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ABSTRACT

The paper considers variety of aspects of eservices development in Poland. Authors begin with presentation of national strategies of egovernment development and continue with legal regulations that prepare organizational conditions of electronic services delivery. The incoherence between strategies and legal regulations concerning front-office informatization and back-office informatization has been pointed out. An issue of back-office informatization has been elaborated on an example of national registers and efforts to build interoperability framework for Polish institutions compatible with principles incorporated in EU documents. The functionality of common electronic system of census (PESEL) has been characterized, as well as governmental project of Integrated System of National Registers, which would constitute a common back-office platform for delivering eservices. Authors refer to the state of electronic services development in Poland. They base their considerations on two independent research projects preceded in the years 2002-2004: a) project investigating epublic services delivered through Internet with reference to entire public administration in Poland; b) project investigating sites of Public Information Bulletin (BIP) administered by local governments of Lubelszczyzna region. In the first project twenty public services were investigated. The research showed that in 2002-2003 level of epublic services in Poland didn’t even accomplish the stage of information; in 2004 – it reached 34%, while average EU level is 66%. The second research – executed in three stages – was aimed at answering the following questions: 1. to what extent local administration in Lubelszczyzna region follows national policy of egovernment development? 2. does the project of BIP support electronic communication between administration and citizen? 3. does the project of BIP support services delivered by local administration? Authors found number of disfunctionalities of the universal system of public administration sites in Poland. The most urgent problems of epublic services development in Poland were named: legal regulations not adjusted to egovernment and knowledge-based economy; underdeveloped ICT infrastructure of households; insufficient funding for development of ICT infrastructure in local public administration; back-office infrastructure not prepared to deliver comprehensive eservices; insufficient understanding of egovernment and scarce ICT qualifications of public servants. Authors conclude pointing out the need of reengineering of public institutions that in the present status quo are not prepared to adopt ICT and comprehensively use it in services delivery. National government is also expected to escalate activities to induce local and central administration to be more flexible and understanding in the eye of emerging egovernment.

1. Introduction
Fifteen years after “connecting Poland to Internet”, citizens have a right to expect public institutions making use of ICT in services delivery. We expect that putting information and procedures on websites will make them less bureaucratic and more rational. Sadly, public administration in Poland is frequently reported as deeply sitting in “pre-egovernment” phase of ICT practice, i.e. ICT developments are mostly meant to serve public servants, to less extent – citizens and entrepreneurs. Still, Polish institutions have considerable troubles in back-office informatization. Should we thus expect success in ventures concerning front-office?
European Union constantly monitors egovernment developments in member countries. Web-based survey on electronic public services delivered inside EU is held every six months. Member countries are expected to ensure interactivity of basic public services. Till the moment, public institutions in Poland haven’t met that expectation. Did they have any chance at all? What stage of electronic services delivery they managed to achieve? What back-office conditions are indispensable to speed up the process of egovernment building? In this paper, we intend to find answers for those questions. 
We will begin with presentation of national strategies of egovernment development and continue with legal regulations that prepare organizational conditions of electronic services delivery. We’ll then pass to organizational level of analysis describing efforts to build interoperability framework for Polish institutions compatible with principles incorporated in EU documents. Finally we’ll turn to output level, i.e. state of electronic services in Poland.
2. Strategy of egovernment building
The first national strategy of information society development – ePoland. An action plan for years 2001-2006 – was acknowledged in September 2001. This document followed eEurope initiative from 1999 and eEurope+ 2003. An action plan for candidate countries, delivered in June 2001. The latter document was a guide of information society development for EU accession states. ePoland followed to a considerable extent eEurope+: some issues related to specific national conditions were added, however those unrelated – were not withdrew. The strategy was being prepared in a hurry (since June till September 2001). Thus, in result, although the complex document was delivered, it settled too many priorities that made this document inoperable. 
eAdministration (terms eadministration and egovernment are frequently used interchangeably in official documents)  was one of many aspects of information society development elaborated in ePoland rather in a context of final results (egovernment) than ways and means leading to them. Other back draws of ePoland were soon realized (too extensive and loose structure as well as not specified instruments of its accomplishment). Therefore the strategy has been improved in the consecutive document: Strategy of Informatization of Polish Republic – ePoland for years 2004-2006 delivered in December 2003. The document is coherent: the priority projects are indicated there, final results and deadlines determined and responsible institutions appointed.

Activities concerning advance in eadministration were structured in Wrota Polski. Wstępna koncepcja projektu (Gateway to Poland. Preliminary project), delivered in December 2002. The mission of the project was stated as: 10% increase of real and 40% increase of potential efficiency of public administration through introduction of EDP to back- and middle-office operations and electronic delivery of selected services. The good point of presented mission is that it sets different goal of strategy than informatization itself. However it is unclear as what does it actually mean 10% or 40% increase of administrative efficiency and how it will be measured. Only costs of traditional administrative proceedings versus costs of electronic ones were compared that constitutes incomplete measure of efficiency.
The bad point is that mission of the project doesn’t refer directly and ultimately to the quality of delivered services. Public services are however elaborated there and they constitute the core of the project. 
Wrota Polski – Gateway to Poland – is meant to be a central website of public administration that enables:

· receiving information on public services;
· applying for services, including authentication and – if necessary – payment for services;
· receiving results of the service if in nature they are information;
· monitoring the procedure of delivering services.

Twenty six services indicated in the project, as expected to be delivered through Internet, were mostly repeated after eEurope 2005 with certain modifications resulted from Polish particularities. Thus ultimately eighteen electronic services are to be delivered to citizens and eight – to enterprises
. Deadlines of Wrota accomplishment were settled a year later in already mentioned Strategy of Informatization of Polish Republic – ePoland for years 2004-2006. Strategy pointed at the following (selected) priorities in Wrota development:

1. Standardization of national government websites;
2. Electronic circulation of documents between national agencies (Electronic Prime Minister’s Office);
3. Recognition of PPP opportunities in digital governance development;
4. Digitization of priority public services;
5. Improving of those services that are already delivered electronically;
6. Building electronic catalogues in selected institutions;
7. Improving electronic infrastructure;
8. Amendment of legal regulations;
9. Integration of national registers;
10. Development of national data model and standards of communication.

Deadlines concerning accomplishment of Wrota project were mostly settled for the second half of 2005. However, several enumerated priorities are not viable: 
· “electronic circulation of documents between national agencies” is not viable as there are no internal systems of electronic circulation; 
· “recognition of PPP opportunities in digital governance development” is not possible in the absence of legal regulations of public-private partnership; 
· “improving of those services that are already delivered electronically” would be tough as there are hardly any services delivered this way; 
· “building electronic catalogues in selected institutions” is going to take long time as information resources of those institutions are still in traditional format.
Strategy makes agendas of central administration responsible for its accomplishment. In few points it refers directly to local government, makes it responsible for building broadband access to Internet. Generally, strategies – both ePoland and Wrota – don’t refer to local government as responsible subject but rather object and executor of central decisions. Making local government responsible only for minute questions of information society development is a considerable hindrance of mentioned strategies.
In September 2004, the follow-up of ePoland and Wrota – Plan działań na rzecz rozwoju elektronicznej administracji (eGovernment) na lata 2005-2006 (eGovernment development – an action plan for years 2005-2006) – has been delivered by the Ministry of Science and Informatizations. In fact, the document is not an action plan; it is rather a description of activities that have already been undertaken. It refers – in extent broader than in previous documents – to regional strategies of information society development. Apart from this, the document doesn’t raise anything new to the strategy of ICT development in Poland.
3. Legal regulations
Laws that directly or indirectly support or influence the development of electronic services in Poland regulate the following aspects of egovernment:

· broadband access to Internet;
· access to public information;
· building universal system of public websites;
· electronic signature;
· protection of personal data;
· protection of classified data;
· protection of databases;
· electronic services delivery;
· protection of selected electronic services;
· electronic payments and stamp duties.
The law on telecommunications – passed on July 16th, 2004 – implements eight directives of European Union concerning liberalization of telecommunications market and establishes principles of using telecommunications’ infrastructure. As the biggest hindrance of egovernment development in Poland rests in low percent of networked population, the law – together with activities of national, regional and local authorities – is expected to make access to Internet cheaper, easier and better.
Universal system of public websites – Public Information Bulletin – is an effect of Law on access to public information, delivered in September 2001, in working since January 2002. It imposes on public and legal entities representing national, regional and local government, as well as all entities that make use of public money, the duty to make public information available to every interested person or body corporate. 
The law defines public information broadly (“information on public affairs”), yet it enumerates particular information that should be accessible. Apart from information on structure, responsible persons, competencies and resources of public institution, information on administrative procedures, delivered services; state of customers’ affairs that are being accomplished is to be published. For that purpose, the law establishes website – Public Information Bulletin (PIB) – where all entities obliged to publish their information are enumerated and links to those entities’ websites are accessible. PIB sites are to be constructed according to strictly defined rules. 

The following deadlines were settled in Public Information Bulletin accomplishment: 

1. July the 1st, 2003: PIB sites are accessible with information on legal status, tasks, competencies, structure, responsible persons, and methods of delivering services;
2. January the 1st, 2004: information on policy-making, public orders, administrative procedures, on state and order of customers’ affairs is available on PIB sites;
3. January the 1st, 2005: PIB is entirely completed – information on public property, public debt and public aid is available.

Since the second stage of Public Information Bulletin development, egovernment should enter an interaction phase – on-line applications, forms and other loadable documents were expected to be accessible on PIB sites, as well as option of sending them back electronically if neither electronic signature or stamp duties were demanded.
Electronic signature got its legal regulation already in September 2001. However the time of putting law on esignature to effect was settled for August 2006 – time too remote to capture attention and efforts of public institutions. Furthermore, conditions of using esignature were settled very rigidly, therefore observing a legal regulation is rather obstacle than engine of electronic services development. Taking on account that we cannot expect introducing esignature to communication between citizen and public institutions earlier than in August 2006, we neither can expect that egovernment would enter the transactional stage before that time.
Hitherto legal regulations refer mostly to front-office informatization, i.e. to electronic services delivery and communication with the public. Here we observe fatal incoherence – back-office informatization is hardly regulated and loosely connected with front-office, while it should have been fundamental for the latter. 
This inconsistency is expected to be partly surmounted by regulations proposed in the Law on informatization of institutions delivering public services, passed in February 2005, in action since July 2005. The prime aim of this law is securing interoperability of EDP systems working in public administration. The Ministry of Science and Informatization is responsible for accomplishment of this task, i.e. it is to assess already working and projected applications according to standards that are to be settled in proper regulations. Those regulations, embedded in governmental drafts, refer to:
1. organizational and technical conditions of ICT systems in public institutions;
2. protocols of data transmission that would enable data interchange between public institutions;
3. semantic standards of electronic documents transmitted inside and outside public institutions;
4. metadata.

Regulations are convergent with European Interoperability Frameworks for pan-European government e-services
 and if accomplished would contribute to IDABC program
. Still, they are criticized for vagueness and intention to establish as legal these standards that are already in universal use. Nonetheless, we expect that effective implementation of regulations embedded in the law on informatization will establish the secure technical and organizational basis for electronic services.
4. Back-office conditions of eservices delivery
Comprehensive epublic services can be delivered only in conditions of integrated back-office systems. Those refer to a number of registers containing millions of records of citizens and corporate bodies as well as data of other entities that is vital in the process of governing the State. Making those registers interoperable and submitting them to the purposes of public services is challenging and at the same time uncertain task, however the one that have to be undertaken. 

All citizens in Poland have their own unique identification number which is called PESEL – common electronic system of census (pol. Powszechny Elektroniczny System Ewidencji Ludności). In late seventies – along with the PESEL number – Ministry of Interior developed the ICT system managing the database of PESEL, storing basic personal data on all Polish citizens. In the beginning, local offices of central government were giving PESEL number to the citizens when they were exchanging their IDs. Main and reference database were hosted in Ministry of Interior. 

PESEL System is one of the Polish State Registers: i.e. systems collecting data with quality and reliability warranted by State, essential for State, economy and society. Other important State Registers are REGON (Enterprise Statistic Register – led by National Statistic Office), NIP (Tax Register – led by Ministry of Finance), KRS (Business Court Register – led by Ministry of Justice). Historically PESEL was the first Register and the experience from its development and exploitation was a background at the creation of other registers.

4.1. Current status of the registers
Personal data on citizens and persons registered on the temporary stay over 2 months are stored by the local governments (2479 entities) in the local registration files. The most of local governments manage this repertory in ICT system, but there are about 10% in which exists only paper repertory. 

The data of the new person are registered in local registration file. After registration data are delivered to PESEL System Central Database in the form of “motion for PESEL number conferment”.
The PESEL System Central Database is the only place, where with the inserting of new record (new person), the PESEL Number – a unique key for each record – is generated. The PESEL Number is assigned to all citizens and to persons on temporary stay over 2 months, and also for persons applying for the IDs (if they were not registered in the PESEL System before). 

The generation of the PESEL number follows, in most cases, an application of the local government in which person is registered. The most cases of the generation of new PESEL numbers (new records in database) take place by registration of birth certificates. The PESEL System Central Database has built-in supervisory mechanisms taking care for the cohesion of data.

After generating PESEL number the information from the Central Database is delivered immediately to the districts (using PESEL-NET – corporate network of Polish public administration) and then to the local governments – for suitable update of the registration files (Figure 1).

The PESEL number is unique and related to particular citizen through whole his/her life. Some exceptions are very rare (e.g. anonymous adoption or the sex change of the person – the base for changes is the new birth certificate). PESEL number is printed in IDs of Polish citizens. Every person who’s granted the PESEL number has the right to use it. 

In case of updating (modifying) the records stored in PESEL System the procedure is different. The update of personal data is registered in appropriate local registration file (run by the local government in which citizen is registered on permanent or temporary stay).

Information about the update of the data is sent to the district registration file (all of them are run in the same ICT system called District Data Bank). These data are processed in District Data Bank system and sent automatically (using the PESEL-NET) for processing in PESEL System Central Database. During the update of the data built-in mechanisms for keeping the cohesion of the database are active on each level. 

After successful data processing in PESEL System Central Database, the information is sent immediately to District Data Bank (through PESEL-NET). This information is then delivered to the local government (source of data) in electronic or in paper form (Figure 2). 

Figure 1: Procedure of giving the PESEL number
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Figure 2: Procedure of updating information in PESEL
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Data from PESEL can be distributed free of charge, as far as they are necessary to accomplish tasks of the following institutions:

· public administration entities, courts and the public prosecutor's offices;
· institutions of the financial inspection and of the tax and duty inquiry;
· Police, Border Guard, Penitentiary Service, Military Police and secret services (Intelligence Agency, Internal Security Agency, Military Intelligence Services).

Mentioned data can also be distributed as “payable service” to:

· other state and local authorities and subjects (i.e. agencies, national funds etc.) – for accomplishment of public tasks regulated by the law if such distribution is not provided free of charge;
· citizens or corporate bodies if legal interests of such entities in access to mentioned data is proved;
· Polish law on protection of personal data, states that each person should obtain (on written motion) complete copy of data processed in ICT system. Due to those regulations, institutions keeping mentioned files, are obliged to provide (in the form of the printed certificate) entire copy of data stored in the system concerning applying person;
· organizations making statistical investigation (public opinion polls etc.) on condition that data are processed (and modified) in such a way, that recovery of the identity of persons whose data are processed is impossible;
· other physical and legal persons – if they prove the interest in access to personal data and have an agreement of person whose data they want to access.

There is about 2500 terminals having access to PESEL System Database (PESEL-NET). They are mainly used by the Police and the Border Guard, and allow checking on-line personal data. 

The PESEL Central Database contains about 46 millions of personal data records. Database contains also data of persons who died or gave up from the Polish citizenship – in database there is about 5 million of such records. The level of the reliability and cohesiveness of data in the PESEL System Central Database is estimated on 95%.
Local administration manages local databases (pol. Lokalne Bazy Danych – LBD) that consist of the very similar range of personal information, but there is no electronic communication between local systems and PESEL at central level.

The other important national register related to the PESEL is the Register of Issued and Lost Identity Cards. This register is also managed by the Ministry of Interior and Administration. In the beginning of nineties the Ministry decided to support the process of management of issuing of IDs by ICT system. The system (pol. Ogólnokrajowa Ewidencja Wydanych i Utraconych Dowodow Osobistych – OEWiUDO) has been built along with ICT network connecting almost 90% of local governments (municipalities). However the system is based on non-standard database which is already obsolete. 

Another national register, which is not supported by central ICT system, is the Register of Personal Certificates (birth, marriage, and death). The register plays a role of primary reference source of information about citizens. There are over 2000 public institutions of local government that deal with personal certificates. Most of the entities responsible for issuing personal certificates (Register’s Office – pol. Urząd Stanu Cywilnego – USC) use ICT systems storing information about certificates. There is no central database aggregating data on issued certificates. 

4.2. Integration of the personal national registers

Described state personal registers are not related and have no technical solutions to communicate to other public and private ICT systems (beside the cases described above which are not effective and give no opportunity of technical interoperability). The reference personal data (stored in national registers) could be the basis for administrative processes aimed at providing public services to citizens with use of interoperable ICT systems. 

Therefore, the Ministry of Interior and Administration established a plan of building integrated national system of personal registers (pol. System Osobowych Rejestrow Panstwowych) with access to particular information for citizens and business. The integrated system should ensure:
· the coherence of personal data managed by related public entities (especially central government and local governments);
· delocalization of direct communication between public administration and citizens – citizens can manage their affairs related to PESEL, identification number and certificates in all local governments in Poland;
· the reference source of information for institutions that need to verify personal information provided by individuals (security of business transactions).

According to the project of the Ministry of Interior and Administration, the system should play a role of backbone for Polish eGovernment providing reference data for personal related ICT systems of public administration. 

The integrated system of national personal registers will involve:

· the Ministry of Interior and Administration, responsible for managing national personal registers;
· local governments (municipalities) handling administrative procedures conferring PESEL numbers and IDs (mandate duties of local governments);
· Register’s Offices run by local governments that will have to get ICT system compatible with the demands of integration broker.

Back-office services provided by the Integrated System of National Registers will be the most important; benefits for citizens and business will be indirect (Figure 3).

The ICT systems of local governments dealing with basic personal data will communicate with central ICT system through integration broker which will manage the communication on the basis of the standard XML messages in line with XML schemes provided for particular information objects.

The integrated system will also provide interfaces for outside ICT systems. With provided interfaces, ICT systems of business could automatically check particular information about the person (e.g. his-her PESEL number) or ID. 

Figure 3: The overall logical architecture of Integrated System of National Personal Registers
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Citizens will have an opportunity to check their personal data stored in the integrated system and launch the process of changing particular information. The change of data that occurred in central database will be instantly distributed to all related ICT systems of local governments to ensure the coherence of data throughout their administration.

The project of Integrated System of National Registers has been prepared after thorough analysis of current state of national registers. It has also been completed with feasibility study. Implementation of the project will be managed centrally with support of consulting company chosen in public tender. The task force gathering representatives from many ministries and non-governmental organizations will be appointed. It will play a role of strategic planning body for the project.

The main products of the project of Integrated System of National Registers are following:

· Hardware for Main Data Center (mainframe for central infrastructure of the Project will be installed in Data Center);
· Integration broker: application – based on standard XML messages – responsible for management of communication between institutions engaged in the system;
· Modernization of PESEL: obsolete PESEL Central Database will be migrated to the new database;
· Modernization of OEWiUDO: central database will be integrated with PESEL and applications in use of local governments will be modernized to communicate with integration broker;
· Development of Central Register of Certificates (CRUSC): the central database gathering information about certificates will be built and integrated with PESEL;
· Desktops and servers for Register’s Offices and local governments: delivering indispensable hardware to ensure efficiency of integrated system;
· Development of Local Database: basic application for storing personal data related to PESEL and compatible with Integration Broker. National government will provide all local governments with an application that will be built in open source form in aim to develop additional modules by the ICT enterprises;
· Development of standard basic application for Register’s Offices: application for storing data on civil certificates and compatible with Integration Broker. National government will provide all Register’s Offices with an application that will be built in open source form in aim to develop additional modules by the ICT enterprises;
· Hardware for Replacement Data Center: to ensure high quality of performance of the integrated system the replacement elements of central hardware infrastructure will be supported.

Success of the project considerably depends on human resources. Integration of ICT systems requires efficient coordination of work of few thousand of employees – experts in the field. Their work will have to be orchestrated and channeled by the use of electronic means of communication.

The biggest risk of the project refers to enormous number of public institutions with their different interests and views on ICT. The management of the project will be as challenging as achievement of the technical goals. However, if successfully accomplished, the project should leverage Polish eGovernment to the higher level of quality.  

5. Epublic services delivered in Poland 
The basic aims of delivering public services electronically are:

· constraining to a bare minimum requirement of citizen’s personal reporting to public offices;
· shortening the time of processing customers’ affairs;
· making public services more effective.

Furthermore, public institutions should precede cases promptly and carefully, using the simplest instruments to reach an expected outcome. In social and technical environment produced by substantial access to information and information technology, the “simplest” instruments are those of high tech, i.e. ICT.

Describing the state of epublic services delivery in Poland we used common typology of stages of egovernment development: information, interaction and transaction. The information stage has been almost completely achieved thanks to development of Public Information Bulletin, which legal basis has already been described. We have also noticed that interaction should also be available since January the 1st, 2004. Furthermore we characterized conditions of late arrival to transactional phase. Thus we approximately described where public administration in Poland is with its eservices. Let us now present the issue more precisely.
5.1. Methodology of the research

We will base our further considerations on two independent research projects preceded in the years 2002-2004:

1. project investigating epublic services delivered through Internet with reference to entire public administration in Poland, performed by Cap Gemini Ernst & Young (now: Capgemini Polska)
;
2. project investigating sites of Public Information Bulletin administered by local governments of Lubelszczyzna region performed by Union of Lublin Communities (ULC) in cooperation with scholars of M. Curie-Sklodowska University (MCSU) and Warsaw School of Economics (WSE).

Cap Gemini Ernst & Young has performed already three editions of its research. Additionally, results of the research on eservices delivered in Poland were compared to the results of the equivalent research performed in other 18 European countries. The four-grade scale (information, one-way interaction, two-way interaction and transaction) of evaluation of Internet services was applied in the research performed in 2002-2003. However, the third edition of the research has been based on the two-value’s scale (present – absent), similar to WAES method
. 
Twenty public services – indicated and defined by European Commission – were considered in the research. Those services were structured according to:
1. customers addressed by the service:

· services addressed to corporate bodies;
· services addressed to citizens;
2. nature of services:

· maintenance of budget revenues – refers to financial flows from citizens and business to central and local budgets (taxes, social contributions);
· registering – refers to registering of persons, vehicles, business and presentation of statistical data;
· returns and social services – refer to tax returns for citizens and corporate bodies, job services, social services;
· permits and licenses – refer to delivering of personal documents (IDs), permits and confirmations.

The research performed by Cap Gemini Ernst & Young was aimed at description of epublic services delivered in Poland and comparison of the latter with status quo in other European states. That presumably was to show the distance between Poland and other European states in an issue of egovernment development.
The project of ULC, MCSU and WSE has also been performed in three editions and has been structured according to the phases of Public Information Bulletin development. 
July the 1st 2003, regulations concerning PIB were put into effect. Therefore, throughout July 2-9, PIB sites in Lubelszczyzna region – were put under WAES-based investigation. Information placed on websites was categorized as follows:

1. information on local administration: structure, competencies, number of civil servants, links to local departments and other units;
2. information on addresses, e-mails and phone numbers;
3. information on activities of local government: resolutions, charter, budget;
4. operational data: news, statistics of visitors, search engines, instructions (help).

The research has been repeated throughout March 22nd till April 2nd 2004, i.e. after expected (on January the 1st, 2004) accomplishment of the second stage of PIB development. The research was to determine, how local governments manage to face new duties concerning information and services delivered through PIB sites; if local governments place on their PIB sites: 

· information on the state of customers’ affairs;
· public data: results of external controls, investment’s offers, public tendering, official standpoints on public affairs, etc.;
· information on internal and external policy.

The last edition of this research has been performed throughout March 22nd till April 2nd 2005, when entire project of Public Information Bulletin has had to be completed.
Authors of the research expected to find answers for the following questions:

1. To what extent local administration in Lubelszczyzna region follows national policy of egovernment development?

2. Does the project of Public Information Bulletin support electronic communication between administration and citizen?

3. Does the project of Public Information Bulletin support services delivered by local administration?

5.2. Results of the research
Research held by Capgemini Polska in 2002-2003 shows that the level of epublic services in Poland didn’t even accomplish the stage of information: in 2002 it amounted 19% in 2003 – 21%
. In EU states this level amounted respectively 54% and 59%. If in the third edition of the research (i.e. in 2004) the same scale was applied, the level of epublic services in Poland would be 34% (average EU level – 66%)
. Though, according to the new scale of European Commission, only 2% of public services in Poland are delivered entirely on-line, while in EU – 42%.
Comparing data gathered in 2003 to the data gathered one year later by Capgemini Polska, an accessibility of public institutions websites increased from 74% to 95%. However, the project referred only to local administration of large cities; in rural communities and provinces that accessibility is considerably lower. Nowhere in Poland 50% level of egovernment development has been accomplished; the highest score is 45% (Pomorskie region). All regions exceeded 25% level that – as we believe – is a positive effect of legally forced development of Public Information Bulletin sites by local governments.
The following epublic services were being mostly developed in Poland throughout 2002-2004:
· Services for corporate bodies: social contributions – 37% increase; delivering statistical data – 33% increase, customs duty declarations – 29% increase;

· Services for citizens: university admissions – 33% increase; changing address – 31% increase; applications to registry office – 29% increase. 

The following epublic services were being almost not developed:
· Services for corporate bodies: corporate taxes – 0% increase; public procurement – 3% increase; business registration – 9% increase;
· Services for citizens: job search – 4% increase; signing up to physician – 9% increase; access to public libraries – 9% increase.
Presenting the analysis of data gathered in 2004 by Capgemini Polska, we have used the four-grade scale
 that – we believe – renders better changes and diversity in development of eservices (table 1). 
Analyzing data of the table 1, we conclude that in group of services “Maintenance of budget revenue” we observe modest (average 50%) grade of eservices development, but comparing to the previous state of those services, an increase is considerable (20%). Also an increase in registering services is considerable (21%) but its present state is unsatisfactory and can be characterized as low (average – 38%). The same concerns “Permits and licenses” – average level of eservices development is 33% but its increase is not as dynamic as in two previous cases (17%). Even less dynamic is an increase in social services (13%) and their condition can be described as very low (average – 26%). 

Table 1: The level of epublic services development in Poland (2004)

	SERVICE
	LEVEL (%)
	SERVICE
	LEVEL (%)

	Maintenance of budget revenues
	
	Registering
	

	Social contributions
	75
	Presentation of statistical data
	70

	Value Added Tax
	49
	Applications to registr’s office
	39

	Personal Income Tax
	49
	Changing address
	31

	Customs duty declarations
	43
	Personal registration
	28

	Corporate Income Tax
	36
	Registration of corporate bodies
	24

	Social services
	
	Permits and licenses
	

	Job search
	31
	University admissions
	52

	Access to public libraries
	34
	Applying for ID
	30

	Reporting events to police
	27
	Applying for construction permit
	25

	Social benefits
	25
	Permits and certificates
	23

	Public procurement
	25

	Signing up to physician
	11


Analyzing eservices according to addressed customers, we find services to corporate bodies considerably better developed – average 43% – than services to citizens – average 31%. With 43% development, eservices to corporate bodies are close to accomplish one-way interaction – the second level of egovernment development.
Results of the second research, that of the Public Information Bulletin sites, administered by local governments of Lubelszczyzna region, show however that even information – understood as a stage of egovernment development – is not entirely accomplished yet. 

On July the 1st, 2003, when all public institutions were expected to launch their PIB sites, only 48% of local governments in Lubelszczyzna region did so. Accessible PIB sites were far from designed pattern:

· complete information on e-mail and telephone numbers was placed on 40,5%; incomplete – on 45,9% of PIB sites;
· complete organizational structure was placed on 22,5%; incomplete – on 9% of PIB sites;
· local charter was placed on 39,6% of PIB sites;
· local resolutions were placed on 40,5% of PIB sites;
· local budget was placed on 28,8% of PIB sites;
· property statements of councilors and mayors were placed on 19,8% of PIB sites;
· information on registers, records and archives managed by local unit was placed on 9,9% of PIB sites;
· no local government put information on current activities and events of community or province on its PIB site.
From the research conducted in March and April 2004, we learned that still 14 local offices (6% of all) didn’t have their PIB sites. 219 analyzed PIB sites showed considerable flaws: 

1. In respect to information:

· Schedule of office hours of all local departments (42,9% of local governments run complete schedule on their PIB sites);
· Attributing tasks to particular office workers (59,1% delivered complete information);
· E-mail, telephone, address of every department, office and office worker of local administration (placed entirely on 47,2% of PIB sites);
· Description of administrative procedures “step by step”, together with information on required stamp duties and the way they can be paid (28,7% of local governments run that information together with loadable application forms on their PIB sites);
· List of documents required to proceed particular cases in local administration;
2. In respect to communication PIB sites ignore:

· Online application forms in active format (from many PIB sites they can be loaded only in .pdf format);
· Accessible and safe way of online monitoring of cases; usually the number of the case, personal or body corporate register number, or tax register number should be inserted to monitor the case.
6. Conclusions
The most urgent problems of epublic services development in Poland are:

· Legal regulations not adjusted to egovernment and knowledge-based economy;
· Underdeveloped ICT infrastructure of households;
· Insufficient funding for development of ICT infrastructure in local public administration;
· Back-office infrastructure not prepared to deliver comprehensive eservices;
· Insufficient understanding of egovernment and scarce ICT qualifications of public servants.

Local government in Poland is not very much involved in building egovernment.  It is not interested very much in introducing electronic services. The latter are usually perceived as another task to be fulfilled, not another way of delivering public services that were hitherto accomplished traditionally. Local institutions are predominantly function-oriented, not goal-oriented; basically bureaucratic, that could not “go forward” without instructions “from above”; on the other hand, being resistant to new developments in public sector. 
And new developments are essential and burning. Therefore another pressing problem emerges – the one concerning reengineering of public institutions that in the present status quo are not prepared to adopt ICT and comprehensively use it in services delivery. On the one hand, we would expect escalated activities of national government to induce public – local and central – administration to be more flexible and understanding in the eye of emerging egovernment. On the other hand, we doubt if national government itself is prepared enough to face such a challenge. First egovernment projects delivered centrally date back only to 2001. Everything that followed was performed in a rush, without proper consideration that resulted in low quality legal regulations questioned from diverse parts of public administration. A lack of consensus among public actors as to how and to what extent develop egovernment is visible and harmful.
Limited access to ICT infrastructure doesn’t allow the majority of citizens to experience advantages of Internet therefore – as yet – they don’t put pressure on public institutions to develop eervices. Though, citizens are more and more aware of their rights as customers, they expect to be served quickly, effectively and in transparent way. To carry out those expectations, along with requirements of building EU common administrative space, government and public administration of Poland need to elaborate widespread activities to match Polish and other EU citizens’ expectations.
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� Services for citizens: income tax returns; job search; receiving unemployment and other insurance benefits; receiving retirement and disability pensions; receiving scholarship; applying for ID, driver’s license, passport; motor vehicles registration; applying for construction permit; reporting events to police; access to library catalogues; applications to registry office; university admissions; changing address; signing up to physician. Services for enterprises: social contributions; corporate taxes; VAT; business registration; delivering statistical data; customs duty application; receiving permission and paying charges for exploration of natural environment; procurement.


� European Interoperability Framework for Pan-European eGovernment Services, version 1.0, November 2004, � HYPERLINK "http://www.egov.pl" ��http://www.egov.pl� 


� Follow-up of IDA and IDA II programs; in operation since January the 1st 2005. Decision 2004/387/EC  of the European Parliament and the Council of 21 April 2004 on interoperable delivery of pan-European eGovernment services to public administration, business and citizens (IDABC). 


� Ministry of Interior and Administration.


� Ministry of Interior and Administration
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� Capgemini Polska, Rozwój eGovernment w Polsce. 3 edycja badań eEurope, Warszawa, 8 lipca 2004.


� WAES – Website Attribute Evaluation System – the method of evaluating Internet Services in public administration, developed by Cyberspace Policy Research Group.


� On 100% scale, where 25% is information and 100% - complete transaction. 


� Administracja publiczna w sieci 2004 – powolny dostęp, � HYPERLINK "http://www.egov.pl" ��www.egov.pl�, 22.02.2005.


� less than 25% - information; 25-50% - one-way interaction; 51-75% - two-way interaction; more than 75% - transaction.


� Capgemini Polska, Rozwój eGovernment w Polsce. 3 edycja badań eEurope, Warszawa, 8 lipca 2004
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