Chapter 1

INDICATORS OF THE INTENSITY
AND DEVELOPMENT OF
E-GOVERNMENT BACK OFFICE

Mimoza Bogdanoska Jovanovska, Erman Nusa, Todorovsii Ljupco

Electronic government or ¢-government is an interdisciplinary scientific field that is
on the intersection of computer, information, administrative, and political sciences.
In the early stages, about two decades ago, the e-government research was focused
on identifying opportunities and developing solutions based on information-
communication technology in the public administration domain. More recently, the
focus of researchers shifted from the development itself to measurement, evaluation,
and benchmarking the development of e-government.

Researchers and practitioners have established a number of indicators and have
integrated them in various benchmarks that can be used to assess the success of the
process of e-government implementation (Commission of the European
Communities 2002, List of eEurope 2002 benchmarking indicators, World Bank
2003). Note, however, that due to the focus of early e-government efforts on rapid
achievement of visible results, the evaluation and benchmarking studies are mostly
supply-oriented. Most frequently, they deal with the availability and maturity of e-
government services (Bongers et al. 2003) and front-office aspects of e-government
(Berntzen and Olsen 2009). Many indicators have been introduced with a narrow
focus on measuring e-government output, ie., the front-office implementations of
services for citizens and businesses (Accenture 2007). According to Janssen (2010),
these indicators provide “vseful information from 4 user perspective, but do not
provide any information on how well the back-end of €-government is organized and
what can be learnt from others”. Moreover, Banister (2007) claims that the narrow
focus of e-government evaluation might lead to a slowdown of the development in
many countries, especially “if indicators are poorly designed, they risk distorting
government policies as countries may chase the benchmark rather than looking at
real local and national needs”.



Despite the focus of e-government evaluation on front ofﬁ_ce, a sxgl_uﬁcam body of
literature emphasizes the importance of the processes of information anq process
integration in the back officc as the crucial machinery of government (Khschgwskn
2004). Other researchers (Kubicek et al. 2003, Janssen et al. 2004, Kunstelj and
Vintar 2004, Heeks 2006, UN 2008) point out the importance of the improvement of
the back-office processes and other hidden e-government aspects for the further
development of all other aspects of e-government, including the front-office ones.
All these researchers agree that there is a need to establish indicators of e-
government development that, instead of focusing on the front office, will capture
the development of the back-office, behind-the-scene information systems that
support the management and administrative functions of the public institutions.

However, evaluation and benchmarking studies of back-office development are very
rare and “the work on back-office measurement so far was limited” (UN 2009).
Even more, some of the researches have explicitly excluded the back-office aspects
since “it required a separate empirical approach and no adequate indicators could be
found in other sources” (SIBIS 2003). Kunstelj and Vintar (2004) identify only six
approaches to evaluating back office in their extensive comparative study of e-
government evaluation: two with main focus and four with supplementary focus on
back office. Bogdanoska-Jovanovska and Todorovski (2011) locate and compare
only five back-office evaluation studies (KEeLAN 2002, Nordic Council of
Ministers 2003, Birch 2003, Millard et al. 2004, and Gerhson 2008). These studies
do not provide quantitative indicators of the back-office development and intensity;
they rather measure the back-office connectivity and infrastructure, focusing mainly
on connectivity and network preparedness as quantitative indicators.

The main problem addressed in this chapter and the main motivation for performing
the work presented within is the lack of approaches that deal with the problem of
benchmarking and evaluating development of the back-office aspects of e-
government. To address this issue, we will design quantitative indicators of back-
office development that would be easy to measure and serve as an extension of the
existing e-government benchmarks that focus on the front-office aspects of the e-
government development. The central idea is to observe and analyze the flow of
information and documents in public administration. This flow can be captured in a
form of virtual inter-organizational information-flow networks that can be analyzed
using methods for social network analysis that result in a set of quantitative network
properties.

To prove that the properties of the information-flow networks relate to the intensity
and development-level of e-government back office, we follow what Yin (1984) has
described as a case survey approach, in which multiple levels of analysis (such as
individual, agency-institution, and network level) are used to develop an in-depth
picture of a single case (Provan and Milward 1995). Thus, we focus on an in-depth
analysis of the back office in the particular area of public administration, by
following the delivery protocols for the public services in the area. We select four
areas of public administration in the Republic of Macedonia, where we observe



recent changes and reforms related to the organization of the back-office
mfr;!slrncmrg for delivery of public services. In each area, we perform a network-
lcycl comparison of the back office before and after the reform or change. Based on
this analysis, we aim at identifying those properties of the information-flow
networks that strongly correlate with the changes and thus can be used as indicators
of back-office aspects of the ¢-government development.

The chapler is organized as follows. In the next section, we introduce the
;nethodology for establishment and analysis of information-flow networks and
illustrate its use on several simplc public services. Section 1.2 reports on the results
of the empirical test of the proposed methodology performed on public services in
four public administration areas in the Republic of Macedonia. Section 1.3 discusses
the relevance of the obtained results and puts them in the context of related work.
Finally, Section 1.4 concludes the chapter with a summary of contributions and
limitations of the presented work and outlines directions for further research.

1.1 METHODOLOGY FOR ESTABLISHMENT AND ANALYSIS
OF INFORMATION-FLOW NETWORKS

The central idea of the work presented in this chapter is to establish an evaluation
framework for the back-officc aspects of c¢-government that is based on following
the flow of documents and information within the processes of service delivery. By
observing the process of a service delivery, we establish an inter-organizational
network where nodes correspond to the stakeholders involved in the delivery
process, while edges represent the flow of documents and information among them.
We hypothesize that the properties of these networks can serve as indicators of the
development of the back office.

We base our network analysis on a large volume of qualitative and quantitative data
collected from extensive number of analyses of Web sites and legislative documents,
as well as interviews with public administrators. We first aggregate these data by
service, then by institution and public administration area, with the purpose of
reflecting the general properties of the back office in that area. The aggregate takes
the form of an information-flow network, while the measurements correspond to a
certain number of carefully selected properties of this network.

Before going into the specifics of the study case, which will be presented in the next
section, we introduce the general methodology for establishment and analysis of
information-flow networks. The methodological process that we use to establish
information-flow networks consists of the four steps depicted in Figure 1:

= st step: Identification of public administration (PA) areas and institutions;

= 2nd step: Identification of the public services in the areas and the
corresponding delivery protocols;

= 3rd step: Establishment of the information-flow networks;

= 4th step: Analysis of the information-flow networks,
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While Figure 1 provides a general overview of the methodology. sach of the four
methodological steps is presented in detail in the following subsection Each of them
follows the composition of the figure. We first identify the step by cstablishang us
purpose, which is closely related 1o the intended output. In addiion. we present the
method for collecting the data that serves as an input for producing the outputs of
the methodological step. The presentation of each step i1s accompamed by an
example in the area of civil registry in the Republic of Macedonia

1.1.1  Identification of Public Administration Areas and lnstitutions

The first step in the methodological process is the identfication of the areas and
institutions of public administration that we use as case studies for 1n-depth research
of the corresponding back offices for the delivery of public services. As we have
already noled, the title is closely related to the purpose of the methodological step.



so the output of tl’l:lS step is expected to be a list of the public administration areas
and the corresponding public administration institutions.

Here, we develop a general methodology that can be applicd to an arbitrarily
selected public administration arca offering different types of public services to
citizens, businesses or both. However, for the purpose of this initial study, where
focus is placed on illustrating the relation between the back-office changes and
changes in a specific type of inter-organizational networks, we select public
administration areas and institutions that have undergone a recent technical and/or
organizational reform. Thus, we restrict our attention (o public administration arcas
in the Republic of Macedonia, where significant reforms and changes have been
undertaken in the period of ten years from 2000 to 2009. This is the period in which

the first pioneer steps of introducing e-government in Macedonia have been taken in
different public administration areas.

Bearing this first criterion in mind, we follow four criteria for area selection:

Areas with significant institutional and/or technical changes of the
organization of the public delivery processes in the last 10 years;

Areas with different representative numbers of public services included: a)
for citizens, b) for businesses, ¢) for both (citizens and businesses):;

Areas that involve a representative number of stakeholders from public
administration and other sectors in the processes of service delivery;,

Areas with an easily identifiable shared back office, closely related to a
single central institution,

To proceed with the selection process, we first perform an extensive study of web
sites of national public administration institutions in the Republic of Macedonia. We
first established a list of web site addresses and focused on the types of services each
of them provided (in (erms of cilizens, businesses or both). In the period between
January and August 2009, we performed a web survey of 33 public administration
(PA) institutions, and drafied a chronology of organizational changes for each of
them. Second, we conducted personal structured interviews with senior public
administrators in these institutions. The questionnaires for these interviews werc
structured in a way that allowed the evaluation of the four selection criteria outlined
above, with special focus on the draft chronology of recent changes in the
organization of the service delivery processes and the corresponding organization of
the back office. The public administrators provided in-depth explanations of the
events in the draft chronology by identifying the changes in the service delivery

processes. We performed the interviews in the period between September and
December 2009,

The web site survey and the intervicws enable us (o collect qualitative information
relevant for evaluating the selection criteria outlined at the beginning of this section
and to select the PA areas for performing (he case studies. We selecl four PA areas
for the case studies. The first area of Civil Registry, organized around the Registrar
Office, includes services for citizens; the second area of Business Registration,
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Note, finally,
independent of the next three steps in the methodology :
analysis of information-flow networks, presented in the following s¢
used in different benchmarking or evaluation contexts, the mc'LhOfiolc_)gy can use a
different set of criteria to select public administration areas and institutions.

1.1.2  Identification of Services and Delivery Protocols

The second step in the methodology process corresponds to the task ’of identifying
the public services and the corresponding service delivery protocols in each_of the
PA areas listed at the output of the first step. Note that compiling an exhausnve'hst
of all services in a certain PA area can be a difficult task, often rendered impossible
due to the complexity of public administration. Namely, the public services at
different levels of complexity can be identified in each area: from elementary ones
that allow stakeholders to obtain a single document to more complex ones that
correspond to stakeholders' particular interests or life events. For the purpose of this
study, we limit our attention to the complex services affiliated with the central
institution identified in each PA area.

To achieve this goal, we start by performing a survey of the central institution of the
PA area. We conduct a more inclusive web search of other public administration
web sites to locate legislative acts related to the specific PA area. In particular, we
survey the web site of the central institution related to the PA area to obtain the
initial list of public services and match them against the results of the web survey of
the national-level portal of public services (Uslugi 2010) and web searches through
the central web site of the Official Gazette of the Republic of Macedonia (Pravo
2010) to identify the related legislative acts and delivery protocols.

After collecting all legislative acis related to the PA area of interest, we performed
an in-depth document analysis. The main purpose of this analysis was to locate the
sections and articles of the legislative acts that outline the delivery protocols for
public services in terms of the documents and applications that are necessary for the
delivery of a specific process. Due to the high complexity of the inter-relations
between different legislative acts and documents, it took us nine months from
January to September 2010 to build an initial list of public services and delivery
protocols for the four selected PA areas.



Table 1: Two examples of service delivery protocols. The t_ab]e presepts the
delivery protocols for two public services in the area of civil registry, provided by
the central institution of the Registrar Office of the Republic of Macedonia. Rows in
the table refer to the document flow that takes place in the process qf service
delivery. The first (leftmost) column refers to the stakeholder that initiates the
document flow (source), while the third column refers to the stakeholder that
receives the document (destination of the document flow). The sc?copd _column
denotes the stakeholder type: PA denotes the public administration institution and
OTHER denotes all the others. The fourth column identifies the type of the
document flow channel: T denotes traditional and E denotes electronic. The ﬂfth
(rightmost) column refers to the document title. The first two rows of each service
protocol refer to the service title and related legislative acts.

LIRS P .
Service ‘[ Institution 2 g
imitiator | 1 g Dogument
-] Type Name D = . D
s o W)
Service 1: Issuance of marital status certificate

- Law on Register Records, the Official Gazette of the Republic of Macedonia No. 8/1995
(Arlicle 28), 38/2002, 66/2007, 98/2008 (Article 1) and 67/2009,

PA Registrar Office T Application (in person)
Notary Application  (by  another
OTHER T | person) certified by notary
CITIZEN :
TIZE Ministry of Interior Identity card
PA Affairs ip
OTHER | Bank T | Payment nolice

Service 2: Registration of marriage that has not been concluded in the Republic of
Macedonia

- Law on Register Records, the Official Gazefte of the Republic of Macedonia No. 8/95
(Article 20), 38/2002, 66/2007, 98/2008 (Article 1) and 67/2009;
- Guidelines for managing, protecting and keeping the registrar books and IManuscripts.

Ministry of Interior Identity card
PA Affairs T
PA Registrar Office T | Marriage certificate
Registrar Office Application  for marriage
CITIZEN PA T | registration
Bank Payment notice issued by the
OTHER T | bank '
Notary Verification of translated
OTHER T | documents
REGISTRAR State Statistical Notice of marriages at the
OFFICE N Office T State Statistical Office

Based on these web surveys and the document analysis, we draft an initial list of the
public services in the PA area of interest with the corresponding delivery protocols.
In the next step, we have to check the delivery protocols, stemming from the
legislative acts, against the actual practice of service delivery processes as
performed by public administrators and their discrete decision rights in these



processes. To this end, we performed unstructured face-to-face .mtedrvll‘ews W;th tﬁ\ie
public administrators directly involved in the processes of service de ivery. nl : 2
phase, we also took the opportunity to clarify dilemmas ar_td open questions rev_a e
to the numerous ambiguities in the legislative acts. The main focus of the mtenllews
was on checking upon the documents that circulate between the stakeholders
involved in the process of service delivery.

The result of the interviews was a final list of public services in the PA arca of
interest with the corresponding service delivery protocols. Each prot'ocol .ldqnuﬁes
the documents involved in the process of public service delivery by ldemxfy_mg the
title of the document, stating the institution that issues the document and its type
(PA institution or other institutional stakeholder from the private or NGO sector)
and the form of the document: traditional (T) or electronic (E).

Note that the service delivery protocols from Table 1 are also often used for
modeling  processes when reengineering business processes or developing
information systems that support service delivery (Kovag&i& and Peéek 2007). The
information collected here is not sufficient for developing a complete model of the
process, but a complete process model, if available, can be used to extract the
delivery protocols needed for establishing information-flow networks.

1.1.3  Establishment of Information-Flow Networks

In the third methodological step, we transform the service protocols from Table 1
into information-flow networks. These are virtual inter-organizational networks of
information and document flows in the public administration and e-government back
office, i.e, the flow between public administration bodies and other stakeholders
involved in the process of service delivery.

Figure 2: Information-flow network for the service "Issuance of marital starus
certificate”.
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Bank

.
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Registrar Office
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Notary

Thus, the nodes in the information-flow networks represent the stakeholders
involved in the process of service delivery. In particular, the nodes involved in the
delivery of the service “Issuance of marital status certificate” from Table 1 include
the citizen interested in the marital status certificate, two PA institutions — the
Registrar Office and the Ministry of Interior Affairs, and two OTHER institutions —
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g‘fqrmaﬂ_on-ﬂow networks can be used to visualize the service delivery protocols as
epicted in Figure 2. The graph in the figure depicts the information-flow network
fgr the example of issuing a marital status certificate from Table 1. For a
visualization of the network, we use the Pajek software package (Batagelj and Mrvar
2007) for social network analysis. The nodes of the network in Figure 2 correspond
to the five stakeholders involved in the delivery of the marital status certificate (i.c..
the.stakeholder listed in the first and third column of the delivery protocol table),
wlqle node shapes correspond to stakeholder types (i.e., second column of the
delivery protocol table): triangle-shaped nodes represent PA institutions, circles
represent Citizen, and boxes represent OTHER institutions. Edges represent the flow
of documents and information by connecting nodes that correspond to the source
and destination stakeholder for the particular document flow. Each row in Table 1
ﬂ_lat corresponds to the service of issuing a marital status certificate is depicted as a
single edge (information flow) in the network presented in Figure 2. The number
next to the edge corresponds to the number of documents involved in the flow.

Figure 3: Information-flow network for the service "Registration of marriage that
has not been concluded in the Republic of Macedonia™.
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Similarly, Figure 3 depicts the information-flow network of Service 2 from Table 1.
The network is established following the same procedure as for the previous one. In
this particular case, we face a situation where two stakeholders — the citizen and the
Registrar Office — exchange two documents, so the number next to the
corresponding network cdge equals 2.

Figure 4 illustrates the process of integrating two networks for individual services
into a joint one. More formally, the joint network is defined as follows. The set of
nodes in the joint network is the union of the sets of nodes in the networks of



individual services. The set of edges in the joint network is the union of the sets of
edges in the networks of individual services. The number next to the edge 1n Lh_i’
Joint network equals the sum of the numbers next o the same edge 1n the networks
of individual services. Following this simple procedurs, We can mntegrate an
arbitrary number of networks of “individual services into a joint single network.
corresponding to the whole PA area.

Figure 4: Joint information-flow network for the two s€

marital status certificate” and "Registration of marriage that has not
in the Republic of Macedonia™.

rvices of "Issuance of free
been concluded

FY
Manestry of Intercr Afairs

Bank

]

‘Star-. Stasseal Office

)
“wr

3
"
.MEU Regsirar Ofce

Figure S: Joint information-flow network for the public administration area of civil
registry in the Republic of Macedonia.
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The layvout of the joint network in Figure 4 (for the two services from Table 1) 1s
identical to the one from Figure 3 that depicts the individual network for Service 2.
since the set of nodes of the network in Figure 3 already includes all the nodes of the



ggggsrfh£;01nuFllg$e 2. Note, however, the difference in the numbers next to the
h - they equa the sum of the‘numbers next to the corresponding edges in each of

€ networks for mleJdml services. Following the procedure for establishing joint
networks for multiple services, we can build the joint network for the 12 services in
the whole civi] registry area, depicted in Figure 5.

1.1.4 Analysis of the Information-Flow Networks

.In the fourth, final step of the methodology, we analyze the properties of the
information-flow network. To this end, we apply social network analysis methods.
Before going into details about properties being measured, we present a brief
introduction into social network analysis.

1.1.4.1  Social Network Analysis

Social network analysis (SNA) examines the structure of relationships between
social entities. A fundamental axiom in network analysis is the notion that actors are
not independent but rather influence one another. According to Borgatti and Li
(2009), there are many aspects of and mechanisms for this, but perhaps the most
commonly invoked is the mechanism of direct transmission or flows. One of the
definitions describes SNA as “analysis of social relations” in networks by using “a
set of mathematical methods and distinctive methodology that encompass specific
techniques for collecting data, statistical analysis and visual representation” (Nooy
et al 2005). According to this, SNA has become a powerful methodological tool
alongside statistics, with a main goal of “detecting and interpreting patlerns of social
ties among actors”.

The key concept in SNA is the term neswork. Some general definitions refer to the
term as “a set of actors connected by a set of ties” (Borgatti and Foster 2003) or “a
set of socially-relevant nodes connected by one or more relations” (Marin and
Wellman 2010). Social-relevant nodes are elements of the social network. They can
be also referred to as acfors, nodes, points, or vertices. As elements or members in
the social network, nodes are “units that are connected by the relations whose
patterns are being studied” (Marin and Wellman 2010). The actors can be single
entities (people/persons, computers, concepts, URLs) or collective social units
(group of people in a society, departments within a corporation, public service
agencies, or nation/country/state). “Zies are connected pairs of actors” (Borgatti and
Foster 2003) representing relations established between nodes. They can be also
referred to as lines, ties, edges, arcs, relations, or connections. The range and type of
ties can be quite extensive: collaborations, friendships, trade ties, web links,
cilations, resource flows, information [lows, exchanges of social support, or any
other possible connection between particular nodes (Wasserman and Faust 1994).
Borgatti et al. (2009) identify flows as rclations based on exchanges or transfers of
resources, information, or influence between the network nodes.

We commonly represent networks as graphs in order to visualize connections
between the nodes. Graphs and related mathematical theory also allows us to
formally define and observe a range of network properties. such as distance,



durection and density (Scott 2000) or different types of network and node centrality
(Freeman 1978). Network properties are generally classified in two groups of
properties of the whole network and properties of the individual network nodes.
What follows is a presentation of the network properties used in our study.

Network size. Marsden (1990) defines network size as a basic indicator of SNA. The
term size, when applied to network, represents the count of the members in the

network, i.e., the number of actors (nodes) or, less commonly, the number of edges.
Density is one of the most wide]

defined as “the number of ties
possible number of ties” (Sc

y used concepts in graph theory (Scott 2000) and is
in a graph expressed as a proportion of the maximum

ott 2000). This is measured as the proportion of the
actual number of links compared with the total possible number of links in each
network. The greater the number of edges between positions, the higher the density
(Morrissey et al 1994). The more points that are connected to one another, the higher
the network density will be, The density index ranges from 0 (absence of edges) to 1
(all possible edges present). The maximum density of 1 is obtained if the graph is
complete: the situation when each actor in a graph is connected directly to every
other actor is called a complete graph. Such completion is VETy rare, even in very
small networks. The

concept of density is an attempt to summarize the overall
distribution of ties in

order (o measure how far from this state of completion the
graph is. So, network densi

ty denotes the strength of connections among units in a
network (Marsden 1990).

Centralization as one of the most impo
network (Freeman 1978) is a particul
Centralization refers to the overall ¢
more or less centralized around a
Freeman (1978) relates the network

rtant structural attributes of whole social
ar property of the graph structure as a whole.
ohesion or integration of the graph that can be
particular node or set of nodes (Scott 2000).

centralization with the tendency of a single node
to be more central than all others

nodes in the network. Thus, the high (maximal)
degree of centralization (1) is achieved when all nodes in the whole network are
connected with all possible ties that can be established to one single node.

According to Nooy et al. (2005) the notions of centralization are strongly related to
the simple idea of distance and density. In this sense, when studying the
centralization of a network in relation to the idea of distance, the network is highly
centralized if there exists a clear boundary between its central and peripheral parts.
The concepts of density and centralization refer to differing aspects of the overall
“compactness” of a graph. Density describes the general level of the cohesion in a
graph, while centralization describes the extent to which this cohesion is organized

around particular focal actors. Centralization and density are important
complementary measures.



Lentral-t'fv of individual nodes. While size, density, and centralization represent
propertl_es of the whole network, centrality measures are used to assess the
properties of individual nodes. Centrality measures that are studied in SNA are

Degree/Strength: represents the amount of links that a particular nodc

possesses in a network. The analoguc to degree in a weighted nctwork,
strength is the sum of a node's edge weights,

Closeness: represents the average distance of each node from all other
nodes in the network; it determines how “close” a node is to other .nodes n
a network by measuring the sum of the shortest distances (geodesxc pathS)
between that node and all other nodes in the network. Closeness‘lxes in the
interval [0.1]: nodes with closeness approaching 1 are nodes with a short
distance from the other nodes, while nodes with low closeness are distant
from (he other nodes. For instance, if a node is directly connected to every

other node, then its closeness is 1, while an isolated node has the closeness
equal to 1/n.

Betweenness: represents the number of the shortest paths in a network that
traverse through that node; it determines the relative importance of a noc;e
by measuring the amount of traffic flowing through that ngde in
comparison to other nodes in the network. This is done by measuring the

fraction of paths connecting all pairs of nodes and containing the node of
interest.

1.1.4.2  Properties of the Information-Flow Networks

We perform social network analysis of the information-flow networks, established
in the third methodological step, in order to measure the entire network properties
related to network size, density, and centrality, as well as properties of individual
nodes related to their centrality. We measure the size of the network in terms of the
number of nodes and number of edges. We measure the centrality of the network in
terms of the network closeness and betweenness, while the degree, closeness, and
betweenness of individual nodes are used to measure their centrality in the network.

Table 2 presents the measurements of these properties for the joint information-flow
network for the public administration area of Civil Registry depicted in Figure 3.
The first part of the table (a) reports five properties of the whole network: size in
terms of the number of nodes and edges, density, and two aspects of network
centrality — closeness and betweenness. The second part of the table (b) reports on
three properties that measure the centrality of individual nodes in the network:
degree, closeness, and betweenness. The first two columns in (b) refer to the node

and its type, while the figures in the last three columns refer to the values of the
three observed properties of the node.

For the purpose of comparative analysis of the networks, we aggregate the values of
the networ.k properties by network type (entire network or individual nodes) as
presented in Table 3. The first part of the table with the properties of the whole



twork is the same as Table 2(a), since all these properties have already beey,
network is the "
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aggregated at the network leve el e <
The aggregation of the valucs Is realized in the parl related to ind . So
we create three categorices of stakeholders: | |

f the service; also the business

“Citizen” corresponding to the initiator 0

owner in case of services for businesses; |
include institutional stakeholders from the public

*  “PA institutions”
administration domain, )
“OTHER institutions” include other institutional stakeholders, such as

private companies, NGOs, or foundations. |
Table 2: Properties of the joint informatiqn-ﬂow netwgrk for the public
administration area of civil registry in the Republic of Macedonia.

(a) Properties of the whole network

Network properties | Values
Size (number of nodes) 13
Size (number of edges) 16
Density 0.205
Closencss 0.673
Betweenness 0.721

(b) Properties of the individual network nodes

Node
Stakeholder (node) type Degree | Closeness Betweenness
Citizen 0.417 0.632 0.268
Hospital PA 0.167 0.522 0.000
Registrar Office PA 0.833 0.800
Ministry of Interior Affairs | PA 0.333 0.571
Bank OTHER 0.083 0.400
State Statistical Office PA 0.083 0.462
Notary OTHER 0.167 0.429
Municipality PA 0.083 0.462
Court PA 0.167 0.500
Center for Social Care PA 0.083 0.462
Funeral service OTHER 0.083 0.375 |
Pension and Disability
Insurance Fund PA 0.083 0.462
State Election Commission | PA 0.083 0.462

For each c_ategon, we aggregate the properties of the nodes belonging to that
category using the average as the aggregation function, For example, the degre f
the category “OTHER institutions” in Table 3 equals the average deg;ee of thirt}?ro

nodes belonging to this category: Bank, Notary, and Funeral service (see Table 2) -



Tab!e.3: Aggregated pr_openie_s of the joint information-flow network for the public
administration area of civil registry in the Republic of Macedonia.

Network property | Value
Size (#nodes) 13
Size (#edges) 16
Entire network Density 0.205
Closcness 0.673
Belweenness 0.721
N Degree 0.417
Citizen Closeness 0.632
Betweenness 0.268
Individual | PA gfgrec Oeails
nodes institulions SEcRe 0.522
Betweenness 0.108
OTHER ]éfgree 0.111
institutions gssnESS 0.401
Betweenness 0.005

1.2 EMPIRICAL TEST OF THE METHODOLOGY

To test the utility of the presented methodology, we follow a three-level
experimental setup. As already stated, the experimental setup follows the case
survey approach (Yin 1984, Provan and Milward 1995). In particular, at the first
level of the experiments, we select four public administration areas in the Republic
of Macedonia. The selection takes into account the four criteria established in
Section 1.1.1. Most importantly, we select areas where significant reforms have
been observed in the last decade. These reforms are related to the change of the
instifutional setup or back-office organization in the processes of service delivery.
At the second level of analysis, we apply the methodology for establishing
information-flow networks in each of the selected public administration areas. For
cach area, we establish and analyze two networks corresponding (o Lwo siluations:
the current situation, which reflects the service delivery protocols after the reform,
and the prior situation, reflecting the service delivery prolocols before the reform in
the selected public administration area. Moreover, we establish joint information-
flow networks for the service delivery protocols in all four selected arcas. Finally, at
the third analysis level, we focus on the differences between the properlies of the
current and prior information-flow networks. As a result of the third-level analysis,
we identify the properties of the information-flow networks that can be used as
indicators of back-office devclopment.

Table 4 presents the four selected areas of public administration used in the
experiments: civil registry, busincss registration, social and slalc pensions, and
taxation. The table identifies the central public administration institution in the
particular area, presents the number of rclated public scrvices, and the number of



stakeholder institutions involved (by institution type, PA and other institutions) iy,
the processes of service delivery.
Table 4: The scope of the empirical test of the methodology

—

Number of institutional f
Services Central . stakcholders OTHERWW‘:
for Area Institution | Services | PA |
. Civil Registrar |
Siil=n Registry Office 12 9 3 |
Busi Business Central f ; |
feiness Registration | Register 13 10
Pension and
G &4 | Disability
Citi Pocxg Insurance
a; dlzen ensions Fund . T 2
Business Public 7
Taxation Revenue 4
Office 7 13 k. J
Total 4 4 40 - - |

In the civil registry area, the reform ook place in 2010 and involved the
establishment of the Registrar Office at its core. Similarly, in the business
registration area, the reform took place in 2006 and involved the establishment of
the Central Register at its core. The change in the area of Social and State Pensions
is marked by a minor change that occurred as a result of the legislative reform: a
single direct link that integrates the back-offices of two PA institutions — the Pension
and Disability Insurance Fund and the Public Revenue Office Finally, the reform of

the taxation area took place in 2009 and involved the establishment of intensive

Register, the Health Insurance Fund, the Pension and Disability Insurance F und, and
the Employment Service Agency; as well as with the commercial banks involved in
the service delivery processes of salary disbursement

Table 10 presents the comparison of the properties of the curren( and Prior networks
in the civil registry area. The top five rows of the table report the values of the
network properties that refer to the whole networks. The rows below report the
values of the network properties that refer to individual nodes or group of nodes of
the same type (citizen, PA institutions, and other institutions). The fourth and fifth
columns (labeled with current and prior, respectively) report the network properties
of the current and the prior network. The last three columns report on the difference
of the properties in its absolute value and as a relative change in percentages. We
also employ the Mann-Whitney test for assessing the statistical significance of the
observed difference. The last column reports the p-value obtained with the Mann.
Whitney test for cases where enough observational samples, i.e, nodes in the
corresponding group of nodes, were available for performing the test



Figure 6: The joint information-flow networks for the four public administration
areas after (a) and before (b) implementing the reforms.

(a) The current network
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Note that overall, the number of institutions involved in the processes of service
delivery remains unchanged. When we observe the whole set of institutions in the
joint network, the changes in the number observed for individual areas cancel each



other. On the other hand, the overall number

1 0
between institutions clearly increases by 26.2%.

joint network increases and this increase is du

among the institutional back offices.
Table 5: Comparison of the properties of the current and prior joint networks for the

four public administration areas.

of information-flow connectiong
Thus, the overall density of the
e to the increased interconnectivity

: . Difference and ,
g:;;::; Current | Prior | . 1:ve change p-value |
Size (#nodes) 33 3]  -1| -29% ;
Whole Size (#edges) 53 42 11 26.2% __,_A‘J"
Density 0.100 | 0.075 0.026 | 34.0% |
Lill Closeness 0827 0917 0.090 | -9.8%
Betweenness 0.835 0938 | -0.103 | -11.0%
Degree 0.875 0.939 | -0.064 -6.9%
« | Citizen | Closeness 0889 | 0943 | -0.054 | -57%
2 Betweenness 0844 | 0942 | -0098 [ -10.4%
s Degree 0.091 0.053 0.038 | 70.5% | <0,001
S | PA Closeness 0.488 0.497 | -0.009 -1.8% 0.272
5 Betweenness 0013 | 0.006 | 0.008 | 1343% | 0.085 |
C:.-’D Degree 0.044 0.034 0.010 | 28.3% 0.003
OTHER | Closeness 0.469 0.475 | -0.006 -1.2% 0.064
Betweenness 0.000 | 0.000 | 0.000 n/a 1.000

Moreover, there is a notable decrease of the whole network centralization both in

lerms of closeness (9.8%) and betweenness (11
reforms lead to the decentralization of the re

related (o the processes of service delivery.

%). This indicates that the observed
sponsibility in the decision-making,

Note also that there is a notable decrease (between 6.9% and 10.4%) of the citizen
centrality, the statistical significance of which cannot be estimated due to the small
number (less than 5) of corresponding nodes in the networks. However, it is obvious

that this change is due to the reduced responsibility
the service delivery processes. Many documents th

and burden put on the citizen in
at citizens had to take care of in

the previous network are now being exchanged between other Institutions directly
through the communication channels among the corresponding back offices.

Finally, the reduction of the citizen burden is clearly reflected in the statistically
significant and large increase of the average degree of the public administration
(70.5%) and other institutions (28.3%) involved in the service delivery processes.
On the other hand, we also observe a smaller and not so significant decrease of the
closeness centrality. The decreased closeness of the nodes is due to the network
decentralization, which is only partly compensated by the increased density of the
network interconnections. Finally, the reduced role of the citizen in the network is
also reflected in the huge increase of the average betweenness of the public

administration institutions.



1.3  ANALY SIS AND DISCUSSION OF EMPIRICAL RESULTS
As the emphasis of our research is put on inter-organizational relations in public

administration, which are observed via _the.information-f]ow‘of service delivery
‘,romcolS. we concentrated on the pent_rahz&ahon (an'd decentralization) measures of
Fl . observed networks. The longitudinal observation of the networks along the
;el;;i slative changes indicates notable structural chan_ges in thg joil}t network for the
four public administration areas. Note that Fhe consllde.redlleglslanve reforms are of
different types. While two of them deal‘ yv1th the msptuﬂonﬂ setup of the service
delivery processes, the other two explxcx}ly deal with the 1ssues of back-office
intcgration: one of them introduces minor and the other major back-office

integration efforts for the institutions in both the public and private sector.

The network size property is usually used for basic .information about the observed
network. The changes in the number of nodes are directly related to the changes in
the institutional setup for service delivery, while the changes i_n the number of edges
typically correlate with back-office integration due to legislative reforms. Hovgever,
a simple observation of the results relative to the size of the network (ch'fmges in the
number of nodes or edges) refers only to the reorganization of the service delivery
processes and not to the core, i.e., the content of the changes. A simple observation
of these values does not provide an answer to the question whether these changes
represent core reorganization changes in the interconnections between the
stakeholders involved in the service delivery processes.

Another measure that we employ is the network density, i.e., the proportion of the
actual and potential linkages among the network nodes. The network density in the
information-flow networks identifies the extent to which different stakeholders
participate in the service delivery: low values indicate a low-level interconnection
between the stakeholders and high values indicate widespread interconnections. We
have observed a notable increase of network density in the joint network. However,
although network density is a valid measure for connectivity within the network, the
produced values do not disclose what kinds of stakeholders are interconnected. The
results only indicate that reforms induce higher-level stakeholder interconnection.
Hence, we can conclude that this measure can be used but in combination with other
network properties measures.

Th.e interconnectivity of the network, measured in terms of the closeness centrality,
points to network centralization if the values are high (values close to 1), and to
decentra'hzation if the values are low (values close to 0). Following a longitudinal
QbS@IVathll of the network changes, the increase in the closeness values indicatcs
$Z{‘§eﬁenet;wormk centralization. The closeness has a decreasing tendency; a fact
networllzs SSin?itlarf obgerved rgfonns cause decentralization of the information-flow
Centrality. of the er{‘tlx?re - beme(?nn_eSS as a network property that measures the
are dominated by a cen;gwork indicates the extent to which the network linkages
linkages are diffuseqd - a;:t(;r (;"fﬂues close to 1), versus a network in which the
subgroup of Organizations (Val?l esccllcznneled through one organization or a small
h central nodeg nommllsehzo U). Thus, a high central network with one

U1y has high values for the betweenness, and vice



decentralization observed above
ght the whole-network centrality can be an

el ity ill do not have
appropriate indicator of the public administration mat:jrlt[v. :ucmcrqwords, we have
information about which nodes’ roles have been changed. In lization) implies
not managed to show that this centrality decrease (or dcccmmSCd e office
changes in public administration in the direction of increa Lo i
connectivity. For this purpose, we looked further into the properties 0
nodes and groups of nodes.

The change in the centrality measures of the “citizen” nodg clearly lqdlcatcs the
decrease in responsibility and burden related to his/her role in the service delivery
processes. Reforms clearly reduce the citizens’ role in these processes and‘ move (hc
responsibility burden towards the institutional stakeholders: public administration

and other institutions.

Thus, the average degree and betweenness of the public administration institutions
shows a large increase, while the average closeness shows a shight decrease Our
interpretation of these results is that due to the increased number of edges between
PA institutions after the reforms, PA institutions have obtained a more
central/responsible role, and those nodes are now ‘more in-between’ other nodes.
The decreased value of closeness points to the fact that there is not enough closeness
between the PA nodes, which indicates further room for improvements of the back-
office integration of the public administration institutions in the Republic of

Macedonia.

Similarly, the average degree of the nodes representing other institutions notably
increases, while the other two measures of centrality remain almost unchanged.
These observations might originate from the fact that a small number of other
institutions, relative to the number of the PA institutions, are involved in the service

delivery processes
After discussing the changes of whole-network and individual-nodes properties, we
can synthesize the analysis of the results as follows:

The simple observation of the whole-network properties, in general, points
to decentralization of the network. But, the whole network properties
cannot be used as a single proper measure indicator of the back-office
maturity, as they fail to explain what kind of changes have been rcal}zed in
the network and why (size of network), what is interconnected (density and
closeness) and how they are interconnected (betweenness).

Similar to Kratke's conclusion that “the methodological instruments used in gctwork
analysis for individual nodes offer plcnt}' of opportunities 1o des_cnbcffthr:
‘positioning’ of particular players or groups (Kratke »20(_)2_). our gndscussxon offe
more convincing and “goal-directed” results, related to individual nodes.

decreasing role of the “citizen” as an indrvidual
the reforms. This decreasc 1S

However. cven (hough at first si

»  We observe a consistently
node in the information-flow networks after



always compensated by an increased ro]
increase in the values of degree and betwe
have obtained more important roles in the hetwork, while the d :

the values of closeness indicates a low leve] of connectivity e;?r?ase in
nodes among themselves. The role of the other institutiona] St;)k ilel PA
also increases, while the connectivity inside the group of other j ?j o ders
remains unchanged. nstitutions

€ of the paA institutions-

‘ the
€nness signals that these nodes

The roles of the ‘citizen’ and the “PA institutions’ in the process of service delivery
are opposite, depending on (he type of public administration in which a pam'culgr
service delivery is realized. Moreover, the structure of the network built by service
delivery protocols depends on the type of public administration, as follows:

=  The bureaucratic public administration delivers services in the traditional
way, where a citizen takes the most active role. The citizen is in the center
of the information-flow network; he/she is the one who realizes the
information-flow beftween PA institutions, which is why the network.
which is created by the service delivery protocols, is a very centralized
network with the citizen being the “star”, while

= the modern e-government “citizen-centered” public administration moves
the activity towards the PA institutions by assuming much greater
responsibility; PA institutions realize the information-flow amongst
themselves via back-office interconnection. Citizen “loses” a great deal of
his/her activities and consequently his/her central role in the network. In
this case, the network with its service delivery protocols realized in those
circumstances is decentralized.

Hence, because our results show that: a) the networks created after the reforms (the
‘current” situation) are decentralized (the closeness and betweenness decrease) with
a high level of links (the density increases), and b) the role of ‘PA institutions’
increases (PA institutions receive a more mediatory role), while at the same time the
role of the ‘citizen’ decreases, we can conclude that the network properties which
measure centrality and centralization can be used as appropriate indicators for
measuring the development of the field. The drawing of network configurations
related to service delivery protocols, with a longitudinal dimension (the ‘current’
and the ‘prior’ networks), gives an overview of network dynamics. Note that in the

future, we can use these quantitative indicators for benchmarking the back-office
development.

1.4  CONCLUSION

i public administration for the maturity of
ea lack'of approaches to back-office benchmarking. The rare
valuation provide qualitative assessments that are difficult to

€-government, there jg
studies on back-office



There is an obvious lack of quantitative and

. . ies.
Sl s e ffice intensity and development level.

easy-to-measure indicators of the back-o

r evaluating
To fill this gap, we have designed and presenteq a npvell meilgd:éﬁgb; eﬁ(;vant <ot okf’
e-government back office that would result in simp el : 1. The methodology is
indicators of the back-office intensity and development leve vt ke or the Howiot
based on the central idea of information-flow networks,. ie., netw SHR————
documents and information between the stakeholders involved in mbil:] o comtent
the delivery of public services. The proposed methodology co e EihiE
analysis, interviews, and social network analysis m‘?thOdS tipray ks in public
procedure for establishing and analyzing the information-flow networks p
administration,

We illustrate the use of the methodology by building information-flow networksbfit_)r
the delivery protocols of 40 public services, stemming frorp four
administration areas in the Republic of Macedonia: Civil Registry, Business
Registration, State and Social Pensions, and Taxation. Each public service is
analyzed at two time points, before and after the implementation of a lngSIa_tlve
reform in the corresponding area. In this way, we have established 90 mfonna@on-
flow networks: 80 correspond to individual public services (each of the 40 services
has been analyzed before and after the reform), 8 networks represent the current and
prior (pre-reform) situation in the four public administration areas included in the
study, and finally, 2 Jjoint networks representing all the areas simultaneously.

We then analyzed the scale and significance of the changes of the structure,

- Density of the information-flow networks increases;

- The centrality of the information-flow networks, measured in terms of the
network closeness and betweenness, decreases;

- The centrality of the citizen node, measured in terms of its degree and
betweenness in the information-flow network, decreases and moves
towards increasing the average centrality of the network nodes representing
public administration institutions;

- Nodes representing other (mostly private sector) institutions do not change
their properties or the significance of the change cannot be evaluated due 1o
the small number of such nodes in the information-flow networks
considered here.

These conclusions clearly show that our methodology provides a set of indicators
based on seven crucial properties of the information-flow networks. These



propertics are. network density,
betweenness, the centrality of ﬂle
public administration nodes ip term
Properties represent candidates for
the back-office intensity within
foﬂoujng a strict procedure, we
countries at arbitrary time points;
government benchmarking efforts.

nn’?mork Centrality jp €rms of closee:
Citizen node, ang the dverape cf-f’ujrr"jl"zi"-‘ f p

sofdggrge and betweennegs AHJr S Nororl
6?22132;;1;; tang Lasy-lo-measure indicators of
: . - OINCe we obtain their values
Can obtain thejr values in various Sectors '»‘.n‘rj

they can be integrated and used within regular e-

oon oty
h‘,,., ne WOrK

Let us conclude the chapter by em

work and outlining the directions of further work necessary 1o a

Zgjdy .I:Hl?mted lo the analysis of the back-office environment in four public
mini alion areas in the Republic of Macedonia. An immediate venue for further

serv;ce—dehyery environments and therefore more mature e-government and other
pub_hc admmistration areas. Application of the methodology in Slovenia would be
an immediate step for further work. The results of these future applications would
reconfirm the utility of the proposed methodology and the usefulness of the
proposed indicators for back-office intensity and maturity evaluation and
benchmarking. These studies can also be used to analyze the impact of the back-
office maturity on the maturity and adoption of the front-office e-government
services, hypothesized in many e-government evaluation studies.

REFERENCES

Accenture. (2007) Government Executive Series. Leadership in Customer Service:
Delivering on the Promise. Accenture, High Performance. Delivered.

Accenture. 2007.

Bannister, F. (2003) Diverging Trajectories: Explaining Different Levels of Success
in Public Sector ICT. /IAS Governing Networks, EGPA Yearbook. 10S Press.
Amsterdam. Pp. 143 - 160.

Batagelj, V. and Mrvar, A. (2008) Analysis of Kinship Relations with Pajek. Social
Science Computer Review 26(2), 224-246, 2008.

Berntzen, L. and Olsen, M. G. (2009) Benchmarking e-Government: A Comparative
Review of Three International Benchmarking Studies. 3rd /nternational
Conference on Digital Society. Cancun, Mexico. Pp. 77-82.

Birch, D. (2003) Local e-Government: A Survey of Local Authorities. Office of the
Deputy Prime Minister. London. Http://www.odpm. gov.uk.

Bogdanoska Jovanovska, M. and Todorovski, L. (201 1) A Comparative Review of
Three Back-Office Benchmarking Studies, in: Public Administration of the
Future: Presented Papers from the 19th NISPAcee Annual Conference
Varna: NISPAcee.



- -Government, In:
Measuring E
berg, R. (2003)
3ongers, F., Holland, C., and Vande ) " 195-203.
BUH&LZ‘];‘JS]mernarional Conference e-Sociely. ” k Paradigm in Organizational
ar

i . P. (2003) The Networ Vol. 29 (6), pp.
BOTga‘;{, :caxihan: li::\s'il:; ;ild T;POIOgy. Journal of Management,

e -

991-1013. .
.- upply Chain
Borgatti, P. S. and Li, H. (2009) On Social Network Ajllaiyss(lzs)lr;; 58-221.) Y
Context. Journal of Supply Chain Management, Vol. ’

- rmation
Commission of the European Communities. (2002) eLzurope 2005. /‘2’; [t’;f s
Society for All. An Action Plan to be presented in view
European Council. 21/22 June 2002.

Freeman C. L. (1978) Centrality in Social Networks Conceptual Clarification. Socia
Networks Vol. 1, pp. 215-239

Gershon, Sir P. (2008) Review of the Australian Government's Use of lfszfma’{f on
and Communication Technology, Department of Finance and Deregulation,
The  Australian Government  Information Management  Office,
Commonwealth of Australija.

Heeks, R. (2006) Understanding and Measuring eGovernment: International
Benchmarking Studies, Paper prepared for UNDESA workshop, E-
Farticipation and E-Government: Understanding the Present and Creating
the Future, Budapesi, Hungary, 2006.

Janssen, D, Rotthier, S. and Snijkers, K. (2004) If You Measure It They will Score:

An Assessment of International eGovernment Benchmarking, Information
Polity 9, 108 Press, 121-130.

Janssen, M. (2010) Measuring and Benchmarking the Back-end of e-Government: A
Participative Self-Assessment Approach, M.A. Wimmer etal (Eds.): EGOV

2010, LNCS 6228, pp. 156-167, IFIP International Federation for
Information Processing 2010

Keelan - Key Elements for Electronic Local Authorities’ Networks (2002)
Benchmark Report on Selected Internet Sites of Local Government Project

Keelan. hup://\n\"\'.keelan.org

Electronic  Public Services, Proceedings of the Second International

Conference — EGOY 2003, Prague, September 1-5, Springer-Verlag, Berlin
Heidelberg, 2003, Pp. 199-206.



Kunstelj, M. and Vintar, M. (2004) Evaluating the Progress of e-Government
Development, in: Information Polity 9, 10S Press (2004), pp. 131-148.

List of eEurope 2002 Benchmarking Indicators (2001) Europecan Commission DG
Information Society, 2001.

Marin, A. and Wellman, B. (2009) Social Network Analysis: An Introduction.
Forthcoming in Handbook of Social Network Analysis. Edited by Peter
Carrington and John Scott, London, Sage, 2009.

Marsden, V. P. (1990) Network Data and Measurement. Annual Review of
Sociology. Vol. 16, pp. 435-463.

Millard, J., Iversen, S., Kubicek, H., Westholm, H. and Cimander, R. (2004)
Reorganisation of Government Back Offices for Better Electronic Public
Services —FEuropean Good Practices (Back-Office Reorganisation). Final
report Lo the European Commission. January 2004. Vol. 1: Main Report.
Danish Technological Institute and Institut fiir Informationsmanagement
gmbh, University of Bremen.

Morrissey, P. J., Calloway, M., Bartko, W. T., Ridgely, M. S., Goldman, H. H..
Paulson, I. R. (1994) Local Mental Health Authorities and Service System
Change: Evidence from the Robert Wood Johnson Foundation Program on
Chronic Mental Illness. The Adilbanik Quarterly, Vol. 72, No. 1, pp. 49-80
Published by: Blackwell Publishing on behalf of Milbank Memorial Fund

Nordic Council of Ministers (2003) ICT Usage in the Public Sector — a Nordic
Model Questionnaire. Statistics Denmark. 2003.

Nooy, de W., Mrvar, A. and Batagelj, V. (2005) Exploratory Social Network
Analysis with Pajek. Cambridge University Press, New York.

Pravo (2010) Pravo.org.mk. Available at http://www. pravo.org.mk. Accessed on
23rd February 2010. In Macedonian.

Provan, K. and Milward, H. B. (1995) A Preliminary Theory of Interorganizational
Network Effectiveness: A Comparative Study of Four Community Mental
Health Systems. Administrative Science Quarterly. Vol. 40, No 1, pp. 1-33.

Scott, J. (2000) Social Network Analysis, Handbook, SAGE Publication.

SIBIS (2003) SIBIS Pocket Book 2002/03: Measuring Information Society in the
LU, the EU Accession Countries, Switzerland and the US. SIBIS project and
European Communities. Hitp://www.sibis-eu_org.

UN - United Nations (2008) UN Global e-Government Survey 2008: From e-
Government to Conneciled Governance. Departinent of Economic and Social
Affairs, Division for Public Administration and Development Management.
New York. Available al
http://unpan] un. org/intradoc/grou ps/public/documents/un/ unpan028607.pdf

UN - United Nation (2009) UN Global e-Government Survey: Getting to the Next
Level New York. -



Usiigi (2010) Uslugi - Viada m Repubiiia Makodomip Avalible =
hitp /www uslugi gov mk Accessed on 166 January 2010 b= Macedomman

Wasserman. S and Famst K (1994) Social Nerwork Amolyss ibethods oms

WuﬂBﬂ(m})WuMDudeA\‘“x
baip //www woridbank org/datawdi 200 Accessed oo Mith famsary 0%

Yin, Robert K (1984) Case Study Research Design and Meshods Beverly Hlls
Calif Sage Publications.




{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Form", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }


{ "type": "Document", "isBackSide": false }

