 20.0% 43.3% 33.3% 100%
Medium enterprises (50249

employees) 0.0% 0.0% 33.3% 48.5% 18.2% 100%
Large enterprises250 employees) 2.1% 4.2% 20.8% 37.5% 35.4% 100%

Table24.! &SNJ &l GA&ATFFOUA2Yy FTNRBY (GKS FTAOS Du. tNR2SOG ! LILX AO
(* 5 point scale: 1=very poor, 2=poor, 3=average, 4=good, 5=very good

Usersatisfaction level*

Website(Period of establishment) 1 2 K] 4 5 Total
< 1991 (Innovators) 0.0% 0.0% 50.0% 50.0% 0.0% 100%
1991-1999 (Early adopters) 0.0% 0.0% 21. 70 60.9% 17.4% 100%
2000-2006 (Middle majority) 0.0% 3.1% 20.0% 46.2% 30.8% 100%
2007-2009 (Late adopters) 2.2% 6.5% 28.3% 39.1% 23.% 100%

Table25. User satisfaction from the five G2B Project Applications grouped by Internet/web adoption period
(* 5 point scale: 1=very poor, 2=poor, 3=averatrgood, 5=very good)
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Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

User satisfaction level*

Business profile 1 2 3 4 ) Total
LH (Large companies with High

Internet/web profile) 3.7 0.0% 18.5% 48.1% 29.6% 100%
LL (Large companies with Low

Internet/web profile) 0.0% 9.5% 23.8% 23.8% 42.% 100%
{1 o6{a9Qa 6AGK 1|

profile) 0.0% 3.5% 19.3% 52.6% 24.6% 100%
{[ o{a9Qa 6AlK [:

profile) 2.8% 10.8% 25.8% 34.3% 26.3% 100%

Table26. User satisfaction from the five G2B ProjedtJLJt A OF G A2y a 3INRdAzZLISR o @

(* 5 point scale: 1=very poor, 2=poor, 3=average, 4=good, 5=very good)
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Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

AppendixC

Factorsof satisfaction forthe five G2B Project Applicatiorf3egistered users

Automated System for
Online Employment Cargo Transport
Registration e-Procurement Licenses

Main factorsof
satisfaction

Improved
communication 3.9 66.™% 0.0%| 3.7 647 17.6%| 3.6 52.6% 53% | 3.4 48.6% 54%| 3.5 52.% 9.8%

Improved
transparency 4.2 76.5% 2.0%| 3.6 58.8% 23.5%| 3.4 48.7% 7.7 | 3.8 67.6% 16.2% | 3.8 63.8% 7.5%

Speed up the
process 4.4 78.4% 2.0%| 4.6 94.1% 59| 3.9 66.7% 2.6%| 3.6 56.8% 16.2%| 4.0 70.1% 8.0%

Limited
corruption 3.7 56.9% 3.9%| 3.8 70.6% 23.5% | 2.9 24.3% 13.5%| 3.3 48.6% 16.26| 3.6 55.7% 13.2%

Trust 44  84.3% 2.0%| 42  76.5% 590 4.1 69.2% 0.000| 3.7 62.2% 5.4%| 40 71.3% 8.0%
Table27. Factors for satisfaction per Project Applicati@egjistered users
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Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
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Usersatisfaction by factor ofatisfaction

Trust

Limit corruption

Speed up the process

Improve transparency

Improve communication

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

H Yes, absolutelly @ Yes, to alarge extent 0O Medium O Somewhat M Not at all

Chart23. Level of importancef factors of satisfaction
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Evaluation of the Impact of the USAID eGov Project Activities in Macedonia
With a special emphasis on e-services for the business sector

AppendixE
Reportedbenefits fromthe five G2B Project Applications

Automated System for

Online Employment Cargo Transport
Registration e-Procurement EXIM Licenses

Potential Benefit

Saving time 98.0% 0.0% 2.0%|94.1% 006 59%|87.2% 7.7 51%| 75.7% 18.9% 5.4% | 84.5% 10.9% 4.6%

SEVRelelsA ] 90.4%  3.8% 5.8% | 882 59 59| 71.8% 20.5% 7.7 | 67.6% 24.3% 8.1%| 71.3% 24.™% 4.0%

Improved
el eelien] 53.8% 21.2% 25.0% | 29.4% 52.9% 17.6% | 33.3% 38.5% 28.2% | 24.3% 48.6% 27.0%| 39.7% 47.7% 12.6%

Improved
collaiiapssel 44.20 30.8% 25.0% | 47.1% 47.1% 5.9% | 48.7% 25.6% 25.6% | 40.5% 48.6% 10.8% | 47.7% 41.4% 10.9%

Efficient
ololnglanlbinlleciilelal | 86.5% 7.7% 5.8% | 64.7% 17.6% 17.6% | 56.4% 30.8% 12.8% | 56.8% 27.0% 16.2% | 64.9% 24.1% 10.9%

More
transparency 71.2% 15.4% 13.5% | 70.6% 17.6% 11.8%| 51.4% 18.% 29.7% | 59.5% 24.3% 16.2%0| 62.1% 22.4% 15.5%

Decrease
corruption 59.6% 17.3% 23.1% | 70.6% 23.5% 5.90| 40.000 27.56 32.5% | 45.9% 32.4% 21.6% | 54.6%0 28.7% 16.7%

Better quality 76.% 9.6% 13.5% | 76.5% 17.6% 59| 51.3% 30.8% 17.9% | 54.1% 35.1% 10.8% | 65.9% 24.9% 9.2%
Table28 9 A IKG LR GSYGAlIt 0SySTFAGa LISNIt N2P23SOG ! LILX AOF (A
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Companies do not reported and do nanow the benefits from the five
G2B Project Applicatiorts

100%

90%

80%

70% B e-Tax

60% B Online Employment Registration

50% O e-Procurement

OEXIM
40%
B Automated System for Management of

30% i International Cargo Transport Licenses

20% -+

10% -

0% -
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Chart24. Companiesvhich did notreport beneiting from the five G2B Project
Applications, grouped by benefit elements

100%
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70% Oe-Tax
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Chart25. Companies dmot know what are the benefits from the five G2B Project
Applications per registered users of certain Project Application, grouped by benefit
elements

4" Companieshat reported benefits from the five G2B Project Applications are presented on Chart 11,
page 29.
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AppendixG

General ICT indicators for Macedonia

Domain/Year 19952003 2004 2005 2006 2007 2008 2009 Totals

.mk 5 2 2 3 8 1055 1213 2288
.com.mk 3793 1028 1020 1449 1830 2007 1088 12215
.org.mk 682 182 172 176 210 184 94 1700
.net.mk 254 28 51 32 74 68 34 541
.edu.mk 57 21 27 37 23 35 23 223
.gov.mk 134 19 75 50 34 45 15 372
.inf.mk 0 0 0 0 0 0 0 0
.name.mk 1 0 1 1 2 4 3 12
TOTAL (N) 4926 1280 1348 1748 2181 3398 2470 17351

Table29. Number of newly registered domains per year until September 9, 2009.
(Source: Macedonian Academic and Research NethpNetwork Informaton Center (MARN@YIC)
Data provided via-enail September 92009)

2004° 2006 2008
Computer 92.25 92.0 93.5

Internet 75.75 72.3 83.4
Internet connectbn type
Modem 49.61 39.7 18.0
ISDN 50.92 44.7 17.9
DSL 15.49 32.6 65.1
Cable, leased line - 17.8 24.8

Use of Internet
Information search

Banking and financial services 58.01 61.8 63.4
Usinge-governmentservices 49.1 59.2
Training and education of the employee 19.16 28.0 26.8
Website 51.71 34.9 55.5
Use ofe-government
Obtaining mformation 40.% 46.5 63.3
Obtaining forms (e.g. for taxes) 33.60 35.3 54.9
Sending fled in forms 11.55 15.0 24.2
Administrative proceduresoenpletely electronially 3.% - 20.0
Tenders - 5.9 12.7

Table30. Use ofiCTby enterprises, 20042008.
(Based on data from State Statistical Office, www.stat.gov.mk)

“8 MARNet allowal registering second level .MK domains without special permission by the
Government in 2008, and most of such domains are now owned by companies. The companies
purchased such domains alongside their existing .COM.MK domains, and many new companies opt to
purchase only the shorter and more easily remembered .MK domain to ease their branding efforts.

“9 Enterprises with 10 or more employees.
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100

785

10+ 10-49 50-249 250+

Chart26. Enterprises have a website according to the number of employees
(Source: State Statistical Office, News Release No. 8.1.823D&cember 16, 2008)

Tenders

Administrative procedures,
completely electronically

Sending filled in forms

Obtaining forms

Obtaining information

0 20 40 60 80 100

Chart27. Use ofe-governmentservices by enterprises with 10 or more employees
(Source: State Statistical Office, News Release No. 8.1.8.23, from December 16, 2008)
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Survey Questionnaire

e-Government Services Survey for Companies

Sheet No___ Survey date
Ordinal No. of the company in the list Surveyor
1. Are you acquainted with the exigince of electronic government services for the compas
which can be used over the internet
1.1Yes 1.2No
2. If the answer is Yeglease specify which services
3. How did you get acquainted with these services?

3.1 Through direct USAID activity

3.2 Via the state instution offering this service
3.3 Via the media

3.4 From coleagues or from other firms

3.5 Information by my chamber of commerce
3.6 Other please specify

4. Have you used some of the following electronic government services?
a) e-Procurement 4.1.1yes 4.1.2no0 | 4.1.31 do not know
b) e-Tax 4.2.1yes 4.2.2no | 4.2.31 do not know
cw 17 La 4.3.1yes 4.3.2n0 | 4.3.31 do not know
d) Automated System for Cargo Transport 4.4.1yes 4.4.2n0 | 4.4.31 do not know
Licenses
e) Online Employment Registration 4.5.1yes 4.5.2no | 4.5.31 do not know

f) Other? (please specify 4.6:

5. If you responded NO [to all accounts in Q5], please state the reasons why.

6. Has the use of @ov services improved the working procedures and working conditions for
your company?

6.1 No, not at all 6.2 Somewhat 6.3 Medium 6.4 To a large 6.5 Yes,

extent absolutely.
7. Where [in which field] do you feel the advantages?

a) Saving time 7.1.1yes 7.1.2no | 7.1.31 do not know

b) Saving funds 7.2.1yes 7.2.2no | 7.2.31 donot know

¢) Improved financial results 7.3.1yes 7.3.2no | 7.3.31 do not know

d) Improved competitiveness 7.4.1yes 7.4.2no | 7.4.31 do not know

e) Efficient communication with the state 7.5.1yes 7.5.2no | 7.5.31 do not know

institutions

f) Increased transparency in the work with the | 7.6.1yes 7.6.2no | 7.7.31 do not know

state institutions

g) Decrasing of opportunities for corruptive 7.7.1yes 7.7.2no | 7.7.31 do not know

)RPHOSISES
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influences
h) Decresing the rate of human errors in data| 7.8.1yes 7.8.2no | 7.8.3I do not know
input
i) Other? (please specify 7.9:
8. How many people in your company have been trained to use thesgog services?
(numben
9. Does the use of @ov services cause any problems in your wark
9.1Yes 9.2No
10. If [you responded] YES [to Question 9, please let us know], what kind of problems?
11. Did the use of eggov services result in improved communication between your company an
the state institutions?
11.1No, not atall 11.2Somewhat 11.3.Medium 11.4.To a large 11.5.Yes,
extent absolutely
12. Do you think that introduction of electronic systems leads to improved transparency of
government services toward the companies?
12.1No, not at all 12.2Somewhat 12.3 Medium 12.4.To alarge 12.5.Yes,
extent absolutely
13. Do the electronic systems speed up the procedures for providing government services to t
companies?
13.1No, not at all 13.2Somewhat 13.3.Medium 13.4.To a large 13.5.Yes,
extent absoluely
14. Does the electronic communication between the public and the business sector contribute
limiting space for corruption?
14.1No, not at all 14.2Somewhat 14.3.Medium 14.4.To alarge 14.5.Yes,
extent absolutely
15. Do you trust he electronic systems?
15.1No, not at all 15.2Somewhat 15.3.Medium 15.4.To a large 15.5.Yes,
extent absolutely
16. Do you reckon that the existing-gov services need further upgrades?
16.1No, not at all 16.2Somewhat 16.3.Medium 16.4.To a large 16.5.Yes,
extent absolutely
17. If [you responded] YES [to Question 16], how [they need to be upgraded]?
18. Do you think that some other government services of use to the business sector need to
become available electronically?
18.1Yes 18.2No
19. If [your response to Question 19 was] YES, please name them:
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