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Adopting new technologies into the practice of oadl government can
significantly improve the quality of public serviand the government’s general
performance. In this paper we present the resudlteun research on Poland’s
performance of e-government in comparison to EUidb IIMS12. The analysis is
based on data provided by Eurostat's Informationcidg's comprehensive
database. We find that Poland, on average, is fggdiehind other European
countries from both SMEs perspective and especfediyn citizens perspective in
implementing effective technologies in public secta this paper we deliver some
recommendations for the polish government.
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1. Introduction

Nobody, neither citizens nor enterprises, can esdepm interacting with
public authorities (or public administration inteemgeably). The more efficient
the interaction is, the less time and effort isdsskto take care of administrative
(official) matters. The key to transparent and dafiely working public
administration are digital technologies (informati®ystems, Internet, social
media). By implementing new technologies and lesyrfiow to use them in an
efficient way, we can speed-up significantly officimatters. Great amount of
papers may be done automatically using the compustead of time-consuming



manual methods (e.g. going to the office just tnsk piece of paper instead of
using e-signature or elD).

E-government is defined as utilizing the Interned ghe world-wide-web for
delivering government information and services itzens and enterprises [12].
In broader terms, E-governance is the public s&ctose of information and
communication technologies with the aim of imprayimformation and service
delivery, encouraging citizen participation in tdecision-making process and
making government more accountable, transparenetiective [9, 10].

The aim of this paper is to analyze the overallagion of e-government and
find biggest gaps of Poland in comparison to EU&kl (member states) and
NMS12 (new member states) from the perspective abh lzitizens and SMEs.
More specifically, we want to find biggest gapsPafish e-government in terms of
its usage and barriers of usage. Additionally, frhra citizens’ perspective we
want to analyze e-health, and from SMEs perspecgverocurement and
e-tendering which are all sectors of growing impode for e-government.

2. E-government usage among citizens

We begin this section by analyzing the biggest gafps-government usage
level (also analyzed by different levels of eduma)j and afterwards we check
what type of barriers can be the source of sucls.gapthe following subsection
we focus solely on e-health, since it is a field griowing importance in
e-government.

An interaction between public administration antizens mainly takes place
in areas concerning information, taxes, customssinegs registration, social
security, public health and environment. These sarage relatively highly
developed in terms of digital technologies compdoesther activities of the public
administration. The websites within these areasblen@ivils to fulfill their
obligations, take social contributions or gain &asct public services. According
to Eurostat’s questionnaires, citizens and entsgprinteract with public authorities
or services by Internet (excluding e-mails) for &imprivate purposes as presented
in Fig. 1. The overall number of citizens and emtiees interacting is two times
lower, compared to EU15, in every aspect.

In Poland, usage of digital technologies for intérey with public
administration by citizens is not as common asthreloEU countries (especially
EUL5), to say the least. In the core EU MembereStagvery second citizen is
obtaining information from public authorities’ wetes, in the leading Denmark -
eight out of ten, while in Poland — only everyHift
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Figure 1. Interaction with public authorities or public siees over the internet for private
purposes in the last 12 months for the followintivétees (2014)
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Figure 2. Usage of public authorities’ websites in the [E&tmonths (2013)

In Fig. 3 firstly we can note that in all aspectghe usage of public service
websites, Poland on average faces a gap with respddMS12 and especially
EU15 countries. The submission of income tax datlam is the main reason why
polish citizens use public services (14%). Compathms level of submission to
other EU15 countries leads to surprising findirtgat it is still twice as low (18 p.p.
less than in EU15). Moreover, it is disturbing itedfsuch big gaps in the usage of
websites for claiming social security benefits {ifies less usage), requesting
personal documents (5 times less) or visiting puliidraries online (2,5 times less).
This is important since these aspects play a kkyinodigital interaction between
citizens and public authorities, which will everitydead to an economy with
higher efficiency and will create positive spilloveffects on other areas of the
digital economy.

One of the main reasons for low interest of Potiglzens in e-government
services is the fact, that they still prefer takicaye of administrative matters in
person, by visits in offices. It may come from theck of confidence in
effectiveness of contact by website, or just beegqublic authorities do not allow
to contact them this way.
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Figure 3. Usage of public authorities’ or public serviceghgites in the last 12 months for
following private purposes — differences betweelafdand EU15/NMS12 (2013)
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Figure 4. Methods (other than websites) used for contagiirglic authorities for private
purposes in the last 12 months (2013)

Generally, people with lower level of educationdea use public authorities’
websites less often than others, but especiallfPotand this gap is very high.
E-government is slightly more common among Polidizens with medium
education level but the gap is still significantotNas striking (eye-catching) but
still significant is the gap in this regard betwdewlish people with the high level
of education in comparison with EU15.

In this context, it is worth taking a look at theasons of such situation. The
surveys’ results indicate that the main factorscalisaging European Union’'s
residents from using e-government (precisely, feumitting completed forms) is
the concern about protection and security of thensonal data, and also the lack
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of sufficient skills or knowledge especially amopgople with lower education
level. For people with higher level of educatiodiscouraging factor was the lack
of or a problem with electronic signature (elD).
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Figure 5. Usage of public authorities’ or public serviceghsites for at least one private
purpose in the last 12 months (2013) — by the lefreducation
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Figure 6. Reasons for not submitting completed forms usiegsites of public authorities
— percentage of those who have not submitted cdetpferms
in the last 12 months (2014)

Those Polish citizens — being a small minority -owdo use e-government are
mainly satisfied with the quality of provided sem$. The aspect that dissatisfies
them the most is the lack of information providedte progress (follow-up of the
request). Similar tendency can also be observedthier EU Member States.
It coincides with the results of OECD’s researchapen government daf8];
which points out that Polish public authorities dot enable users to give a
feedback on the website and generally do not peovaifficient support
(e.g. consultations of users’ needs or notificagiabout released datasets).
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Development of e-government in the field of e-Healt

In this short subsection we will try to assess l#nel of development of
e-health in Poland by looking at the usage levehgsroxy. One of the main
reasons why e-health is of growing importance isabee of Europe’s
demographic trends. These trends are driven byptpmlation ageing, which
causes healthcare expenditures to steadily riee(.9% of GDP in 1990 to 7.2%
in 2010, and predictably 8.5% of GDP in 2060) [&Jhat is more, applying new
technologies may notably enhance the quality &, limprove efficiency and
reduce costs of delivered services.

Taking that into consideration, European Commissidapted the first plan in
the field of e-health in 2004. Adoption of Articlel of Directive 2011/24/EU on
the application of patients’ rights in cross-bordegalthcare aims to: make
cooperation between European eHealth systems b&teteconomically and
socially), draw up a set of guidelines for datdéointeroperable, and at the same
time to have in mind the principles of data pratectincluded in other directives.
At the end of 2012, European Commission adopte@wa Action Plan for the
2012-2020 period. Plan consists of proposals dbmastintending to create mature
and interoperable eHealth system in Europe [1].
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Figure 7. E-health usage by patients Figure 8. E-health usage by general practitioners
(2013) (2013)

Polish citizens rarely check with Dr Google aboealth: in Poland only one
in four citizens, while in EU15 every second cigkeks health information.
Making an appointment with general practitionera @ website is not yet a
common activity, especially in Poland — over twmds smaller ratio than EU
average (5% compared to 13,5%). Poland is lagdangficantly in comparison to
Nordic countries, where electronic healthcare edusommonly.
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Instead of telephoning, communicating with healtbcaproviders
electronically can save both sides’ time and moey can be more convenient
since we may be able to look at the doctors’ scleednd choose which date is
most suitable for us. What is more, by making dthesystems more interoperable,
we will be enabled to use them internationally.

Lack of interoperability within the healthcare ®stresults in a low usage of
e-health by general practitioners as well. Poligittors, relatively to their
European fellows, very rarely either transfer prgsions to pharmacists or
exchange medical patient data between each othrey efectronic networks. This
is mainly due to lack of coordination of the fragrtexl regulatory framework and
lack of interoperability.

To sum up this subsection, main reasons for retilow development of
Polish e-health system compared to other EU camis due to severe financial
constraints in this sector and weak regulatory é&ark. However, stimulation of
innovation in the sector of e-health must be unoleegnot only to decrease gaps
with respect to other countries, but also to tat¢kke growing problem of aging
population in Poland and as a consequence in theVi#at is more, stimulating
innovation in this increasingly important sectorncéead to new business
opportunities and can help the polish economy becoore competitive.

3. E-government usage among small and medium enteiges

The aim of this section is to analyze the oveiitilation and find biggest gaps
concerning usage of e-government from the SMEgpetwe. Afterwards, in the
following subsection we analyze one of the most drtamt elements of
e-government for entrepreneurs which is the e-peueant and e-tendering.

Overall, nine in ten polish SME’s have declaredt ttiey contacted public
authorities using the Internet in the last 12 mengither to obtain information
from websites, obtain or submit forms (e.g. custangax\VAT declarations),
declare VAT or social contributions completely @tenically without a need for
paper work (including electronic payment, if regai). It is worth noticing that in
contrast to results in section 2, the gap betweeland and other European
countries in Fig. 9 is almost non-existent, butskeuld keep in mind that there is
always a room for improvement. The only countryt texiously lags behind other
EU Member States in using e-government by SMEmdhia.

It is interesting to see that Polish SMEs are di/@erforming much better
compared to the citizens in Poland in e-governnuisage. For example, the share
of enterprises returning filled forms in Polanchigher than in the EU. Next, the
share of enterprises obtaining information and forfrom public authorities’
website is on a similar level as in the EU (Fig).10
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Figure 9. Percentage of SMESs using Internet for interaciith public authorities (2013)
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Figure 10.Percentage of SMEs using the Internet for thevalg purposes (2013)

Polish SMEs are above European average as fortigpgocial contributions
completely electronically which is presented in.Hid. This is probably caused by
regulations obligating enterprises to report thhaat tvay. On the other hand, there
is enormous gap between Polish and European SMEgerims of VAT
declarations; less than one third of Polish SMEslade VAT completely
electronically, while in EU15 it is, on averageotthirds of SMEs.
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Figure 11.Percentage of SMEs using the Internet to decl&€ dt social contributions
completely electronically (2013)
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E-government in the field of e-procurement andreléging

As mentioned at the beginning of the section, ftbenentrepreneurs’ point of
view public electronic procurement and electromiodering are one of the main
aspects of eGovernment. With the Digital Single lk¢aion the way, it may be one
of its key aspects for SMEs, who should benefitrfldSM the most.

Public electronic procurement (eProcurement) refette use of the Internet
by enterprises to offer goods or services to pudlithorities. It may be done at
national or EU level. The eProcurement processageth on a number of stages
from the notification process (online availabilafprocurement notices and tender
specifications) through tendering, awarding, tompagt. eTendering is the stage of
an eProcurement process dealing with the preparatid submission of tenders or
proposals online. This includes bids submitted ublo open, restricted, or
negotiated procedures, as well as Framework Agreenaend Dynamic Purchasing
Systems (DPS).

Electronic procurement’s main advantages are retltreensaction time and
transaction costs, which together can be transiatednore profitable offers [11].
As such system requires some level of standardizdir offers, it may encourage
enterprises to use eProcurement at the EU levettiBhic platforms also enable
stakeholders to exchange information and data mficently, which on the other
hand may raise concerns of its security and priotecThe biggest advantage of
carrying out a procurement process in a classic igathe feeling of greater
confidence in honesty of the whole process: byigpdting physically and seeing
how all procedures play out. That should be thesaeawhy legitimate and
transparent governance over every electronic pemsent process is obligatory.

Compared to European Union, more Polish SMEs wess#rehic procurement
systems to access tender documents and specifisafithere are several Polish
platforms with databases that enable stakeholdedts search for such documents,
e.g. Biuletyn Zamowie Publicznych (Public Procurement Bulletin), but
unfortunately it functions only in Polish language.

As one of the stages of eProcurement, eTenderinge wheing done
electronically can improve effectiveness of a whotecess. Every fourth Polish
SME takes part in eTendering process to offer goodsservices in public
authorities' electronic procurement systems. Whainieresting is the fact that
Poland, along with Ireland, Lithuania and Estoféads the way in terms of using
electronic platforms for tendering in own country.

Polish SMEs declare a much higher use of electrpuiglic procurement
systems for offering goods or services than thainopean counterparts. According
to our consultations with two independent publioqurement experts, this might
result from the fact that a lot of tenders in Pdlame finalised with electronical
auction, which is an additional stage after thei@diendering process. If this is the
reason for such an impressive result, then we magdl with sort of the
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misinterpretation of a survey's question. Electcahi auction should not be
considered as e-tendering because the main stagteofiering is bidding, which
due to participants’ preferences is most often ootetl in a traditional way in
Poland.
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Figure 12.Percentage of SMEs using Internet for accessimietedocuments and
specifications in electronic procurement systemgutific authorities (2013)
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Figure 13.Percentage of SMEs using Internet for offeringagoor services in public
authorities' electronic procurement systems - e&end (2013)

4. Summary and recommendations

Results of our study indicate that in comparisothweither European Union
members, Polish citizens, especially those with émucation level, show a little
interest in utilizing e-government services. Thesevices are considered as
obtaining information, obtaining forms or returniogmpleted forms, using public
authorities’ websites. Use of e-government by Patitizens mainly comes down
to submitting income tax declaration, but stillréaés a big gap in comparison with
other EU countries. The main reasons behind ijpegéerences (or a necessity) to
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contact public administration by visits, as wellcasicerns about security of data to
be transferred or a lack of sufficient digital &kilThe main factors discouraging
from using government websites are mostly a badityu provided information
or technical failures. Furthermore, one of the maptand-coming areas of
e-government is e-health, which unfortunately had been developed and
popularised in Poland enough yet.

In the case of small and medium enterprises sitndtioks more promising,
as Polish SMEs declare a relatively frequent useswth services as their
counterparts in other European Union countriessR@MEs good performance in
terms of use of e-government might partly reswtrfrtop-down regulations which
for example, obligate enterprises to report sociahtributions electronically.
We also find, that Polish SMEs frequently declatng public authorities'
electronic procurement system, especially for affgr goods or services.
Considering our consultations with two independeuiblic procurement experts’
this result may be caused by misinterpretatioruofesy’s question.

For enhancing the use of e-government servicesrteffrom citizens and
officials, as well as policymakers are necessahg Key is to perceive the role that
digital technologies can play in improving the prss of administrative matters.
From officials’ side, it is necessary to improve rfpemance of public
administration (central and local) services. It rbaydone by enabling an access to
broader range of electronic services and informatiod generally, enhancing the
interaction and communication with recipients. £&tis should become more
engaged in governance and decision-making processeslso crucial to make a
change in the attitude and approach for digitatises by being more willing to
use them, as digital solutions are aimed to impuedity of our life. Otherwise, if
there is no desire for making each other life’sexashe whole transition process
might affect us even worse.
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