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Abstract — The e-government has an important role to play
now and in the future. To compare the readiness of Latvian
electronic government in past and present, the Latvian e-
government readiness will be evaluated, i.e., the e-government
development index changes will be analysed in the period 2008—
2012, as well as main factors influencing this index will be
discussed to assess the e-government readiness in future.
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I. INTRODUCTION

Progress in online service provision continues in most
countries around the world. Many countries have put in place
e-government initiatives and information and communication
technology (ICT) applications for the people to improve
public sector efficiency and streamline governance systems to
support sustainable development. Among the e-government
leaders, innovative technology solutions have gained special
recognition as a means of revitalizing economic and social
sectors.

“The development of e-government systems and services is
highly prioritized in governments all over the world.
Electronic service provision shall enable the governments to
reach a number of ambitious goals, typically including citizen-
centric service provision, increased service quality, increased
efficiency of government service provision, lowered cost of
government service provision, and improved democratic
processes through improved dialogue between the government
and its citizens” [1].

The increasing role of e-government in promoting inclusive
and participatory development has gone hand-in-hand with the
growing demands for transparency and accountability in all
regions of the world. E-government has strongly shifted
expectations of what governments can and should do, using
modern information and communication technologies to
strengthen public service and advance equitable, people-
centred development.

Since 2002, the Cabinet of Ministers of the Republic of
Latvia has approved the implementation of e-government
concept; e-government has become an important public policy
component.

Since 2010, ICT has been playing an important role in the
improvement of the quality of life by providing electronic
access and ICT skills, focusing on digital skills and the needs
of the people-oriented public services.

Using the methodology and indicators, annually the EU
member states prepare comparable figures for the use of ICT
and its impact on sustainable economic development and

social welfare. Considering that most of the EU member states
have already introduced 20 basic services proposed by the EC,
new indicators and methodologies will be developed, which
will allow analyzing the availability of e-government in the
future. One of comparable indicators, which will allow
comparing the EU member states at the level of e-government
implementation to meet citizens' needs, has promoted the
development of public services.

The paper aims to assess the Latvian e-government
readiness in past and present and analyse the e-government
development index over the years.

To achieve the aim, the following tasks have been defined:

a) to analyze e-government readiness in past and present;

b) to examine the changes of e-government development

index through the years;

c) to assess the e-government readiness in future in the

case of Latvia.

II. METHODS

Many similar consequences, parameters and terms arise,
among which there is one important term that measures the
ability of a government or an enterprise to adopt e-Governance
initiatives - e-readiness. E-readiness is a synonym for e-
government development index (EGDI) [2]. To comply with
e-governance, one must first be e-ready. Thus, e-readiness is
the ability to use information and communication technologies
to develop economy and foster welfare. A key indicator of e-
readiness is infrastructure, and in developing countries this is
often a key challenge for the advancement of society. There
are many elements, which lead to e-readiness, such as
infrastructure, telecommunications, Internet connectivity and
skills set as outlined in the contemporary resources [3], [6].

Six out of ten countries of Northern Europe (Table I) were
among the world leaders in the e-government development
index.

TABLE I
E-GOVERNMENT DEVELOPMENT IN NORTHERN EUROPE IN 2008-2012
Country E-governmen.t World e-governm?nt
development index development ranking
2012 2010 2008 2012 | 2010 | 2008
United Kingdom | 0.8960 | 0.8147 | 0.7872 3 4 10
Denmark 0.8889 | 0.7872 | 0.9134 4 7 2
Sweden 0.8599 | 0.7474 | 09157 7 12 1
Norway 0.8593 | 0.8020 | 0.8921 8 6 3
Finland 0.8505 | 0.6967 | 0.7488 9 19 15
Estonia 0.7987 | 0.6965 | 0.7600 20 20 13
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TABLE 1. Continued Analyzing EGDI and its components for Latvia (Fig. 1), it
Iceland 0.7835 | 06697 | 0.7176 | 22 22 21 is evident that EGDI tends to increase, which shows
Lithuania 07333 | 0.6295 | 0.6617 | 29 23 28 government progress in the implementation of e-government.
Ireland 0.7149 | 0.6866 | 0.7296 34 21 19
Latvia 0.6604 | 0.5826 | 0.5944 42 37 36 1 —
0,9 S
Some other Northern European countries developed their e- 08 -] Ei_
services by providing better access and inclusion 0.7 — T
opportunities. However, they did not improve their global 06 .:.‘,-;E ] =1 EZ_ 32008
ranking; other countries such as Lithuania (0.7333 — 29th), 0,5 T . T I E2010
Ireland (0.7149 — 34th), and Latvia (0.6604 — 42nd) also 04 T 2 I S Gt g G
improved e-government applications, networking, and other 03 EH: T HEH 1 EE 02012
web services. 0.2 A STE T EE T
“The steady improvement in all the indicators of the e- R o = 6 TEECTEEN
0 1t A N 5

government development index has led to a world average of
0.4877 as compared to 0.4406 in 2010. This reflects that
countries in general have improved their online service
delivery to cater to citizens’ needs. On a regional level,
Europe (0.7188) and Eastern Asia (0.6344) lead, followed by
Northern America (0.8559), South Asia (0.3464) and Africa
(0.2762)” [3].

Latvia’s one-stop-shop portal (https://www.latvija.lv) offers
29 e-services and online banking (e-payments). Points of
single contact allow service providers to obtain information
through a single entry point and complete required
administrative procedures electronically in order to commence
provision of services in a chosen business sector in Latvia. An
advanced user’s authorization system through bank or ID
cards ensures users’ privacy and security. The online banking
system allows users to employ the system more efficiently and
securely (e.g., for income tax declaration).

“Employing e-government to improve efficiency and
effectiveness of public service delivery in government
structures is one facet of economic sustainability. Many
Member States are moving from a decentralized single-
purpose organization model to an integrated unified whole-of-
government model contributing to efficiency and
effectiveness” [4]. The model aims to centralize the entry
point of service delivery to a single portal where citizens can
access all government-supplied services, regardless of which
government authority provides them. In some countries, the
whole-of-government approach helps build a transparent
government system with interconnected departments and
divisions, feeding into the funnel of greater government
efficiency and effectiveness.

In recent years, Latvia has shown significant progress in the
electronization of public services. As the European Union has
decreed that basic services need to be provided for national
and local authorities electronically, at present Latvian
residents have access to about 90% of services and the
employers — to 100% of services [5]. This is higher than the
European Union average.
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Fig. 1. The e-government development index and components for Latvia

E-government development index (EGDI) consists of three
indices - the online service index (TPI), the
telecommunication infrastructure index (TII) and the human
capital index (CKI) [2].

The TPI consists of four components — points for emerging
information services (JIPP), points for enhanced information
services (UIPP), points for transaction services (DPP) and
points for connected approach (SPP). The TII consists of five
components — estimated internet users per 100 inhabitants
(ILI), main fixed telephone lines per 100 inhabitants (TLI),
mobile subscribers per 100 inhabitants (MAI), personal
computers per 100 inhabitants (PDI) and total fixed broadband
per 100 inhabitants (FPI). The CKI consists of two
components — adult literacy rate in percentage (PLI) and
combined gross enrolment ratio for primary, secondary and
tertiary schools in percentage (KII).

By studying all three components of EGDI, it is clearly
visible that in 2010 there was a sharp decline in all of the
components, but in 2012 — a significant increase. The research
shows that in the period 2008-2012 the index of development
increased, except for CKI, which was very high previously.
Although CKI showed a tremendous decrease in 2012, it did
not significantly affect the total EGDI.

Analysing the online service index (TPI) in the period
2008-2012 in the case of Latvia (Table II), it is obvious that
all TPI components have grown through the years. From TPI
components, JIPP has largely increased, which means that
Latvia has sequentially been developing and establishing new
services for citizens, businesses and government needs. Also,
all other TPI components have increased, which means that
the Latvian government enhances information services and
transaction services every year.
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TABLE I
E-GOVERNMENT DEVELOPMENT INDEX AND ITS COMPONENTS IN LATVIA IN 2008-2012

Online service index Telecommunication infrastructure index Human capital index
Year JIPP UIPP DPP SPP PDI ILI TLI MAI FPI PLI KII ELI
2008 8 23 1 2 0.27 0.53 0.63 0.30 0.15 99.70 90.20 0.2273
2010 52 37 19 23 55.20 28.40 97.70 32.80 6.44 99.80 88.60 0.2714
2012 100 67 35 46 19.30 68.40 23.60 102.00 14.10 99.80 84.50 0.2105

In the period 2008-2012, some components of the
telecommunication infrastructure index (TII) increased, but
others decreased (Table II).

The number of personal computers per 100 inhabitants
decreased from 2010 to 2012 because of new technologies in
the field of ICT and their widespread use in everyday life.
Also, the number of fixed telephone lines per 100 inhabitants
decreased, indicating a variety of beneficial services for
mobile operators. However, the number of internet users per
100 inhabitants increased because of the increasing
availability of e-services (Table II).

In the period 2008-2012, the human capital index did not
change and was stable in adult literacy rate and combined
gross enrolment ratio for primary, secondary and tertiary
schools (Table II).

The Electronic Government Development Program has
implemented various measures for public administration
modernization, i.e., legal and regulatory framework of e-
government and information systems has been developed; e-
signature smart cards have been introduced, an e-document
system in public administration has been launched. There are
methodological recommendations to establish procedures at
the local level in order to process documents in municipal
(city) administrations. National information systems have been
developed, including an electronic procurement system and a
Latvian portal of public services (https:/www.latvija.lv),
which in the future will be developed into a virtual one-stop
shop point. In the future, the development of national
information systems requires the optimization of the existing
ICT infrastructure, taking into account the principle of a single
data centre and the establishment of ICT resource directory of
state institutions.

The e-services are increasingly created. The increasing use
of e-services will bring positive benefits to the state regulatory
process improvement and the control of the bureaucracy,
saving time, labour, and material resources.

Given that e-government as a horizontal industry affects all
aspects of life, it is important to provide all citizens with e-
services based on real-life situations. Fig.2 provides the
representative example of a group of services tethered to life
situations, and shows the importance of ICT resident life
cycle.

In order to increase citizens' satisfaction with public
administration, e-government will help to ensure a unified
approach that will change the traditional public service
delivery — switching from a service provider’s point of view to
the people-oriented perspective.

Latvia

e-government

Culture and
Entertainmen,

Fig. 2. People-oriented e-government development

Many developing countries have adopted citizen inclusion
as a key in providing customer-oriented services. Europe has
the largest share of the top e-participation countries. Despite
progress the gains are not spread evenly, both across and
within countries, with the majority still offering low levels of
engagement possibilities.

The role of the government is to reform the governance
systems through which services are delivered in a way that
maximizes development and minimizes natural resource
degradation. A holistic approach to governance includes
taking into account the efficiency and distributional aspects of
sectoral policies and their outcomes, national development
agendas, and international cooperation agreements, so that
resulting solutions are sustainable in the future.

Increasingly powerful and user-friendly technologies are
creating opportunities for governments to offer new ways to
interact with citizens in order to respond to their needs more
effectively and with their integral participation. Taking
advantage of the introduction of devices such as smart phones,
interactive voice response systems, digital television, and self-
service terminals, the private sector has been making use of
multiple channels for a long time. Such initiatives encourage
citizens to envision new forms of interaction with the desire
that service providers — public and private — become as
accessible and responsive as modern technology allows.
Although many governments are aware of this trend, few
developing countries are exploiting the full potential of
multichannel service delivery to serve their constituents [6].
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Multichannel service delivery is the provision of public
services by various means in an integrated and coordinated
way. Citizens can make selections according to their needs
and circumstances and receive consistent information and
services across channels resulting in an increase in their
satisfaction and trust in government [6].

Traditional channels can include face-to-face contact,
telephone or postal mail. Digital channels encompass
websites, mobile-based services and public access points.
Public agencies can also make use of the existing physical and
virtual networks managed by a private sector or non-
governmental organizations. To facilitate higher penetration of
e-government and to advance efficiency in public service
delivery, it is necessary to consider the use of all available
channels.

In general, within the framework of the Electronic
Government Development Program, the development
indicators of e-governance and information systems have
significantly improved (Fig. 3).
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Fig. 3. Statistics of e-government development

Despite the growth of ICT in Latvia, ICT has significantly
improved in recent years in the EU, as well. According to
Eurostat data, 56% of the population regularly used the
Internet in 2008 (45 percent — in 2006, and 51 percent — in
2007).

It is appreciated that the level of computer and internet
skills increases among the Latvian population. According to
Eurostat, since 2005 the number of people, whose computer
skills are at a low level, has decreased by four percent, while
the number of people with a high level of computer literacy
has increased by three percent reaching 14 percent (the EU
average is 23 percent). Also, the number of people with low
Internet skills has decreased by five percent, but the number of
people with a high level of Internet skills has increased more
than three times, reaching 11 percent, which is three percent
more than the EU average.

In general, the Latvian ICT indicators have increased since
2005, which is a positive trend. However, many ICT
indicators are still below the average EU indicators. Thus, it is
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necessary to continue current activities, as well as undertake
new activities in order to reach the average EU level in the
field of ICT.

The turnover of electronic procurement system amounted to
7111.2 thousand LVL in 2010 (Fig. 4).
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Fig. 4. The turnover of electronic procurement system

In the first half of 2011, turnover amounted to 5048.3
thousand LVL or more than 70% of the volume in 2010. It
was forecasted that in 2011, the total turnover of the electronic
procurement system would reach 13 643.8 thousand LVL.

III. RESULTS

Countries at all levels of development are still affected by a
lack of integration of administrative simplification with e-
government development plans, lack of infrastructure and
human resource capacity and a gap between e-service supply
and demand. Low-income countries, in particular, continue to
contend with traditional barriers to ICT investment such as
lack of technical skills, high costs of technology, and
ineffective government regulation.

While it is important to continue with service supply,
governments must begin to rethink in terms of e-government —
and e-governance — placing greater emphasis on institutional
linkages between and among the tiered government structures
in a bid to create synergy for inclusive sustainable
development. An important aspect of this access is to widen
the scope of e-government for a modifying role of the
government towards cohesive, coordinated, and integrated
processes and institutions through which such sustainable
development takes place [3].

The underlying principle of e-government, supported by an
effective e-governance institutional framework, is to improve
the internal workings of the public sector by reducing financial
costs and transaction times so as to better integrate workflows
and processes and enable effective resource utilization across
the various public sector agencies aiming for sustainable
solutions.

The European e-Government Action Plan project for 2011—
2015 forecasts creation of new e-government services in a
generation, complying with the principles of openness,
flexibility and personalization. The EU e-government or cross-
border service development and implementation will provide a



Information Technology and Management Science

2012 /15

united market of European Digital Citizenship development.
To make electronic cooperation among EU member states safe
and effective, some prerequisites are necessary — open
standards and compatibility of electronic identity and ICT
infrastructure for innovation. In order to increase the
efficiency and productivity of government services, greater
attention should be paid to organizational process
improvement, administrative press and carbon emission
reduction, as well as citizen-centric, inclusive e-service
creation and re-use of public sector information [4].

IV. CONCLUSIONS

To effectively increase the use of e-services in Latvia,
particularly in the context of sustainable development, more
effective policies and strategies should be developed to help
overcome differences in usage, increase awareness and
promotional activities, focus on user needs, further explore
and exploit the potentials of social media and open data, and
provide additional incentives for the use of e-services.

To make a faster and easier communication with the public
authorities and municipalities, it is necessary to plan a variety
of service options — traditional (customer service centres) and
remote  (e-mail, e-paper, e-services, phone, etc.).
It is essential to respect the following principles:

* the client has the right to choose the most convenient and

the most appropriate communication channels;

* a single process for all service channels (for example, not
recommended for e-services to be separated from the
overall service process).

In order to identify the most efficient ways of providing
services, it is necessary to evaluate service availability and
customer convenience requirements and the cost of providing
various groups of services.

Users and their needs should be placed at the core of service
design and delivery to improve usage. E-services can be better
tailored to meet the specific needs and priorities of different
users. To this end, governments should enhance their capacity
to garner, monitor and incorporate users’ feedback,
satisfaction and needs. In particular, in order to foster
personalized e-services and identify needs and gaps in e-
service delivery, it is important to collect disaggregated data
on different citizen groups, analyze and monitor their specific
usage patterns, and share the data with citizens. This analysis
should form the basis for resource allocation and the
development of more personalized e-services for greater usage
opportunities. It is expected that with the right institutional
framework, policies and capacity-building efforts, progress in
enhancing the contributions of e-government to sustainable
development is within reach.

However, adequate funding is needed to enhance e-
government. Furthermore, it shows that there are challenges of
reducing the digital divide and increasing access to public
services by vulnerable populations and distant communities.
More than ever, mobile services, crowd sourcing, cloud
computing, e-service kiosks and other innovations of this sort

must be nurtured and supported and made available to all
segments of society.
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Daiga Dumpe, Irina Arhipova. E-parvaldes gataviba Latvija: pagatne un tagadne

P&tTjuma analizéta e-parvaldes gataviba ievieSanai Latvija. Papildus analiz&tas e-parvaldes attistibas indeksa izmainas un noveértéta e-parvaldes gataviba nakotné.
Kops 2002.gada Latvijas Ministru kabinets ir apstiprinajis e-parvaldes koncepcijas ievieSanu, un e-parvalde ir kluvusi par svarigu sabiedribas sastavdalu.
Informacijas un komunikaciju tehnologiju (IKT) loma p&c 2010.gada ir saistita ar uzlabotu dzives kvalitati, nodro$inot elektronisku piekluvi pakalpojumiem un
IKT prasmju apguvi, liekot akcentus uz cilvéku orient€tu sabiedrisko pakalpojumu vajadzibam. Latvija p&d€jos gados ir paradijusi ievérojamu progresu valsts
pakalpojumu elektronizacija. Eiropas Savieniba (ES) ir noteikti pamata e-pakalpojumi valsts un pasvaldibu iestadém, no kuriem Latvijas iedzivotajiem tagad ir
pieejami aptuveni 90%, un darba devéjiem - 100%. Sis raditajs ir lielaks neka vidgji Eiropas Savieniba. Analizgjot e-parvaldes attistibas indeksu (EGDI) un ta
ietekméjosos faktorus Latvija, ir skaidrs, ka EGDI ir tendences pieaugt, kas liecina, ka ir v€rojams progress e-parvaldes joma. P&tot visas tris EGDI komponentes,
ir skaidri redzams, ka 2010. gada ir bijis strauj$ kritums visam komponenteém, bet 2012. gada bija ievérojams pieaugums. Analiz&jot secinats, ka Latvijas IKT
raditaji ir augusi kop§ 2005. gada. Tom@r daudzi IKT raditaji joprojam ir zem ES vidgjiem raditajiem. Lidz ar to biitu nepiecieSams turpinat pasreiz&jo darbibu,
ka arT jaunas aktivitates, lai sasniegtu vidéjo ES Iimeni IKT joma. Lai efektivi palielinatu e-pakalpojumu izmantoSanu Latvija, jo Tpasi saistiba ar ilgtsp&jigu
attistibu, nepiecieSams ieviest efektivaku politiku un stratégijas, lai palielinatu inform&tibu un reklamas aktivitates, koncentrgjoties uz lietotaju vajadzibam. Batu
nepiecieSams izpétit un izmantot potencialos socialos medijus, lai nodro$inatu papildus e-pakalpojumu izmantosanu.

Jaiira lymne, Upuna Apxunosa. 'otoBHOCTB 3-ynpasiienusi B JIJaTBuH: npolLioe U HacTos ee

B mcceoBaHNy MPOBEJEH aHAIM3 TOTOBHOCTH 3-ynpaBiieHus B JlatBuu. J[ONONMHUTENEHO IPOaHATH3NPOBAHBI H3MEHEHNS MHIEKCAa Pa3BUTHUS d-YIPABICHHS U
OILICHEHA CTENEHb IOTOBHOCTH 3-ympaBieHus B Oynaymem. C tex mop, kak B 2002 roxy KaGuner mMunucTpoB JIaTBUM yTBEpAMJ KOHLEHLHUIO BHEJIPEHHS -
YIpPaBICHHUS, OHO CTAJI0 Ba)KHOH YacCThIO OOLIECTBEHHOrO Pa3BUTHA. Poilb MH(pOpMANMOHHBIX M KOMMyHHUKarMoHHBIX TexHoxoruit (MKT) mocme 2010 roma
CBsI3aHA C YJIyYIIEHHEM KadecTBa JKH3HH, OOecliedrBas JJIEKTPOHHBIH JOCTYI K yciayram H ocBoeHue HaBblkoB MKT, nemast akneHT Ha HeoOXOAMMOCTH
COIMATIbHO-OPUEHTHPOBAHHBIX OOIIECTBEHHBIX yCHyr. JlaTBus B mOCIeIHHE TOAbl MOKa3ala 3HAYUTENbHBIM Iporpecc B OOIACTH DICKTPOHU3ALNU
obmectBeHHBIX ycayr. B Espomeiickom Coroze (EC) ompeneneHsl HeoOXOAMMBIE 3JIEKTPOHHBIE YCIYTM B TOCYAApCTBEHHBIX YUPEXKICHHSAX U OpraHax
CaMOYIIpaBJICHUsI, U3 KOTOPBIX HTelsiM JIaTBUM B Hacrosiee Bpems NOCTYNHbI npumepHo 90% u paboroxarensm - 100%. DTOT mokasarelspb BbIIIE, YeM B
cpenneM B EBponeiickom Corose. AHanu3upyst uHAeKC pa3Butus 3-ynpasienus (EGDI) u Biausioniie Ha Hero ¢akTopsl Ha npumepe JlaTBuM, CTAHOBUTCS SCHO,
gyro EGDI TenaeHnus pocra ykassIBaeT Ha CYIIECTBEHHBIH IIporpecc B 001acTy 3-ynpasieHus. B pesynbrare uccinenoBanus Becex Tpex komnoneHT EGDI crenan
BBIBOJI, uTO B 2010 roay ObuT pe3kuii criaji BCeX KOMIIOHEHT, HO B 2012 rojay mpou3omiesn 3Ha4uTeIbHBINA UX poCT. B pe3ysibTaTe aHalm3a CAeNaHo 3aKI0UCHHE,
yro nokaszatenan UKT JlatBum yBenuuuBanucs ¢ 2005 roga. Oxgnako muorue nokasatenu UKT no-npexxnemy Humke cpequux nokasareneit EC. Takum o6pasom,
HeoOXxoauMo OyIeT MPOAODKATh CYMIECTBYIONIYIO IOIMTHKY, a TakiKe HOBBIC BHJBI IEATEIHHOCTH B IIEJISIX JOCTIDKEHUS CpeJHero ypoBHs mokasareneil EC B
obnactu UKT. B koHTekcTe ycroitumBoro passuThs JlaTBum i moBbImieHHs! Y)(GEKTHBHOCTH HCIIONB30BAHMS JIEKTPOHHBIX YCIYyr HEOOXOIUMO BHEIPUTH
3G (EKTUBHYIO MOJMTHKY M CTPATETHIO MO oOecreueHn0 MHGOPMUPOBAHHOCTH HACENICHUS, OPHUEHTHUPYSCh Ha MOTpeOHOCTH moib3oBarelneil. HeoOxomumo
HCCIIeIOBATh BO3ZMOXKHOCTH HCIIONB30BaHNS IIOTEHIINATA COL[HAIBHBIX MeIUa JUIS IPEIOCTAaBICHUS JOIOIHUTENbHEIX YIeKTPOHHBIX YCIIYT.
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