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1. Introduction 
 
Discussions about specifics and similarities of private and public sector management are often heard in 
the international public management literature. Adequate management and evaluation which 
represents an inevitable and crucial part of every accountable management practice often represents 
a denominator in these discussions. Regardless of public administration specifics (but due to them) 
adequate management and supportive evaluation practices which - to gain the credit of the public - not 
only praise positive results, but also thoroughly describe problems from which can be learned are 
among important preconditions of evidence-based and rational public policies and their effectiveness. 
This value as the capacity to plan and produce effects has become one of leading principles of modern 
public administration together with efficiency, or quality of public services delivery in general.     
 
E-Government represents one field where the mentioned values have been emphasized repeatedly last 
decade.  We will not discuss here various approaches to the content of the term in depth. It is still 
apparent what Grand and Chau stated in 2005: definitions of e-government abound in the literature, we 
may add that the term is more stable particularly in its frequency (i.e. we do not meet terms like 
“digital government” or “on-line government” today as often as we did in the past, usage of the term e-
government/e-governance is rather globalized), rather than in its content (i.e. definitions may still vary 
in their specifics across approaches). Current terminology may also emphasize a technology that is / is 
to be used – for example it is the case of m-government is currently discussed extensively (see e.g. 
Snellen and Thaens, 2008) or e-government 2.0 (see e.g. Criado, 2009, or Accenture, 2009). Still we 
may outline that the terms like e-government and e-governance usually refers to initiatives of 
governments from various levels that build on possibilities of electronic forms to serve as an 
alternative instrument for practical achieving of improvements (better outcomes) of governments, their 
bureaucracies and their decision- and policy-making processes in many ways - e.g. by simplification, 
speeding up, reduction of costs, enhancement of inclusion in public decision-making, control 
empowerment, making necessary administrative interactions and burdens more comfortable etc. Such 
improvements always relate to 2 groups of activities / interactions: to those which are / are to be under 
way  
a) within the public administration system itself (within an individual authority or in interrelationships 
among multiple public authorities); and / or   
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b) in external relationships between public (citizens, businesses, non-governmental organizations etc.) 
and more or less integrated back-offices of a single administrative authority or various public 
administration sub-systems. Particularly here e-democracy or even e-participation are elaborated 
separately sometimes as a set of instruments attempting to improve government by achieving better 
governance. (e.g. Macintosh and Whyte, 2006; Scherer, Schneider & Wimmer, 2008; Špaček, 2008 
and 2009).   
In this paper, we use the term e-government in order to denominate activities from the both of the 
fields of projects. 
 
Necessities to incorporate and improve e-government management also through better evaluation have 
been clearly emphasized on national as well as on inter-/supra-national (i.e. European) level. Current 
literature clearly show that the sceptical opinion of Bakos and Jager from (1995, in Willcocks and 
Lester, 2006) that “computers are not boosting productivity, but the fault lies not with the technology 
but with its management and how computer use is overseen”, which led to elaboration of the ICT 
productivity paradox (Willcocks and Lester, 2006), is still relevant. In its 2003 report, OECD warned 
that implementing e-government can be risky, expensive and difficult, and requires change. According 
to OECD, organisations tend to resist pressures for change, leading to wasted opportunities and 
unnecessary expenditure. Development of e-government implementation could be also hampered by 
ineffective project management, technology failures, problems of first mover disadvantage, funding 
discontinuities, and unrealistic political demands. Still in its 2006’s European e-government 
framework - i2010 eGovernment Action Plan – the European Commission required making efficiency 
and effectiveness a reality, particularly the role of ex ante and ex post evaluation and knowledge 
sharing is highlighted here. The last Ministerial Declaration on eGovernment which was approved in 
November 2009 calls for improved e-government services to cater for the different needs of users and 
deliver them in the most effective way. Also according to the current Czech strategy for public 
administration modernization - Efficient Public Administration And Friendly Public Services – 
Strategy on Realization of Smart Administration in the Period 2007 – 2015 (‘Smart administration 
strategy’] - which was approved by government in July 2007, continual monitoring of quality of public 
administration shall serve the realization of its aims. The objective is to reach effectiveness as it is 
defined in its wider sense (with regards not only to the European, but also member states’ level) for 
example in the European Governance - a white paper (European Commission, 2001) as the 
requirement that policies must be effective and timely, delivering what is needed on the basis of clear 
objectives, an evaluation of future impact and, where available, of past experience. 
 
Such requirements presumes that values like efficiency and effectiveness, which also incorporate the 
quality of electronic public services and satisfaction of users, must be embedded in visible managerial 
practices of central government institutions which are responsible for e-government strategy 
framework, relevant (society-centred) quality legislation and their implementation in order to build 
and fasten the trust of the public. They inevitably require inter-sectoral cooperation within public 
administration system as well as civil society. 
 
The first part of the paper outlines the specifics of e-government evaluation, the second part introduces 
existing evaluation practices in the Czech Republic, its text follows the framework of the paper we 
prepared for NISPAcee’s 2008 conference (Špaček and Malý, 2008).  
 
2. e-Government Management and Evaluation: Theory and Practice 
 
2.1 Specifics of e-government evaluation 
 
E-Government represents a specific area of public policies where interdisciplinary approach is 
inevitable particularly because of the complexity of e-government that can be discussed with regard to 
the complexity of its aims, preconditions, practices and effects.  
 



Since the e-government represents an alternative to traditional administrative and governance 
processes, the e-government complexity itself derives from specifics of public administration and 
public services themselves. Therefore e-government management and evaluation as its important part 
(in the notion that evaluation is important part of e-government management as well as of the e-
government concept itself) must cope with the following (sometimes overlapping) features:2   
a) executive character of public administration, which requires that public administration is governed 

by the principle of rule of law and also that the level of effectiveness and efficiency of its activities 
and e-government management itself may be influenced by quality of legislation that must be 
followed; 

b) multi-layered character of governance systems which are more hieararchical in their sub-systems of 
state administration, but harder to coordinate from the state level in the decentralized sub-system of 
more autonomous self-governments. The variety of governance levels requires various inter-
governmental interactions between public authorities and – among others – also adequate 
evaluation produced by the central level in cooperation with other public authorities and/or other 
institutions;   

c) political decision-making and control, i.e. political leadership decide on the public policy 
framework and aims taking into account or not outputs produced by its executives who are 
responsible and in the level of executive leadership also accountable (at least formally) for policy 
implementation and evaluation of status quo. This division of responsibility often tends to be 
conflicting as for example Andersen and Lawrie (2002) discuss, specific area of these conflicts is 
represented by public administration reforms and modernizations. 

d) sometimes mutually exclusive functions which are assigned to public administration (the function 
to deliver services as well as to be uniform and/or protect public interest) which are nicely 
described among Pollitt and Bouckaert’s (2004) 10 candidate contradictions of public management 
reforms;   

e) multiple and (sometimes) mutually contradicting roles of citizens in their interactions / relationship 
with public administration (the citizen as a customer with growing demands, as a tax-payer who 
wants to pay less, as a person with constitutional rights to whom – for example - a right to 
minimum social standard as well as the right to participate in public decision-making (citizen as a 
partner of public administration) are guaranteed by constitutional provisions;   

f) various stakeholders of public administration and government and their heterogeneous and 
sometimes contradictory requirements – as Hughes (2003) points while (private) company 
management is theoretically accountable to shareholders, the public employee is accountable to the 
political leadership, parliaments, the public, and to various parts of the judicial system; 

g) perceived effects of some public services may be influenced by behaviour and capacities of their 
users (civil servants as well as citizens). Particularly here the concept of (e-)readiness and the 
called “user-centricity” of e-government finds its place, because e-government consists of 
electronic services which has not only the character of information services, but particularly of self-
services. The message here is nicely described as well as discussed for example by Rowley (2006) 
who states, that “any switch to self service requires that customer’s learn a new role; in addition 
with self-service, there is no service agent to assist in the learning of the new script ... In e-service 
customers must learn from the interface, or from more experienced friends and family. Both during 
the early stages of learning and later, the way that the customer experiences a service may be 
significantly influenced by customer performance. This could have unpredictable consequences for 
customer expectations and evaluation of service quality. The need for customer engagement and 
learning, means that organisations need to go beyond good web design and clear instructions and 
navigation to develop an understanding of the learning processes that they expect of their 
customers for successful engagement in e-service. They need to find ways of aligning those 
learning processes with customer inclinations, knowledge and learning styles and approaches, and 
of facilitating relevant customer learning.”; 

h) monopolistic feature of providers of many public services that means – among others – that public 
service customers cannot easily exit, having nowhere else to go, and their only alternative is to 
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‘voice’ their dissatisfaction(Gaster and Squires, 2003), and that may also reduce the motivation to 
evaluate existing practices properly.     

 
Therefore, e-government evaluation - in its complexity – can – in its larger meaning – encompass all 
the aspects which are discussed and described in the current literature on quality management in the 
public sector. Particularly requirements of more participatory decision-making and evidence-based 
policies are often incorporated in currently used instruments of quality management (e.g. excellence 
models like EFQM and EIPA’s Common Assessment Framework, Local agenda 21, community 
planning, BSC etc.). These instruments attempt to develop and maintain the culture of trust, accessible 
participation, necessary coordination and communication and also continual self- and external 
evaluation in public administration. Similar principles establish the basis of what Denhardt and 
Denhardt (2003) call as “New Public Service”, require the negotiation of quality and go beyond three 
phases of the quality evolution in the public sector (quality in the sense of respecting norms and 
procedures, quality in the sense of effectiveness; and quality in the sense of customer satisfaction) as 
defined by Beltrami (in Löffler, 2002). They require the quality management to incorporate the 
external quality (mostly related to the level of satisfaction of citizens and customers with services 
provided to them) in larger extent as well as the internal quality (usually discussed with regards to 
satisfaction of civil servants of public authority which delivers services and with characteristics of its 
processes). Similar approaches require quality management to become the system management and 
designed quality management instruments follow the requirements of quality management systems. 
This can be clearly seen in design of the mentioned quality management instruments, it was reflected 
for example in Finland where the EIPA’s CAF was modified for the purposes of e-government 
evaluation – as introduced by Nurmi (2006), however, the outcomes of the modified instrument have 
not been specified yet by others in the literature.   
 
Similar requirements that e-government management and evaluation should incorporate external as 
well as internal quality are incorporated for example in Signore’s (2005) model for website quality 
applying requirements of the ISO standard and pointing out that the standard „defines three views of 
quality: users’ view, developers’s view and managers’ view. Users are interested in the quality in use, 
which is mainly an external characteristic, while developers and managers are more concerned with 
issues like maintainability, portability, cost effectiveness, and so on, mainly related to internal 
quality.“ The idea that similar requirements can be applied on e-government management and 
evaluation in general is validated by concepts analogous (implicitly or explicitly) to the following 
Wimmer’s holistic reference framework for e-government, analogies can be also found in Heeks’ 
(2004) recommendations how to solve ‘contextual collision’ inscribed into e-government systems.  
 
Figure 1 - Holistic reference framework for e-government developed by Wimmer (2002) 

 
 

Source: DEMO-net’s Deliverable 6.1, (Kubicek, Lippa and Westholm, 2007) online. 



 
Within the framework the still discussed variety of views about relevant criteria of  
e-government evaluation is installed. It is necessary to say that scientific literature on  
e-government evaluation emerged only recently. Various approaches reflect different objectives and 
contexts of evaluation and usually focus on one or more aspects as outlined in the following table: 
 
Table 1 – Aspects of e-government management and evaluation (a very brief outline) 

Area Aspects 
a) the level of organizational change – e.g. the extent of innovations brought by 

back-office integration (e.g. Millard et al., 2004) and the level of service 
sophistication / extent of one-stop-shop delivery of e-services (Kunstelj and 
Vintar, 2009) and the level of interoperability  

b) cost-efficiency / effectiveness (see e.g. results of the OECD’s e-Government 
Projects or the UK’s methodical help in the field of analyses of the CBA-
type as outlined also by Špaček and Malý, 2008) 

c) satisfaction of employees who operate the mechanism of e-service delivery 
d) quality of e-government law and regulations and quality of regulatory impact 

analysis of such documents 
e) quality of inter-governmental relationships (including the level of top-down / 

bottom-up directivity 
f) (e-)readiness of public authorities and digital divide in public administration 

(technical, knowledge, managerial and financial capacities etc.) 
g) interest of political and executive leadership 

1) Internal quality 
aspects 

h) ...  
a) satisfaction of user’s with existing services and relevant dimensions of 

external quality of e-government services’ – see e.g. Papadomichelaki and 
Mentzas (2009), Magoutase and Mentzas (2009) and Wauters and Kerschot 
et al (2009  

b) (e-)readiness of the society and users, the level of digital divide, 
determinants of technology acceptance  

2) External quality 
aspects 

c) ...  
a) the level of inclusion of external stakeholders in design of services 
b) the level of inclusion of external stakeholders in evaluation of services 
c) stability of networks established for design and management of e-

government services 
d) quality of evaluation and integration of existing evaluations and of their 

results 

3) Area of mutual 
overlapping of 
1) and 2) 

e) ... 
 
 
It seems that scientific evaluation frameworks have shifted from the demand-focus rhetoric to demand-
focus practices in larger extent since 2008. Particularly publications of Papadomichelaki and Mentzas 
(2009), Magoutase and Mentzas (2009) and Van Gompel and Kerschot et al (2009) indicate the 
growing attention to e-government users’ opinions and satisfaction in practical research which clearly 
heavily builds on results of service quality research in the private sector (where research method of 
Parasuraman, Zeithaml and Malhotra is apparently still very influential) attempting to reveal the 
relevant quality dimensions of e-government service quality and address the former prevailing supply-
centricity of e-government evaluation.  
 
Unfortunately such approach has not been incorporated into the last i2010’s benchmarking method 
which is still clearly supply-centred and speaks about citizen-centricity without asking about users’ 
opinions during the evaluation. It is a pity particularly because the European benchmarking may be 
perceived as the sufficient substitute to the insufficient national evaluation practices especially by 
those who are responsible for evaluation on the national level. Although the last report on 8th European 



benchmarking (Capgemini et al., 2009) states that “there is no use in delivering eGovernment services 
if these are not used or do not deliver the expected benefits to users”, the chosen construction of user 
perspective is still far from being at least indirect instrument which can be used to indicate users’ 
satisfaction. It addresses only the supply-side features – this can be seen in the construction of the 
indicator ‘User Satisfaction Monitoring’ that is measured against the question ‘Do websites allow for 
user feedback and reporting on this?’. This cannot fully support quality characteristics and impacts of 
implemented e-government initiatives as perceived by users. It is still apparent that user-centricity is 
not always the same as the demand-centricity and that the European benchmarking still requires 
sufficient supplementary systematic national approach to evaluation that would include demand-side 
of e-government in larger extent, i.e. it requires almost the same adaptation of methodology as in 
previous years. The last European benchmarking also did not incorporated results of the e-Government 
Economic Project (eGEP) which was considered as a hot candidate for supplementing European 
benchmarking methodology already in 2006 (see e.g. Špaček and Malý, 2008).  
 
3. E-Government management and evaluation in the Czech Republic 
 
3.1 Czech e-government policy management, legal framework and most visible national 
projects 
 
In the paper we prepared for the NISPAcee’s 2008 conference we proposed the framework of 11 
questions that can be asked in order to research (and possibly discuss in the international perspective) 
characteristics of national e-government management and evaluation practices. The questions ask 
about   
 the scope of e-government aims and real activities,  
 responsible central institutions and their approach to evaluation,  
 supplementary evaluation practices of other public authorities or other organizations and initiatives  
 the level of integration of existing data in the national evaluation.  

 
Since autumn 2006 responsibilities to coordinate central public administration reform were transferred 
from the Office of the Government to the Ministry of Interior where new Department for regulatory 
reform and quality of public administration was established (which is now incorporated in the 
Department for efficient public administration). The transfer of responsibilities was supposed to unify 
the public administration coordination tasks of the Ministry which has also gained the majority of 
responsibilities of the Ministry of Informatics after its formal abolishment in June 2007 (also this 
change was reflected in the organization of the ministry where new department for e-government was 
established and e-government management system could be simplified as the author presented in 2009 
– see Špaček, 2009b). 
 
Many of the characteristics we introduced in 2008 with regard to the Czech e-government 
management and evaluation are still apparent in existing practices of responsible central institutions. 
The e-government policy and legal framework remained almost the same - as introduced by Špaček 
and Malý (2008) and by Špaček (2009a and 2009b). Current (“temporary”) government (which was 
appointed in May 2009) committed to aims stipulated for Czech e-government future in 2007’s Smart 
Administration strategy – let us quote from its manifesto: “The government will continue with the 
projects for electronic public administration, particularly with the process of introducing data 
mailboxes which will permit simpler, easier and cheaper delivery of documents. The government will 
also continue with the establishment of basic public administration registers and will also support the 
project for universal contact points for public administration (Czech POINT). It will at the same time 
emphasize the maximum use of European Union funds for the integrated operational programme in 
order to finance the electronic public administration project.” 
 
The Smart administration strategy enumerated (only in the brief qualitative terms) following problems 
of ICT use in Czech state administration:   
- inefficient use of ICT,   



- absence of unified communication infrastructure,   
- absence of interconnection between individual registers,   
- insufficient ICT equipment,   
- low computer literacy of civil servants,   
- absence of electronic communication in state administration which was supported by a duty to 
communicate in the paper form,  
- low pace of modernization in self-government,   
- lack of complex view of representatives of self-governments, and   
- insufficient compatibility of software between territorial public authorities. 
 
The Smart Administration strategy is clearly predominantly technology-oriented. It presupposes 
extensive ICT use in the Czech public sector. It has been specified particularly by the following partial 
documents which focus on electronization projects:  
 In April 2008 complementary Strategy for development of services for information society was 

approved by the Council of the Government for the Information Society. This strategy requires 
that:  

o in 2009 data boxes (see below) will be created together with the extended network of 
universal public administration contact points will exist where it will be possible to obtain 
authenticated transcripts from selected public records (without any further quantitative 
specification of targets);  

o in 2010 basic registers will be launched and functional (i.e. Register of Inhabitants, Register 
of Legal Entities, Register of Territorial Identification, Addresses and Real Estates, and 
newly – in comparison with previous policies 

o also Register of Rights and Duties is to be established in order to replace still existing many 
heterogeneous and often duplicate records of various authorities) and citizens will be 
provided for any submission to public administration through the network of contact points, 

o in 2012 functional applications of e-health, e-social-care, court and tax procedures will be 
available together with infrastructure for long-term saving and archiving of electronic 
documents,  

o in 2015 process of data base establishment will be finalized, including the electronization of 
geographic information.  

 The Strategy of eGovernment Implementation in a Territory is the second document that specifies 
the Smart Administration strategy. The strategy was approved in December 2008 and tries to 
further concretize aims that may be funded from the Integrated Operrational Plan. The strategy 
aims at establishment of eGON centers in regions that would facilitate ICT development according 
to local and regional needs. Working documents of the Ministry of Interior highlight the future 
needs of strategic planning (it presumes approval of eGovernment strategy of a region) and 
coordination activities of regions. According to the strategy, the regional and municipal eGON 
centers shall include:  

o technological centers allowing establishment, operation and maintenance of infrastructure 
necessary for processing key data of basic registers and other applications (e.g. file service 
systems, CzechPOINT@home). According to the Ministry of Interior the project will link 
the technological centres to the project of Czech POINT for municipalities which will 
facilitate certain standardization of their ICT use even in the case of small municipalities. 
Current working documents also speak about a very important role of municipalities with 
extended competences (i.e. the municipalities which exercise the largest amount of state 
administration since 2003) – they shall become providers of technological centres for other 
municipalities. According to still deliberated plans they shall primarily run electronic file 
service systems and other services like CzechPOINT@home3 for municipalities from their 
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administrative districts. The planned criteria speak about effectiveness if in two years since 
the time of launching the project such services are delivered for more than 50 % 
municipalities from an administrative district of a municipality with extended competece).
  

o administration and promotion of e-government, and  
o e-government education including the support of implementation of central eLearning 

system. 
 
Particularly the project of Czech POINTs had represented the most visible central government 
initiative till summer 2009. Czech POINT represents a one-stop-shop project of the Czech central 
government which is still developing under the responsibility of the Ministry of Interior. The project 
was tested during the year 2007 and its full practice has launched officially since the beginning of 
2008. According to information of the Ministry, Czech POINT terminals form a network of electronic 
contact points of public administration reducing the administrative burden and providing easier 
communication with the government, because citizens and businesses do not have to visit several 
public authorities to obtain certain kind of services as they had to before. Although a number of 
services providing by Czech POINT had been growing and ministerial plans presumed that Czech 
POINT terminals would allow its users to proceed with any communication with any public authority 
at any place in the future, Czech POINTs still represent a network of physical terminals that provide 
Czech POINT reception services mostly during office hours of public authorities. They mostly do not 
deliver services to users on 24/7 basis via the internet, but they transfer most of the requirements on its 
providers (for more information see e.g. Špaček, 2009a). 
 
For the last 6 months another project – the called data boxes (sometimes also as “data mailboxes) – 
has gained attention and refocused the discussions from Czech POINTs. Their practice has been 
legally facilitated by the so called Czech “e-government act” (act no 300/2008 on electronic 
transactions and authorised conversion of documents) which came into force since July 2009. The act 
specifies data boxes as electronic communication instruments that shall simplify communication 
between public authorities and businesses and citizens. Most formal communication between state 
authorities was in paper form and electronic communications have only been accepted if it was 
guaranteed through classified electronic signature. From July 1, 2009, all public authorities are obliged 
to communicate electronically with each other, and with certain private sector entities and individuals, 
by using official data boxes. Data boxes are designed for sending and receiving official documents in 
an electronic form. The communication through data boxes is now compulsory in interactions between 
public authorities and between public authorities and corporate bodies which are registered in the 
Commercial Register. For other subjects (including citizens) the establishment of data boxes is 
voluntary.  
The data boxes are established by the Ministry of Interior and each Czech public authority and each 
legal person registered in the Commercial Register were obliged to have and activate its own Data Box 
by 1 November 2009 at the latest. Data boxes are supposed to serve as electronic depositories which 
enable sending and receipt of official documents in their electronic form (the called data messages). 
Via his data box a citizen or a legal entity may send a registered letter to an appropriate authority. The 
official governmental information emphasize that “Data boxes cannot be regarded as classic e-mail 
boxes. Data boxes cannot be used to communicate with individual civil officers and other natural 
persons. This involves the kind of communication proceeding exclusively with a public authority. 
Data box is not an archive of electronic documents either.” (Government of the Czech Republic, 
2009). The data box is intended to serve as a personal register/repository of all electronic 
communications with the public authorities (epractice.eu, 2010). Documents sent to a data box are 
legally deemed delivered as soon as the authorized user logs in, after which point it will be assumed 
that the recipient has become familiar with the document. A document will be deemed to have been 
delivered and received by the recipient 10 days after it was sent, even if the user has not accessed the 

                                                                                                                                                         
government (ePUSA as a database of contacts on self-governments, KEVIS as a central depository of basic 
structured data, and HelpDesk for communication within a region or administrative district of a municipality 
with extended competences).   



data box, unless the law expressly specifies that presumption of delivery does not apply (Tvrdá, 2009). 
Czech POINTs are currently mediating the access to data boxes. Their employees shall print out 
documents from data box or converse documents brought by a customer into electronic form 
(including its electronic signing) and send it to relevant public authority. 
 
Czech eGovernment practice (including the project Czech POINT) is also dependant on the 
effectiveness of legislation on basic registers. Here, the aims of the Smart administration strategy have 
not been met. The Bill was approved by both Chambers of the Parliament, in the case of Senate it was 
done so in February 2009. The president signed amended legislative proposals in March 2010. It was 
planned that the act will come into force in July 2010. According to present information, the registers 
shall be launched since 30. 6. 2012 in order to extend the testing period for one more year. The 
legislation specifies 4 basic registers (Register of Inhabitants, Register of Legal Entities, Register of 
Territorial Identification, Addresses and Real Estates, and Register of Rights and Duties) that shall 
replace many heterogeneous and often duplicate records of various authorities. Data from registers 
will be considered as authentic and civil servants will not be required to authenticate their accuracy. 
The act requires functional interconnection between registers through a special information system 
organized by a special institution Office for the Administration of Basic Registers which will be  
incorporated within the organizational structure of the Ministry of Interior. Due to the extended 
deadline of launching the registers, also the electronic IDs – which were to be issued since July 2010 - 
were postponed to the beginning of 2012. 
 
3.2 Institutional system of e-government management in the Czech Republic 
 
The current Czech e-government policy and legislation presupposes the institutional system of e-
government management as simplified by the following Figure 2. The figure emphasizes the central 
role of the political level (the Government, the Prime Minister and the Minister of Interior), the central 
bureaucratic level consisted of various organizational units of the Ministry of Interior that must 
cooperate with each other as well as with other external stakeholders from which the figure points out 
particularly other ministries and central state authorities governed by the government and also inter-
sectoral Gremium for regulatory reform and efficient public administration which is an inter-sectoral 
coordinating body of Smart administration substituting the Government Council which has not been 
established yet, although it was presumed by the Smart administration strategy (see Špaček and 
Neshybová, 2010).   
 
The Ministry of Interior represents “a key bearer” of the Czech smart strategy reform and its 
management. The Minister of Interior is a president of the Gremium. Since Autumn 2009 partial 
reorganization of the Ministry had been realized during which responsibilities of the former ‘Deputy 
of the minister for public administration, informatics, legislation and archiving’ and his ca 900 
employees were split up into responsibilities and personnel of two deputies as reflected in the Figure 
2. The split up was also motivated by the tendency of the former sub-system to concentrate mostly on 
e-government rather than on other issues in public administration, including legislative proposals and 
archiving. Currently the executive of the deputy for public administration solution should create 
assignments and the executive of the deputy for informatics should offer ways how to implement them 
(as pointed out by the new Deputy for public administration, legislation and archiving in the interview 
in November, 2009 – see Chum, 2009).  
 
 



Figure 2 – Czech institutional system of e-government management 

 
 
 
The figure also includes the Regions of Cohesion which form sometimes a supra-regional level (i.e. 
some regions of cohesion are formed by more than one regions) that coordinate the European funding 
within their state administration responsibilities (including their role in evaluation of Integrated Plans 
of City Development which were approved particularly by Czech Statutory Cities and the Capital City 
of Prague). It does not forget the problem of huge number of small municipalities as basic units of 
self-government (the disintegration of municipalities after has brought the current state of more than 6 
200 municipalities of which more almost 60 % have less than 500 inhabitants) - and their national 
representative association. The figure does not contain the national legislative body as well as civil 
society organizations and other civic initiatives. 
 
3.3 Scope of central evaluation and its results    

3.3.1 Czech Statistical Office 
 
Czech Statistical Office (CSO) has remained the only central authority which has published 
information on inter-sectoral e-government practices. Although its methodology was supposed to 
incorporate economic and social outcomes of ICT use, it is still mostly following the Eurostat’s e-
readiness framework. Selection of last published results is briefly summarized in the following tables.  
 
The Czech Statistical Office carried out the last (7th) annual survey on information and communication 
technologies usage in households and by individuals in the 2nd quarter of 2009 (6974 households and 
8809 individuals aged 16+ were surveyed). The Table 2 clearly shows that more sophisticated 
electronic interactions between Czech Internet users and public administration is not so frequent. The 
majority of the Internet users only search for information on web pages of public authorities. The 
Czech Statistical Office do not survey reasons of the lack of interest to interact with public 
administration electronically, neither the demand for various (existing or potential) e-services. It only 
tackles the practice of Czech POINTs concentrating on the Internet users, not on the opinions of 
citizens as whole. Current results do not cope with ICT literacy which was quite low in 2007 (49 % of 
population had no knowledge on using the PC, 51 % had no knowledge on the work with the internet). 
 



Table 2 – ICTs and households and individuals (summary of selected results published by CSO) 

HOUSEHOLDS, INDIVIDUALS AND ICTs 2008 2009 

1. Households with PC 
− households with children 
− households without children 
− number of regions which do not reach the national average (out of 14 regions) 

48 % 
 
 

8 

54 % 
82,5 % 
43 % 

- 
2. Individuals:  
− with mobile phone (age 65+ - 2008: 52%, 2009: 63%)  
− with PC at home 
− population (16+) who have ever used PC  
− age: 16 – 24 
− age: 55 – 64 
− age: 65+ 
− people who have used PC within the last 3 months 

- number of regions which do not reach the national average (out of 14 regions) 
- mostly at home (from those who have used it within the last 3 months) 
- at work 

− regular PC users 
− every day or nearly every day users  

 
88 % 

 
 

92 % 
37 % 
8 % 

59 % 
13 

 

 
91 % 
63 % 
67 % 
92 % 
40 % 
10 %  
59 % 

- 
91 % 
43 %  
91 % 
63 % 

3. Households with Internet connection 
− with children 
− without children 
− broadband 
− main reasons why households do not have a broadband connection: 

- too expensive 
- no need 
- can access somewhere else (e.g. work) 

− number of regions which do not reach the national average of households with the 
internet connection (out of 14 regions) 

42 % 
 
 
 
 
 
 
 
 

11 

49 % 
76 % 
39 % 
44 % 

 
22% 
45 % 
13 % 

 
- 

4. Individuals 
− with the Internet access at home 
− population (16+) who have ever used the internet 
− people who have used the Internet within the last 3 months 

- age: 16-24 
- age: 55-64 
- age: 65 – 74 
- age: 75+ 
- number of regions which do not reach the national average (out of 14) 
- regular internet users 
- every day or nearly every day users 
- using the Internet at home 
- using the Internet at work 

 
 
 

54 % 
 
 
 
 

13 
 

 
58 % 
62 % 
56 % 
90% 
36 % 
12 % 
4% 

 
90 %  
59 % 
40 % 

5. Types of Activities on the Internet in the last 3 months 
− e-mail communication 
− buying via the Internet (in the last 12 months) 
− Internet banking 
− reading on-line news, newspapers and magazines 
− downloading software 
− active use of social network sites (facebook, líbím se ti, etc.)  (most widespread 

among the age group 16-24: 23%) 
− discussion forum (in 2009 age 65 - 74: 7,7 %; age 75+ 0 %) 
− chat, ICQ (in 2009 age 65 - 74: 10 %; age 75+ 0 %) 

  
91 % 
22 % 
30 % 
70 % 
23 % 

 
9 % 

14 % 
36 % 

6. Interaction with public administration in the last 12 months 
− Individuals who used the internet for activities related to public administration in 

the last 12 months 

  
 

25 % 



− age: 16 – 24 
− age: 25 – 44 
− age: 55 – 64 
− age: 64 - 74 
− age: 75+ 
− from the Internet users (more pensioners - 34 % - than students - 25 %) 
− types of interaction 
        - obtaining information from web sites 
        - e-mail communication 
        - downloading official forms 
        - sending filled-in forms online 

23 % 
38 % 
18 % 
6 % 
1%  

44 % 
 

42 % 
20 % 
21 % 

10,5 % 
− reasons of the lack of interest to interact with PA electronically 

   - requirement of the personal contact with a civil servant 
   - did not know what interactions with PA may be carried out 
   - uncertain that a problem would be solved 
   - deficit of immediate answer 
   - the handling is demanding 
   - afraid of privacy 

 N/A 

− potential demand for e-services 
   - applications for personal documents 
   - car registration 
   - notification of change of address 
   - tax declaration 
   - notifications to police 
   - applying for social allowances 
   - applying for a building permission 
   - applying for labour office registration 

 N/A 

7. ICT literacy of population (16+) 
− population with no knowledge on using the PC (49 % in 2007) 
− population with no knowledge on the work with the internet (51 % in 2007) 

 N/A 

8. Czech POINTs 
− internet users who do not know about the existence of Czech POINTs 
− internet users who know about the existence of Czech POINTS, but have never used 

them 
− internet users who have used Czech POINTs at least once 
− internet users who have used Czech POINTs repeatedly 

  
23 % 
66 % 
9 % 
3 % 

Source: Author, based on Czech Statistical Office (2009) 
 
The last Czech Statistical Office’s survey on ICT usage by businesses was carried out in 2008 and also 
during January 2009 (8 895 questionnaires were used containing answers of businesses with 10 and 
more employees). Even in the case of businesses the electronic interaction with public administration 
is relatively low.  

Table 3 – ICTs and businesses (summary of selected results published by CSO) 

BUSINESSES (10+) AND ICTs 2008 2009 

1. businesses with access to the internet 
− out of which businesses with broadband connection (10+ employees) 

 95,5 % 
81 %  

2. businesses with own web-pages  73 % 
3. businesses using e-banking services  89 % 
4. businesses using the Internet for buying 33 % - 
5. Interaction with public administration in the last 12 months 
− gaining the information from web-pages of public administration 
− downloading a form web-pages of public administration 
− e-mailing 
− use of available full online submission 

66 % 
63 % 
60 % 
40 % 
22 % 

- 



− sending filled-in forms form on web-pages online  
− applying for a public tender of state administration or self-government 

36 % 
7 % 

6. Employees who use regularly PC for their work 
− out of which PC with access to the Internet  

42 % 
33 % 

41 % 
33 % 

7. IT specialists in businesses with 10 employees  2 % 
8. businesses using electronic data exchange instruments 
− businesses with EDI interactions with public administration 

 
13 % 

32 % 
14 % 

Source: Author, based on Czech Statistical Office (2010). 
 
The methodology of the Czech Statistical Office is not always consistent since it does not incorporate 
the surveying of Czech POINT characteristics as perceived by businesses. We will see how the 
practice of databoxes will modify the methodology in the next year. In both the cases – surveying of 
households/individuals and businesses, the methodology of Czech Statistical Office does not survey to 
what extent users are satisfied with national public administration portal available 
(www.portal.gov.cz) through which various transaction electronic public services have been delivered 
for several years. 
 
The ICT use in public administration has been surveyed by Czech Statistical Office especially since 
2004. The lastly published data that describe the situation as developed (mainly) till the end of 2008 is 
summarized below. Deficiencies in methodology of measurement in public administration – 
particularly with regard to small municipalities - are still apparent. The results are not up-to-date. 
Some of them still do not cover municipalities with less than 500 inhabitants which also stated the 
lowest level of ICT security - in comparison with organizational units of the state, regions of 
municipalities with more than 5000 inhabitants according which used firewall in most of the cases (in 
more than 91 %), smaller municipalities use this instrument in much lesser extent (varying from 53 % 
in the case of municipalities with 2000 – 4 999 inhabitents to 23 % in the case of municipalities with 
less than 500 inhabitants).  
The CSO’s evaluation of ICT use within Czech administrative system has three pillars which are the 
combination of annual reporting from public authorities (based on questionnaires) and web-based 
survey carried out by the CSO which partly gather different data and partly verify the data received 
during the annual questionnare surveys.  
 
First group of data used for description of Czech ICT situation of the administrative system relies on 
questionnaires which are sent to public authorities. The last data were gathered during the first quarter 
of 2009, the rate of return of 6 678 questionnaires was 94,6 %,  the structure of respondents  was 
following: 
 
Table 4 – Structure of respondents – 2009‘s questionnaire survey of the CSO 

Type of a public authority Basic 
Sample 

Surveyed 
Sample 

Number of returned 
questionnaires 

Rate of 
Return (in %) 

Organizational units of the State 364 364 359 98,6 
− ministries 14 − 14 14 100,0 
− courts 99 99 98 99,0 
− State prosecution offices 11 11 11 100,0 
− Labour offices 77 77 77 100,0 
− Geodesy and cadastral offices 23 23 23 100,0 
− Hygiene stations, veterinary 

administration  
30 30 30 100,0 

− Others 110 110 106 96,4 
Regions (Prague is excluded) 13 13 13 100,0 
Municipalities or municipal districts 
of the Capital of Prague 

6 301 6 301 5 944 94,3 

− with 20 000 and more inhabitants 79 − 79 78 98,7 
− with 5 000 – 19 999 inhabitants 223 223 219 98,2 



− with 2000 – 4 999 inhabitants 396 396 371 93,7 
− with 1000 – 1 999 inhabitants 698 698 655 93,8 
− with 500 –  999 inhabitants 1 315 1 315 1 269 96,5 
− with less than 500 inhabitants 3 590 3 590 3 352 93,4 
Total 6 678 6 678 6 316 94,6 

Source: Czech Statistical Office (2009). 
 
The questionnaire sent to public authorities has two parts – the first encompasses the access to the 
internet, used security measurements, web-pages and services which were provided for citizens, and is 
addressed to all public authorities. The second part which focuses on human resources and EDI is not 
addressed to municipalities with less than 1000 inhabitants. The web-based survey is still focusing 
only on 205 municipalities with extended competence, although the informational duties are 
prescribed mostly for all municipalities. The scope of measurement of ICT use in public 
administration is much narrower in comparison to the ICT use by businesses although the 
methodology for surveying businesses may be inspiring for modification of measurement in public 
administration.  
 
Table 5 – ICTs and Czech Public Administration (summary of selected results published by CSO) 

A. ICT EQUIPMENT 2005 2008 

1. LAN 
− Organizational units of the State 
− Regions   
− Municipalities (municipal offices as their executive bodies in Total) 

-  with 20 000 and more inhabitants 
-  with 5 000 – 19 999 inhabitants 
- with 2000 – 4 999 inhabitants 
-  with 1000 – 1 999 inhabitants 
- with 500 –  999 inhabitants 
- with less than 500 inhabitants 

 
99 % 
92 % 
55 % 
97 % 
99 % 
96 % 
84 % 
64 % 
37 % 

 
99 % 
100 % 
46 % 
100 % 
99 % 
94 % 
80 % 
56 % 
26 % 

2. HIGH-SPEED INTERNET 
− Organizational units of the State 
− Regions   
− Municipalities (municipal offices as their executive bodies in Total) 

-  with 20 000 and more inhabitants 
-  with 5 000 – 19 999 inhabitants 
- with 2000 – 4 999 inhabitants 
-  with 1000 – 1 999 inhabitants 
- with 500 –  999 inhabitants 
- with less than 500 inhabitants 

 
86 % 
100 % 
41 % 
96 % 
91 % 
72 % 
59 % 
51 % 
26 % 

 
97 % 
100 % 
87 % 
100 % 
100 % 
96 % 
94 % 
92 % 
82 % 

 
3. QUALIFIED ELECTRONIC SIGNATURE 
− Organizational units of the State 
− Regions   
− Municipalities (municipal offices as their executive bodies in Total) 

-  with 20 000 and more inhabitants 
-  with 5 000 – 19 999 inhabitants 
- with 2000 – 4 999 inhabitants 
-  with 1000 – 1 999 inhabitants 
- with 500 –  999 inhabitants 
- with less than 500 inhabitants 

2007 
 

85 % 
100 % 
33 % 
97 % 
97 % 
73 % 
50 % 
33 % 
19% 

2008 
 

92 % 
100 % 
36 % 
99 % 
97 % 
78 % 
59 % 
39 % 
21 % 

 
4. WEBSITES 
− Organizational units of the State 
− Regions   
Municipalities (municipal offices as their executive bodies in Total) 

2005 
 

86 % 
100 % 
73 % 

2008 
 

90 % 
100 % 
91 % 



-  with 20 000 and more inhabitants 
-  with 5 000 – 19 999 inhabitants 
- with 2000 – 4 999 inhabitants 
-  with 1000 – 1 999 inhabitants 
- with 500 –  999 inhabitants 
- with less than 500 inhabitants 

100 % 
99 % 
99 % 
94 % 
85 % 
60 % 

100 % 
100 % 
100 % 
99 % 
97 % 
85 % 

5. ELECTRONIC REGISTRY OFFICE 
− Organizational units of the State 
− Regions   
Municipalities (municipal offices as their executive bodies in Total) 
-  with 20 000 and more inhabitants 
-  with 5 000 – 19 999 inhabitants 
- with 2000 – 4 999 inhabitants 
-  with 1000 – 1 999 inhabitants 
- with 500 –  999 inhabitants 
- with less than 500 inhabitants 

 
56 % 
100 % 
16 % 
89 % 
70 % 
38 % 
24 % 
15 % 
7 % 

 
81 % 
100 % 
31 % 
99 % 
93 % 
68 % 
45 % 
32 % 
18 % 

B. HUMAN RESOURCES 2008 2009 

1. Employees have PC with the Internet access at disposal for their work* 
− Organizational units of the State 
− Regions   
Municipalities (municipal offices as their executive bodies in Total) 
-  with 20 000 and more inhabitants 
-  with 5 000 – 19 999 inhabitants 
- with 2000 – 4 999 inhabitants 
-  with 1000 – 1 999 inhabitants 
(according to the CSO more than half of organizational units of the State, regions and 
municipalities with more than 20 000 inhabitants restrict the access to the Internet to 
their employees) 

 
85 % 
89 % 
61 % 
69 % 
69 % 
43 % 
33 % 

 
N/A 

2. IT specialists among employees represented from 3,5 to 1,9 % of all employees 
across all types of surveyed authorities.  

  

C. ELECTRONIC DATA EXCHANGE WITHIN PUBLIC ADMINISTRATION 2007 

The last CSO’s publication informs of the situation by the end of 2007 when particularly an e-mail was the 
most frequent instrument for electronic data enchange  

Source: Author, based on Czech Statistical Office (2009).  
Notes: * The percentages of employees who have their official e-mail address was almost the same. 

 
The survey revealed persisting low use of qualified e-signature as defined by the act on electronic 
signature which was passed already in 2000, the practice of e-signature is currently being 
supplemented by the communication through data boxes as well as replaced by some functionalities of 
Czech POINTs (see Špaček, 2009a). It also discovered that not all public authorities offer electronic 
registry office (“e-registry”) on their websites, their supposed practice is defined by the act on 
administrative procedure which specifies them as special workplaces of public authorities that shall 
serve receiving and delivering of electronic data messages, public authorities are allowed to make a 
contract that one of them will provide the e-registry for other parts of the contract. The practice of e-
registries is also being substituted by data boxes, however, particularly in communication between 
public administration and businesses which are corporate bodies. 
 
Survey results also pointed out, that municipalities with less then 500 inhabitants allow their citizens 
to access the Internet within their promises more than municipalities with more than 5 000 inhabitants, 
some organizational units of the State even reduced this service. Municipalities also offer wireless 
Internet particularly for sending e-mails to their bodies and browsing through web-pages of 
municipalities (not to violate the public support as defined by the EU), particularly this was offerred 
by municipalities with more than 20 000 (by 29 % of them according to the CSO). The possibility to 
receive news by e-mail or sms from a municipal body was offered to citizens in about half of all public 



authorities across their types, only in the case of smallest municipalities this service was available in 
34 % cases.  
 
According to results of the questionnaire survey, life events information could be found on the 
majority of websites of public authorities across all of their types (and including municipalities with 
less than 500 inhabitants). Downloadable forms were available especially on websites of regions and 
municipalities with more than 5 000 of inhabitants, in the case of organizational units of the State and 
municipalities with more than 1 000 inhabitants, there were available on more than 50 % of their 
websites, in the case of smaller municipalities in less than 42 % of websites, on 30 % of them speaking 
about municipalities with less than 500 inhabitants. The practice of on-line filling of municipalities 
was found particularly on the websites of regions (77 % of websites allowed their users to fill in an on-
line form), in lesser extent of websites of organizational units of the State (in 38 % of their websites), 
in the case of municipalities with more than 5000 inhabitants the practice did not reach 20 %, in 
smaller municipalities the practice was not revealed in more than 13 % of them (in the case of 
municipalities with less than 500 inhabitants such tool was available on 8 % of websites). Complete 
online submission was – again - available particularly on websites of regions (on 69 % of websites) 
and organizational units of the state (on 48 % of websites), again their availability did not reach 20 
percent on websites of larger municipalities, about 10 % (and in the case of smallest municipalities in 
lesser amount) complete online submission was available on websites of smaller municipalities.  
We will see how the practice of databoxes will modify the methodology in the next year. 
 
Since 2004 the central statistical authority has been carried out also web-based survey that forms the 
second pillar of CSO’s measurement of ICT use in public administration. CSO realized the last web-
survey in August 2009. The latest publication informs about results of the web-based survey during 
which employees of CSO themselves as users tested web-sites of 244 authorities (25 central 
authorities, 14 regions and all of the 205 municipalities with extended competence). Still only larger 
administrative institutions are embraced by the survey. The survey focuses particularly on the 
following: 
 informational aspects. The majority of surveyed websites (91 %) offered important documents 

(regulations, resolutions, acts), even more websites informed about personnel positions, published 
information in accordance with the structure prescribed by legislation or allowed to use searching 
tool. Half of the authorities published FAQs. Selected information were available also in English in 
majority of websites (in lesser amount of websites also in Deutch). Most of the surveyed 
municipalities informed about Czech POINTs on their websites.  

 online polling or discussion. Online surveying of citizens or discussion forum was realized on 
websites of 29 % surveyed authorities. 

 accessibility. Only 30 % of websites accomplished blind user friendly criteria of website creation 
(in August 2008 only 24 %, in 2007 only 5 %).  

 the sophistication level was analyzed for limited number of public services and the results still do 
not show its higher levels. Sophistication was defined by 4 levels (N/A, information, one-way 
interaction in the case of available downloadable forms and two-way interaction if it was possible 
for a user to fill in a form online) and the surveyed services reached mostly the information level (it 
was the case of personal documents and registry documents) or one-way interaction (as was the 
case of trade licence, building permission and also of social allowances)  was analyzed for limited 
number of public services (personal and registry documents, evidence of inhabitants, trade register, 
social allowances) and the results do not show its higher levels. 

 
Since the third source of data used by the CSO is based on surveying the use of ICT by citizens and 
businesses as introduced above it will not be discussed here again.  
 
 

3.3.2 Ministry of Interior 
 
The published evaluation of the Ministry of Interior is still very limited in its scope. The officially 
published information does not cope with the currently most visible project of data boxes. Available 



evaluation information still focuses predominantly on statistics related to the Czech POINTs project. 
The Ministry has not published any comprehensive report on Czech POINTs project yet, although the 
full practice was launched in January 2008. Published information about the practice of Czech 
POINTs is scarce and if exists it is not of analytical nature. It also shows high degree of supply-
centricity which is also visible in results of supplementary survey realized by the magazine 
eGovernment and published in April 2008 (only employees of 174 municipalities participated). 
Statistics available on the project website (www.czechpoint.cz) shows only growing number and 
structure of Czech POINT providers (by the end of March 2010, 5 762 CzechPOINTs existed which 
were offered particularly by municipal offices) and number and structure of services (till the present 
more than 3 million of outputs have been issued, most of which are represented by extracts from the 
Crime Register, extracts from the Cadastre of Real Estate and extracts from the Companies Register; 
municipal offices and branches of Czech Post issued the majority of extracts) used by customers 
(currently they show also growing practice of authorized conversion of documents which was enabled 
by the mentioned Czech e-government act).     
 
The Ministry still has not integrated the data produced by the central statistical authority as well as of 
other supplementary evaluation (which is introduced below) into more complex report. The Ministry 
still regularly publishes brief results on e-government practice and citizens’ views and attitudes to the 
Internet and leading Czech e-government projects, but outside the platform that should integrate ITS 
evaluation outputs at least electronically. This information are not available on the website of the 
Ministry, but are regularly published in proceedings of the Czech nationwide conference (mostly of 
practitioners) Internet in State Administration and Self-government (ISSS) held every April. It is not 
clear to what extent the results follow the opinion of the Ministry. In 2009, Šimoník, Pojer and 
Svoboda (who was the senior executive of the Ministry of Interior) point out that citizens express their 
will to communicate with public administration electronically, but they emphasize that it does not 
mean they will really communicate electronically in practice. According to them only 18 % of citizens 
had practical experience with electronic communication with public authorities in the end of 2008. 
Their research focused also on public awareness of current Czech e-government projects and show 
that more than half of Czech population is aware of existence of Czech POINTs, but only 28 % know 
where they can visit the closest terminal and 88 % have not used Czech POINT services. Their 
research also show that Czech POINT has a high potential particularly because citizens perceive it as 
modern, useful and quick service.  They recommend to grab the growing willingness of citizens to 
communicate with public administration electronically, to enhance the promotion of the project and to 
attempt to focus individual services more on individual segments of citizens. 
 
More research needs to be carried out to encompass evaluation activities of other central authorities, 
ministries in particular. 
 
3.4 Supplementary Evaluation Approaches 
 
In the Czech Republic, there are some initiatives that try to supplement the official evaluation on 
continual basis on demand of central institutions or on demand of principles of civil society. Their 
results are not, however, integrated into evaluation of central authorities. Among projects of non-
governmental institutions particularly the initiative Infoliga must be highlighted. This project is based 
on benchmarking of informational value of websites of more than 140 Czech self-governments, 
currently it focuses particularly on self-evaluation of web-sites when representatives of self-
governments or their citizens can fill in Infoliga checklist and the stated data are made available on the 
Infoliga website after project coordinators confirm their validity. The initiative focuses particularly on 
requirements prescribed in the act on free access to information, but comprises the quality of published 
information which isn’t always expressively prescribed by the Czech legislation. The results of 
Infoliga’s benchmarking were incorporated partly into criteria of another continuous Czech project - 
the national annual “Golden crest” awards which was firstly launched in 1999 and which is personally 
interconnected (during the evaluation of applicants) with the project Blind User Web that evaluates 
accessibility of web pages of Czech public administration, mainly on the basis of applications made by 
those who want to be evaluated.   



  
Based on the international e-participation literature, the author of the paper discussed the broader 
context of the terminology of (e-) participation and particularly surveyed reflections of international e-
participation concepts in the Czech territorial self-government. Web-content analysis of e-
participation practices of 13 Czech regions (Prague was excluded) was carried out in August 2007 
(Špaček, 2008a), progress of regions was surveyed in June 2008 and presented during the EGPA 2008 
conference (Špaček, 2008b) and the survey framework was modified for purposes of research that 
included 23 Czech statutory cities in the analysis (Špaček, 2008c). It was the first analysis of its kind 
that focuses on e-participation practices in Czech public administration. Albeit the approach of the 
analyses was supply-centred (it took into account only available e-participation services available on 
web pages, not opinions of their users) and limited to tools of e-information and e-consultation as 
defined in the United Nations’ E-participation framework, results clearly indicate the predominant 
supply of e-information instruments among surveyed group of territorial self-governments which 
represent larger municipalities and regions that may facilitate e-participation of smaller municipalities. 
The surveys discovered limited cases of more participatory and transparent e-consultations 
instruments. Such instruments were utilized in less than half number of surveyed regions. Limited 
number of regions organised electronic surveys through their introductory web-pages, only four 
regions enabled more transparent instruments of e-discussions where visitors may propose a topic as 
well as react to issues organised by others. The survey revealed that only one region published video 
files that would enable to scrutinize former public meetings of the Council and that also this region 
was using the webcasting tool that would enable transparent real-time broadcasting of the Council’s 
meeting. Two regions offered downloadable audio files of former meetings of its Council. In the case 
of statutory cities, e-surveys represented the most frequently used instrument for consulting the public, 
but only 5 websites of statutory cities provided archives of past surveys summarizing their results for 
their users. A discussion forum was only found on 2 out of 23 websites, but only one statutory city 
made information on its purpose and instructions for use available to users. This can raise the 
importance of analysis of practices of citizen-2-citizen instruments. 
 
Albeit Czech POINT customers were not surveyed directly according to published information, but 
only through opinions of Czech POINT providers, results of the Magazine Egovernment.cz survey 
(2008) revealed some issues of the project development which indicate possible inadequacy of 
demand-centricity of the current form of Czech POINTs (issues with disunity of fees required for 
services, unclearity of methodological guides, restricting technological solution, deficiencies in 
existing services and in professionalism of their delivery) (see Špaček, 2009a). In April 2009, the 
Magazine informed that similar survey would be realized since the end of March 2009 that would use 
modified questions. No other information about the methodology and results can be currently found.  
 
The Magazine carried out brief survey on data boxes within the period from November to December 
2009 during which more than 6000 civil servants who took part in data boxes training were surveyed, 
640 of them actually participated, mostly they represented civil servants of municipalities 
(Egovernment.cz, 2009). 46 % of them (who were mostly representing civil servants of larger 
municipalities and regions) perceived data boxes as meaningful, 39 % of respondents (mostly from 
small municipalities) considered the project to be “needless complication”.  The survey revealed that 
some of the regions did not implement the data file system as perceived by act on archiving. Among 
the most frequent issues – as perceived by respondents – particularly the difficulty to find the 
addressee was mentioned, although all addressees were supposed to be included in the address book.  
 
 
Conclusive remarks 
 
The e-government complexity which derived from the introduced specifics of public administration 
and e-government alternatives require its management and evaluation to be accountable. Therefore 
assessments of anticipated effects (costs as well as benefits expressed quantitatively or qualitatively) 
as well as evidence on reached outcomes should represent an important part of information published 



on websites of responsible institutions in order to increase the credit of public administration in the 
eyes of the public.  
 
The quest for proper methodology is apparent in the international literature which has introduced as 
well as implemented various methodologies on internal as well as external quality evaluation. 
Fortunately, the shift to incorporate more the demand-side of e-government has been visible in last 
few years, mostly thanks to results of the service quality research focusing on the e-services offered by 
the private sector. Still the shift is more apparent particularly in rhetoric, in practice mostly pilot or 
partial studies are available.  European benchmarking of basic public services (as defined by eEurope 
initiatives) has got beyond the supply-centricity, although it may be perceived as the sufficient 
substitute to the insufficient national evaluation practices especially by those who are responsible for 
evaluation on the national level. Even the European framework for e-government statistics is not 
favouring demand so much and the rationality requires adequate managerial as well as evaluation 
practices of individual states, their bureaucracies, civil society and other stakeholders. We may repeat 
that this inevitably questions adaptability of central institutions responsible for coordination and their 
coordinated and integrated evaluation.  
 
The Czech management and evaluation practice has been briefly described introducing institutional 
system and officially published results. Outlined practices indicate that practices have shifted only 
slight in comparison to the situation we introduced in 2008. Still two fundamental challenges remain 
in our opinion in analyzed practices: 1) improvement of management and evaluation of e-government; 
and 2) deliberate integration of existing evaluation approaches. Such challenges form critical issues of 
rational, synergic and outcome-centred e-government development. The published evaluation of the 
Ministry of Interior which is responsible for e-government coordination and evaluation is still very 
limited in its scope. The officially published information does not cope with the currently most visible 
projects and if they tackle them than only in the supply-centered way. Outputs of evaluation which 
have been published by Czech central level do not cope sufficiently with internal as well as external 
quality aspects. The integration of CSO’s results may be beneficial, but its methodology must be 
improved to absorb the requirements emphasized in the international literature since it does not cope 
with demand and focuses more on the technical e-readiness aspects. The trust of the public may be 
undermined, because no official objective studies on the level of organizational change, cost-
efficiency / effectiveness have been published by the central level, neither the satisfaction of users and 
attitudes of citizens have been systematically surveyed. 
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