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1. About the Method Paper  
  

This is an update of the eGovernment Benchmark Method Paper that was originally released in July 2012 and 
updated in 2015. This version now includes the full set of life event models and personas, and other changes that 
have been implemented concerning the data collection done in 2015 and 2016. The accompanying reports were 
published in 2016 and 2017 respectively. In case of questions do not hesitate to contact the European Commission 
or authors of this document. 

1.1. Ambition of the eGovernment Benchmark 

In 2011, the eGovernment Benchmark method was revised for the first time. The ‘old’ 20 services measurement had 
reached saturation, and new policy priorities adopted by the European Commission and Member States required new 
insights to monitor progress. Hence, in 2012, the method was aligned with the eGovernment Action Plan 2011-20151. 
It responded to demands of the eGovernment Action Plan for yearly monitoring. It evaluated the Action Plan across all 
four policy priorities through a multi-dimensional framework. It focused on a new set of domains of government 
activity and assessed many of them in-depth, from the viewpoint of the user (either business or citizen). 

For the eGovernment Benchmark to remain relevant, it is necessary to consider new elements on regular basis. Having 
concluded a full cycle in the period 2012-2015, 2016 was an appropriate timing to consider innovations in the method. 

The European Commission, Member States and stakeholders have been working on a new eGovernment Action Plan. 
The underlying principles of this plan comprehend the main trends in public service delivery, and are therefore an 
appropriate starting point for updating the eGovernment Benchmark method. 

1.2. Towards the launch of the eGovernment Action plan 2016-2020 

The Action plan for 2016-2020 is at the basis of the eGovernment Benchmark. It is an evolving and dynamic action 
plan. It will take input from stakeholders into account on a yearly basis. Through an online platform stakeholders are 
encouraged to propose new ideas for the future action plan.  

The Action plan envisions digital, border-less and open 
public administrations: 

• User-friendly, digital service delivery to reduce 
administrative burden; 
 

• Connecting public administrations across Europe 
to facilitate seamless cross-border service delivery 
and re-use of successful technologies; 
 

• Opening government data, services and 
processes to engage third-parties to create better 
or new services and help improve policies.  

 

The following set of principles is supportive in determining the actions: 

• Digital-by-default: actions should privilege online delivery of services while still enabling other channels for 
those who are disconnected by choice or necessity, to ensure inclusiveness; 

• Cross-border by default: actions should not create new barriers to the internal market; 
• Once-only principle: actions should require citizen / business data/information only if not yet in possession of 

an administration; 

                                                                 
1 http://ec.europa.eu/information_society/activities/egovernment/action_plan_2011_2015/index_en.htm 
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• Inclusive by default: actions should enable all citizens and businesses to interact with the administration; 
• Privacy & data protection: all digital public services must be designed with full respect for the protection of 

personal data as a fundamental right; 
• Open & transparency by default: actions should be open for reuse or transparency. 

 
These and many other changes compared to previous editions will contribute to raising the profile of the 
measurement further and ensure the Benchmark remains internationally recognized and relevant. The reports and the 
data can be found on the European Commission’s website.  
 

1.3    Elaboration of the Method Paper 

This Method Paper contains the technical description of the annual eGovernment Benchmark project. 

It builds on two preparatory Member State workshops2 and three preceding documents:  

 The original eGovernment Benchmark Framework 2012-20153 (from July 2012) 
 The method paper update4 (from July 2015) 
 The method paper update for the new cycle 2016-2019; a follow-up Benchmarking Note that was shared with 

Member States after the workshops in 2016 and 2017 

The original Method Paper was elaborated through a collaborative online process with Member States, whereby draft 
sections and versions were posted on a protected shared web space (in total, four uploads were done). Member State 
legates were requested to comment on the drafts and react to each other’s’ comments. This online collaborative 
process took place from March to May 2012. The Method Paper that was output of this process is still the foundation 
of the eGovernment Benchmark. It structures the measurement around indicators determining state-of-play of four 
key priorities: 

o User-centricity of public services  
o Transparency of public services, personal data and public authorities  
o Cross Border Mobility indicating availability of services for foreigners  
o Availability of Key enablers that drive eGovernment services 

The update in 2015 collated the complete series of seven life events (four of these were determined with Member 
States after the first measurement in 2012) and some updates in the questionnaires. 

This update (2017) includes the addition of an eighth life event “family life” and updates in the indicators and 
questionnaire. We have decided to leave out the method for the separate user survey that was conducted in 2012 as 
it was not part of the measurement in the recent years. 

 

1.4  How to read this document 

This Method Paper contains the following sections: 

 Chapter 2- Benchmark Framework 

This chapter gives an overview of the benchmark Framework. It explains how the Framework relates to the 
eGovernment Action Plan. It provides an overview of the methods and domains which are represented in the 
Benchmark.  

 Chapter 3- Mystery Shopping and top level overview 

                                                                 
2 21 January 2016 and 13 February 2017 

3 https://ec.europa.eu/digital-single-market/sites/digital-agenda/files/eGovernment%20Benchmarking%20method%20paper%20published%20version_0.pdf  

4 http://ec.europa.eu/newsroom/dae/document.cfm?action=display&doc_id=10036  
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Chapter 3 contains the technical details on the calculation of indicators concerning the key method used in the 
Benchmark: Mystery shopping. This chapter also includes the general research approaches and (in annex) the 
corresponding questionnaires and process models for the life events. 
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2 Benchmark Framework 
 

2.1   Overview 

The 2011-2015 eGovernment Action Plan contained four political priorities, to which the Benchmark Framework was 
aligned: 

• User Empowerment 

• Digital Single Market 

• Efficiency and Effectiveness 

• Pre-conditions  

Although the policy priorities in the 2016-2020 eGovernment Action plan are slightly different, the analysis still covers 
the EU policy priorities. The benchmark analysis takes place along the lines of four top-level benchmarks:  

• User-centric Government  

• Transparent Government  

• Cross Border Mobility  

• Key enablers  

The method presents a set of indicators under each Top-Level Benchmark.  

• The Top-Level Benchmark on User-centric Government assesses: 
o Online availability: the extent to which a service or information concerning the service is provided online, 

and via a portal; 
o Usability: online support and help features; 
o Mobile-friendliness: the ability to provide services through a mobile-friendly interface; an interface that 

is ‘adopted’ to the mobile device. The data collection for this indicator is done via an automated tool. 

• The Top-Level Benchmark on Transparent Government evaluates the extent to which governments are 
transparent with regard to:  

o the process of service delivery,  

o their own responsibilities and performance, and 

o the personal data involved.  

• The Cross Border Mobility Benchmark, indicates the extent to which customers of public services users can use 
online services in another European country. It evaluates: 

o Online availability: the extent to which a service or information concerning the service is provided online 
o Usability: online support and help features 
o The opportunity of using an eID or eDocuments for using services in another EU country 

• The Top Level Benchmark on Key enablers indicates the extent to which technical pre-conditions for 
eGovernment service provision are used. It assesses the availability of four enablers: 

o eID: Electronic Identification (eID) is a government-issued document for online identification, and 
authentication; 

o eDocuments: a document which has been authenticated by its issuer using any means recognised under 
applicable national law, specifically through the use of electronic signatures, e.g. not a regular pdf or 
word doc; 



eGovernment Benchmark Method Paper 2016 
 

 

 
 
 

 9

o Authentic sources: Authentic Sources are base registries used by governments to automatically validate 
or fetch data relating to citizens or businesses; 

o Digital post: assesses whether public authorities allow citizens to receive communications digitally only, 
and hence reducing paper mailings. Digital Post refers to the possibility that governments communicate 
electronically-only with citizens or entrepreneurs through e.g. personal mailboxes or other digital post 
solutions. 

The table below shows the changes in indicators for the series 2012-2015 and after 2016. 

 

Benchmarks: Indicators 2012-2015: Indicators from 2016: 

User centricity Online availability 

Usability 

Ease and speed of use 

Online availability 

Usability 

Mobile friendliness5 

Transparency  Transparency of service delivery 

Transparency of public organisations 

Transparency of personal data 

Transparency of service delivery 

Transparency of public organisations 

Transparency of personal data6 

Cross-border mobility Online availability 

Usability 

Online availability 

Usability 

Cross-border eID 

Cross-border eDocuments 

Key Enablers Authentic sources 

eID 

eDocuments 

eSafe 

Single Sign On (SSO) 

Authentic sources 

eID7 

eDocuments 

Digital post 

  

2.2 Methods 

The Method Paper at hand solely focuses on Mystery shopping, which is the core measurement of the eGovernment 
benchmark.  

 
Mystery shopping is a mature method (Core measurement) that generates hard, i.e. comparable Benchmark data 
since 2012. It entails the use of Mystery Shoppers who are trained and briefed to observe, experience, and measure a 
(public service) process against a detailed, objective evaluation checklist by acting as a prospective user.  

                                                                 
5 Mobile friendliness was also measured in 2014 and 2015 as proof-of-concept indicator. It was not part of the 
calculation of the User Centricity Benchmark in those years, but presented as separate index. 
6 In 2016, an additional question was added to the questionnaire for this indicator 
7 In 2016, two additional questions were added to the questionnaire for this indicator 
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An automated online assessment tool is used for the assessment of ‘Mobile friendliness’.  

In 2012, a user survey was conducted to assess eGovernment use, satisfaction and fulfilment of citizens with 19 core 
eGovernment services. The method for this survey is still available online in the old method paper8. 

In addition, the Commission explores new methods for the eGovernment benchmark, so-called pilot measurements. 
The results of a pilot measurement will be published separately. 

 

2.3  Domains  

The eGovernment Benchmark applies to a set of government domains. A domain is an ‘area of government activity’; 
listings of domains can for example be found in the classification of the United Nations which is adopted by Eurostat9 
(to which we make reference as from here).  

Each domain is measured through a Life Event approach. Each domain is assessed in-depth. The approach taken is to 
evaluate a subset of four life events in year 1, another subset of four life events in year 2 and repeat the subsets every 
two years, in years 3 and 4 respectively.  In 2016, an extra life event “family life” was added to the benchmark.  

This approach builds the new basis for comparison gradually, over time as requested by Member States. It prevents a 
‘big bang’ approach which would concentrate effort and workload over a much shorter period of time. It also better 
allows countries to implement improvements in time before the next measurement unfolds. 

The following domains are reviewed: 

 2012: Employment/losing and finding a job; Education/studying; Economic affairs/start up and early trading 
activities of business 

 2013: Justice/Starting a small claims procedure; Economic affairs/Regular business operations; 
Transport/Owning and driving a car, General administration/Moving10 

 2014: same as in 2012 
 2015: same as in 2013 
 2016: same as in 2012 plus new life event “Family life” 
 2017: same as in 2013 

From 2016, the Benchmark covers eight domains which is both an appropriate and feasible scope. By appropriate we 
mean that the scope of domains covers a reasonably wide range of government functions impacted by 
eGovernment11, similarly to the 20 services. By feasible we mean that the approach is manageable in terms of 
workload and budget for Member States, the European Commission and the provider consortium. 

Out of these eight domains, a few specifically relate to local government; two to eGovernment services for Business 
(Economic affairs domain); and others to high impact eGovernment services for Citizens 
(Employment/Education/Health/Justice domains). 

Member States have two years to analyse findings and implement improvements in the domains. An evaluation every 
two years is better suited to capture improvements than a yearly evaluation.  

What is important to note is that the Benchmark results will be published in two separate volumes addressing 
different audiences: a high-level Insight report for eGovernment leadership, and a detailed Background report for 
anyone operating in eGovernment on a daily basis. The research data are available in machine readable format. Also, 
country factsheets present core data per country. 

 

                                                                 
8 See: https://ec.europa.eu/digital-single-market/sites/digital-
agenda/files/eGovernment%20Benchmarking%20method%20paper%20published%20version_0.pdf 
9 http://epp.eurostat.ec.europa.eu/statistics_explained/index.php/Glossary:Classification_of_the_functions_of_government_(COFOG) 
10 The domains for 2013 were decided early 2013 through a collaborative EC-MS approach. 
11 For a classification of government domains, please see 
http://epp.eurostat.ec.europa.eu/statistics_explained/index.php/Glossary:Classification_of_the_functions_of_government_(COFOG). 
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2.4  Reading key for biennial rolling averages 

In 2012 & 2014 and 2013 & 2015 the same Life Events were assessed on the same indicators. Throughout the years, 
the results will be compared - both in the rankings and in the spiders – as follows: 

 

A) Compare Life Events directly  

Direct comparison is only possible as follows, as the same Life Events are not measured annually, but biennially: 

• 2014: 2012 versus 2014  
• 2015: 2013 versus 2015 
• 2016: 2014 versus 2016 (not including ‘family life’ life event) 

 

B) Compare across Life Events with biennial rolling averages 

A comparison across Life Events is possible once all Life Events have been measured, that is as from 2013. 

• 2012: no comparison 
• 2013: first availability of indicators for all 8 Life Events (combining the 2012 and 2013 measurement), no 

comparison 
• 2014: compare 2014 & 2013 to 2013 & 2012 
• 2015: compare 2015 & 2014 to 2014 & 2013 

 

The concept of the biennial rolling averages is illustrated in below figure. 

 

 

A first overall ranking was available from 2013, once all Life Events have been measured once. For each year after 
2013 a new ranking can be drafted based on all Life Events, of which half of them will have an updated/increased 
score. This way each country can improve each year as the biennial average takes into account the scores for the Life 
Events in the previous year plus the scores for the improved Life Events of the current year.  

In 2016, various changes were made to the life events under evaluation (inclusion of ‘Family life’ as new life event), 
the indicators (introduction ‘Digital Post’; exclusion of ‘eSafe’ and ‘SSO) and to the questionnaire (new questions for 
eg Personal Data and eID). As a result, new biennial averages will be build from 2016 onwards in similar fashion as was 
done in the period 2012-2015.  
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3 Mystery Shopping 
 

3.1 In brief 

Mystery Shopping is a proven evaluation method of online offerings of all kinds which places the user journey and 
experience at the centre of attention of the evaluators. It involves the use of Mystery Shoppers who are trained and 
briefed to observe, experience, and measure a (public service) process by acting as a prospective user.  
 
Mystery Shopping can be used for comparing service offerings in different EU countries in terms of the services 
available and their quality. 
Examples for such comparative studies include:  

 ‘Consumer Market Study on the consumers’ experiences with bank account switching with reference to the 
Common Principles on Bank Account Switching’ (European Commission, Health and Consumers Directorate-
General )12;  

 ‘Mystery Shopping Evaluation of Cross-Border eCommerce in the EU’ (European Commission, Health and 
Consumers Directorate-General)13; ‘ 

 Online Cross-Border Mystery Shopping- State of the e-Union’ (The European Consumer Centers’ Network)14. 
 
In the context of the eGovernment Benchmark, Mystery Shopping focuses on the capability of public administrations 
to provide eGovernment services.  The evaluation covers:  

1. services’ availability;  
2. services’ usability;  
3. the transparency of service delivery processes, of public organisations and the handling of personal data;  
4. the integration of IT enablers in the service delivery chain.  

 
The evaluation encompasses Life Events, a concept that was introduced to the eGovernment Benchmark in 2010.  

‘Life events are package government services which are usually provided by multiple government agencies around a 
subject that makes sense to the citizen. The IT systems of the participating government agencies then co-operate (i.e. 
interoperate) for the seamless delivery of the e-service.’15 
 
The following Life Events were evaluated in 2012 and 2014 and 2016:  

 Losing and Finding a Job; 
 Start Up and Early Trading Operations of Businesses; 
 Studying. 

In 2013 and 2015 and in 2017: 
• Regular business operations; 
• Moving; 
• Starting a small claims procedure; 
• Owning and driving a car. 

And newly added in 2016:  
 Family life. 

 
Each Life Event is assessed against a detailed evaluation checklist. This checklist objectively documents the availability 
of services and their features. Evaluation questions are most often binary, with two (yes/no) answer options. Finally, 
Mystery Shoppers are requested to report on best practice cases verbatimly. The quantitative data generated by the 

                                                                 
12 http://ec.europa.eu/consumers/rights/docs/switching_bank_accounts_report_en.pdf 
13 http://ec.europa.eu/consumers/strategy/docs/EC_e-commerce_Final_Report_201009_en.pdf 
14 http://ec.europa.eu/consumers/ecc/docs/mystery_shopping_report_en.pdf 
15 http://ec.europa.eu/idabc/en/document/1644/5848 
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Mystery Shopping are put under the central experts’ and Member State legates’ scrutiny for sign-off to ensure their 
accuracy.  
Great care is given to the possibility for Member States to validate the results to the greatest possible extent. 
However, Mystery Shoppers are not allowed to actually transact. If this prevents a shopper from assessing a service, 
the shopper will search for general available information on the website that could give an indication and answer the 
question. This distinction will be made explicit for Member States in the validation of results. When the Shopper still 
does not succeed, the option will be left blank and input from the Member State is needed to provide the answer.  
 
The Mystery Shopping methodology builds on prior Benchmark experience with the web survey and the 2010 Life 
Events assessment. The methodology has been designed to on the one hand effectively address the limitations of 
previous tools, and on the other hand reduce the workload of Member State legates. The box below further explains 
these considerations. 
 
Methodological improvements through Mystery Shopping 
 
The Mystery Shopping methodology builds on prior Benchmark experience with the web survey and the 2010 Life Events 
assessment. The methodology has been designed to on the one hand effectively address the limitations of previous tools, and on the 
other hand reduce the workload of Member State legates. 
 
In terms of Scope the following notions are relevant: 

√ Mystery Shopping covers a set of interrelated services (i.e. a Life Event) instead of a single service (≠web survey of the 20 
 services). 

√ Mystery Shopping evaluates interactions with multiple administrations and across multiple web sites. 
√ Mystery Shopping focuses on a few (high-impact) domains and assesses them in depth including metrics such as Key 

 Enablers and Transparency. 
√ Mystery Shopping is case-based. Each case is based on a fictive persona which is detailed in terms of age, gender, 

 occupation, and needs parameters.  
√ Whilst Mystery Shopping remains strongly data-driven, Mystery Shoppers also report back on their Shopping experience 

 verbatimly to identify good practice. 
 
In terms of Burden the following notions are relevant: 

√ Mystery Shopping is an external assessment conducted by analysts instead of Member State legates. 
√ Mystery Shoppers both identify the URLs to survey and perform the actual evaluation. 
√ Training, Q&A and helpdesk are fully centralised. Each Mystery Shopper receives the same training and briefing. 
√ Two shoppers conduct the same evaluation. Discrepancies in results are detected automatically, well before they are 

 submitted to Member State legates for validation. 
√ Mystery Shoppers could in subsequent years evaluate additional services and/or an adapted scope. 

The next section provides additional details on the Mystery Shopping approach. 

 

3.2 Life Events and Personas 

For each domain, use cases and Life Events modelling a potential user journey are defined. Life Events have already 
been introduced in the 2010 Benchmark edition16 as a powerful tool to assess eGovernment service delivery from the 
User perspective, measuring public service processes alongside a user path, regardless of the administrative structure 
and service delivery responsibilities within a country. The Life Event approach enables the study team to integrate 
different aspects of public service delivery (such as online availability of services, cross border mobility and key 
enablers) into a single, comprehensive measurement journey. 

 

Basic and extended services 

                                                                 
16 ‘Starting Up a Business’ and ‘Losing and Finding a Job’ 
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Assessing a Life Event implies evaluating a sequence of services and administrative procedures from the viewpoint of 
the user. This means that for each Life Event, the Benchmark covers all relevant interactions with Government an 
individual or business may seek. This requires that the Benchmark considers both the availability of:  

 Basic services: services and procedures needed to fulfil the essential requirements of a Life Event, i.e. core 
registration and other transactional services 

 Extended services: services and procedures that go beyond the basic requirements of a Life Event, i.e. 
Government providing services for convenience and competitiveness in a ‘providing environment’, facilitating 
and easing the user on his journey 

 

National and cross-border services 

A second typology of the services within the Life Event process model concerns the distinction between national and 
cross-border services. For instance: 

 For ‘Business Start-ups and Early Business Operations’, services related to the registration phase will be 
assessed from a cross-border perspective. 

 For ‘Studying’, almost all services are relevant and can be assessed from a cross-border perspective, except 
for when a service concerns a specific national procedure (eg ‘request portability of student grant abroad’).  

The Life Events ‘Losing and Finding a Job’ and ‘Family life’, will not be assessed from a cross-border perspective. The 
EURES initiative covers the cross-border aspect of ‘finding a job’ and ‘losing your job’ can be best considered as part of 
another Life Event, such as ‘working and living abroad’.  

Cross-border assessment means that a citizen from country A will apply for a service in country B. The Mystery 
Shoppers will hence assess their national country as well as a foreign country. The allocation of Shoppers to a country 
will be done as follows: 

 The cross-border assessment for country A will be done by 2 other shoppers than those in charge of the 
national assessment. They will both shop from the same country. Two foreign countries will be chosen for the 
cross-border assessment (one for the citizen LE and another for the business LE). The first country will be 
chosen based on migration flows data by Eurostat (the one with the most relevant flow will be chosen) while 
the second one will be chosen completely at random17. 

 

Modeling approach 

The approach used to model the Life Events consisted of four steps: 

1. Desk research to identify relevant services. EC and national websites were researched and relevant studies 
regarding the various domains were used to determine the individual process steps of each Life Event.  

2. Describing a persona for each life event, based on the desk research and available statistics in the domain. 
Each persona is described through parameters such as locality, age, gender, occupation and needs. 

3. Piloting the process model in randomly selected countries to determine if the process model is likely to apply 
in the benchmarked countries. 

4. Finalisation of the draft process model based on Member State comments during the methodological 
preparations’ phase. Each Life Event distinguishes a few general stages, composed of individual services. 

 

                                                                 
17 The allocation of mystery shoppers to specific countries is included in Annex D. 



eGovernment Benchmark Method Paper 2016 
 

 

 
 
 

 15

Selection criteria applied when identifying services as basic services are: 

 Applicability in most of EU28+; 
 High-impact, including essential steps regarding the Life Event without which a user would not be able to 

complete his journey (e.g. key registration services, legal obligations); 
 Consistency with the 2010 Life Event models (in the case of ‘Starting up’ and ‘Losing and Finding a Job); 
 Relevancy of a service based on desk research insights into relevant (EC and Erasmus) studies; 
 Results of piloting the Life Event process model from the perspective of the persona, in a selection of 

Member States; 
 The collaborative process with Member States and European Commission consultation. 

Selection criteria applied when identifying services as extended services are: 

 High-value, value-add services with innovation potential and/or relevance from a policy perspective and 
aimed to increase convenience for the user and/or competitiveness of public sector service delivery and a 
country’s economy; 

 Results of piloting the Life Event process model from the perspective of the persona, in a selection of 
Member States; 

 The collaborative process with Member States and European Commission consultation. 

The elaborated process models and personae for each Life Event can be found in the Annex A.  

 

3.3 Approach 

The research approach to Mystery Shopping consists of the following steps: 
Steps which are part of the Methodological preparations: 

 Step 1- User Journey Mapping and description of personas 
 Step 2- Determining the sample size per country  
 Step 3- Preparation of draft questionnaire 
 Step 4 -Definition of indicators 

 
Steps which are part of the field work: 

 Step 5- Selection of URLs by Mystery Shoppers and reporting on web sites’ specific eID requirements 
 Step 6- Landscaping and validation of URLs by Member State legates 
 Step 7- Programming, testing and finalization of questionnaire 
 Step 8- Training of Mystery Shoppers 
 Step 9- Questionnaire roll out  
 Step 10- Data processing and quality control 
 Step 11- Validation with Member States 
 Step 12- Final data editing and computation of indicators 

 
Step 1- User Journey Mapping/Description of personas 
The first step of the research is to model the User Journey and describe the personas and use case scenarios for each 
Life Event under evaluation. These are described in section 4.4 and Annex 2 below. 
 
Step 2- Determining the sample size per country 
The second step consists of determining the sample size (i.e. number web sites to visit) for each country.  
The sample sizes are kept as consistent as possible across countries, taking into account the service delivery structure 
(i.e. services possibly being delivered at the regional or local level) and size of the country. The sample size per country 
is shown in section 4.5 below.  
 
Step 3- Preparation of draft questionnaire 
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The third step consists of drafting the questionnaire on which Mystery Shoppers base their evaluation. The 
questionnaire is provided in Annex 3 and Annex 4. This questionnaire is extensively based on previous benchmark 
surveys.  
 
Step 4- Definition of indicators 
The fourth step consists of defining the indicators the method will generate. They are described in section 4.6.  
 
Step 5- Selection of URLs by Mystery Shoppers and identification of specific eID requirements 
In 2010, the web sites to survey were provided by Member State legates. With the new method, the URLs will be 
identified and collected by Mystery Shoppers with support from the central team in a dedicated preparatory field 
work phase. The selection of URLs is organized according to a White Box approach.  
 
A White Box approach is a research approach where the researcher is provided with all available information on the research 
subject prior to the assignment.  
 
In the context of the eGovernment Benchmark, a White Box approach implies that the Mystery Shoppers receive all 
information the provider consortium holds prior to their assignment. They receive the URLs from previous years and 
verify i) whether they are still operational and ii) whether they still correspond to the service under evaluation.  
 
When verifying and identifying the URLs, Mystery Shoppers are further requested to note, for each web site, whether 
there are any specific identity requirements for accessing it. 
Such requirements can be: 

 A generic electronic identifier (e.g. a national eID card) 
 A specific electronic identifier (e.g. a matriculation number for students) 

 
Furthermore, to gain better insight on the use of authentic sources, during the landscaping phase mystery shoppers 
are asked what authentic sources are used and whether authentic sources can be used to pre-fill forms for foreign (EU 
users). 
 
 
Step 6- Landscaping and validation of URLs by Member State legates 
Based on the URL list elaborated in the previous research step, Member State representatives are requested to 
complete their country landscaping.   
The information request to Member States is strictly limited to: 

 whether the portals (or domain websites) which have been pre-selected are the correct portals to refer the 
research to (tick box and entry field for new URL; this part of the landscaping is pre-filled based on 
information available from previous measurements). 

 whether a given service is provided automatically (tick box and entry field for explanation).  
 whether a given service is to be considered non-relevant (tick box and entry field for explanation; this will be 

pre-filled based on available information from previous measurements). 
 whether a given services is provided by the private sector (tick box and entry field for explanation). 
 If a service is provided mandatory online. 

 
Countries can, on a voluntary basis, validate their country URLs and request changes they deem necessary. These 
requests will be examined by the central team. 
 
Automated service provision refers to a service being provided to the user without the user having to request it. A 
service for instance is entirely back-office enabled through base registries (Example: in a given country, an 
administration will never request a certificate of good conduct from a user when the administration has access to it 
via a base registry). Automated service provision hence does not involve any interaction whatsoever of the user with 
the administration to obtain the specific service. It may, however, be the consequence of a previous interaction with 
the administration related to another service (Example: business starter allowances are granted automatically, once 
the entrepreneur has registered his business with public authorities). 
 
Services considered not-admissible for scoring (non-relevant/not-applicable services) are only services to which the 
following assumptions applies:  
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 Basic service (non-relevant): The service is not required for the fulfilment of the persona’s basic needs (as in 
2010); 

 Basic service (not-applicable): Ruling law that makes digitalization of the service impossible when this is 
functional to higher priorities than customer satisfaction 18; 

 Extended service (non-relevant): In general, no exceptions are admitted (except cases where a service does 
not make sense in the specific national setting). 

Member States will have to provide an explanation in the landscaping, when they want to consider a service as non-
admissible, with more detailed explanations on the motivations behind not-applicable services. 
While non-relevant services won’t be visualised in the LE description in the country profiles, not-applicable services 
will be mentioned with explanations that will state why they are not applicable. 
 
Services provided by the private sector (no matter if explicitly on behalf of government or not) or any other 
intermediary (e.g. a Chamber of Commerce requesting Business certificates on behalf of the user for enterprise 
creation purposes) will be taken into account as regards the measurement. When a specific service is provided by the 
private sector, this will be made very clear in the presentation of results. It is relevant for a reader to know whether a 
service is not provided by the government or not provided at all. The criteria used for including a private sector entity 
in the measurement is the following: 

 Basic service: The private sector is fulfilling a public role (either explicitly or implicitly)) and therefore is 
monitored; 

 Extended service: If the private sector provides the service endorsed by (in collaboration with) the public 
authority and/or if a link to that service is provided in a public administration’s website, is monitored 
otherwise the private sector is not monitored (but the service is still scored).  

 
Step 7- Programming, testing and finalisation of questionnaire 
The next step is the programming and testing of questionnaires to ensure the robustness of the methodology.  
 
Based on the previous steps, an electronic questionnaire is prepared. First, a functional analysis is carried out to 
highlight the appropriate solution to be implemented in order to facilitate the collection of the information and to 
allow an automated comparison of results with data collected in the previous rounds. A technical analysis then 
specifies the architecture of the questionnaire required for this activity. Finally, several test simulations are carried out 
on the questionnaire and supporting documentation is produced to facilitate the data collection. 
 
The functional analysis of the future IT questionnaire is highly important. It requires thorough knowledge of 
questionnaires used in the past in order to provide an approach guaranteeing the compatibility of outputs produced 
so far. The technical analysis complements the functional analysis and leads to a complete prototyping of the 
questionnaire. This is conceptualised through a transaction flow graph i.e. the completion of the whole questionnaires 
through the following iterative steps: 

 Selection of a given domain 
 Selection of a given service 
 Selection of a given URL 
 Answering the predefined questions 

The development of functions must also be in line with the functionalities defined in the functional analysis. If 
required, a sequential approach is used to define the sequence of services to follow. Furthermore, a user guide is 
produced to help the user throughout the process.  

                                                                 

18 For instance, If a country can proof its reasons that requiring a personal visit is part of an overall strategy to get people back into work in an 
efficient and effective way, it feels unfair to ‘punish’ them with a lower score: these services will be considered as ‘not applicable’ and they won’t be 
taken into account in the scoring. 
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Tests are performed to ensure that the IT questionnaire corresponds exactly to the user needs specified in the analysis 
and definition phases. Tests also aim to ensure constant high quality in deliverable items. Before roll-out, each 
Mystery Shopping questionnaire is tested in 3 randomly selected countries. The finalization of the questionnaire 
incorporates the findings of the testing phase. Testing only comprises its functionality, not the content of the 
questions.  
 
When the same Life Events are measured for a second time (i.e. Business Start-up, Losing and Finding a Job and 
Studying are measured in 2012 and 2014 and 2016; Regular business operations, General administration: moving, 
Owning and driving a car, Starting a small claims procedure are measured in 2013 and 2015), the related 
questionnaires are prefilled with the series collected during the previous exercise. This action concerns only still 
available or relevant URLs. 
Therefore, during the assessment process, the Mystery Shopper is able to keep the prefilled answers or to update 
them when necessary. Changes can be motivated in a specific comments box. 
The gain of this approach is twofold: reduction of costs related to the fieldwork and improvement of the evaluation 
process by accentuating qualitative feedbacks (each change is conscientiously motivated). 
 
Furthermore, for ‘yes/no’ questions, the questionnaire offers to the shopper the possibility to declare that the 
question is not relevant for the service (coded ‘NR’). This information is extremely important for commenting the 
results. For each ‘NR’ answer, the shopper has to motivate his choice. The shopper might be contacted by the team in 
charge of data control (see step 10) for clarifications when required. 
 
Step 8- Training of Mystery Shoppers 
Mystery Shoppers are trained and briefed entirely centrally.  
Each Mystery Shopper receives a detailed research manual. This research manual explains:  
the research context and scope (in particular, definitions to be respected: of Life Events, of their process steps and 
specific services) 

 the research procedure (a briefing on the personas which Mystery Shoppers need to adopt; the order of 
steps to take; the time lapse to be respected; data entry requirements and typing rules) 

 technical advice (activation of questionnaire functionalities) 
 content advice (FAQs on the content of the questionnaire) 

 
A few days after receipt of the manual, the central team organizes a one-on-one intake telephone conference with 
each researcher to discuss any outstanding matters. 
 
During the research, Mystery Shoppers receive automated feeds on FAQ and similar. A helpdesk is set up, providing 
continuous support to Mystery Shoppers. The central team can be reached via a generic email address.  
 
Step 9- Questionnaire roll out  
Following a comprehensive briefing, the Mystery Shoppers proceed to the Shopping. During the evaluation process, 
the Mystery Shoppers observe, record their experiences and then feedback the results via the detailed questionnaire, 
noting the information displayed on the web sites. For this, Mystery Shoppers enact pre-defined scenarios and adopt 
the personas.  
 
Step 10- Data processing and quality control 
Once the questionnaires complemented, the phase of data treatment commences. It consists of the importation of 
data, the implementation of automated comparisons and the exportation of consolidated data in a predefined 
template to facilitate the validation process for the Member States. 
 
A SAS macro is developed to facilitate the importation of answers collected with the IT questionnaire into SAS format. 
During this importation process, various checks are implemented to evaluate the consistency of the questionnaires 
such as the types of records or the identification of empty cells. Any inconsistency is reported to the related Mystery 
Shopper in charge of a given country. Any correction is considered in an updated version of files that will be re-
imported into SAS.  
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At the end of this process, a single consolidated table in SAS is built. The key variables of this table are: country, 
Mystery Shopper ID, domain, related service steps19, related URL, question number, answer to the question. The table 
also includes comments made by shoppers and comments made by country representatives during the landscaping 
phase. This unique table is used for the computation of indicators. This approach facilitates the dissemination on 
request of collected data and the data treatment to be implemented in the next steps. 
 
Once the raw data available in a standardised format (SAS table), automated comparisons are launched at two levels: 

- Quality check 1 Automated comparison with previous year data: detecting discrepancies compared to 
previous year assessments. In case of inconsistent results for URLs, the Mystery Shopper are asked to repeat 
the process. To carry out this activity, datasets collected in previous rounds (already available in SAS format) 
are merged to the current results using a predefined key of variables (country/service/URL); 

- Quality check 2 Automated comparison of results of two Mystery Shoppers: each Life Event is evaluated by 
two Mystery Shoppers. Discrepancies between the two evaluations will be detected automatically with a 
predefined SAS macro. The Mystery Shoppers are asked to review their data entries for the debated point. 
The central team arbitrates the process. 

 
These quality checks are- we emphasize- performed before the data are shared with Member States and aim at 

maximizing data quality and accuracy. 
 
Step 11- Validation 
The detailed results obtained for each URL, and for each research question are shared as raw data with Member State 
legates for validation. To facilitate this activity, the data is exported into a predefined format (i.e. CSV, Excel) 
respecting a predefined template. This template facilitates the comparison of results with previous rounds. 
For each life event, feedback to Member States will be given regarding whether the process could be directly 
experienced without properly engaging with the public administration or, on the contrary, up to which stage of the 
process the direct experience was possible and from where general or indirect information were the sources of the 
assessment.   
 
Validation is voluntary. Member State legates may decide to validate the results themselves (as the ‘Hub’ i.e. single-
point-of-contact) or pass them on to subject- matter experts (e.g. web managers of particular services i.e. the 
‘Spokes’). 
 
Step 12- Final data editing and computation of indicators 
The indicators this research stream generates are detailed in section 4.6. 
Final data editing and computation rules will be defined once the raw data available. 
The indicators will be produced with SAS with the use of automated macros as described in the previous steps.  
This will be the basis on which the reports are written. Furthermore, the data will be made available in machine 
readable format. 
 

3.4 The Mystery Shoppers 

For the recruitment of Mystery Shoppers, the detention of an eID is a pre-requisite. In other words, the provider 
consortium will only recruit Mystery Shoppers who hold a local eID.  
 
There are two approaches to recruiting Mystery Shoppers. Each approach fulfils a different purpose and yields 
different results. These are explained in the box below. 
 
Different approaches to recruiting Mystery Shoppers 
 
The first approach to recruiting Mystery Shoppers is to recruit (prospective) users who are country nationals but not eGovernment 
experts. The advantage of doing so is that the assessment reflects the user experience of a ‘typical’ (i.e. non-expert) user. This leads 

                                                                 
19 This also includes the following dimensions: related government tier (national/regional/local, automated service 
delivery (yes/no), typology service (basic/extended), relevancy (yes/no). 
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to valuable insight if the number of shoppers is high and conclusions on the overall experience of a group of users can be drawn 
(see also the User survey methodology which is entirely based on this principle). The disadvantage is that results may lack accuracy 
as ‘typical’ users are not always in the position to accurately evaluate a service.  
 
The second one is to have the Mystery Shopping work conducted by local analysts (i.e. consultants). This is the approach for the 
2012-2016 Benchmarks as the Benchmark’s goal is to obtain factually correct data (and not experience and perception based data), 
and that through 2 evaluators per Life Event only. Local analysts can ensure a better quality work as they have stronger capabilities 
and knowledge on eGovernment services. Their work is more likely to yield factually correct results. They also have a better 
knowledge of the eGovernment context that is the public sector online landscape as well as the national system of public 
administration, language and relevant cultural aspects. 
 
 
As described in step 5 above, when verifying and identifying the URLs, Mystery Shoppers are further requested to 
note, for each web site, whether there are any specific identity requirements for accessing the web site. 
Such requirements can be: 

 A generic electronic identifier 
 A specific electronic identifier 

Depending on the outcome of this step, the provider consortium will ensure the obtainment of specific identifiers.  
 
In addition to the required identifier, general requirements for the recruitment of Mystery Shoppers are:  

 Knowledge of English language and language of the country to assess 
 PC/Internet connection,  
 Regular Internet user 
 Good knowledge of a country’s eGovernment and service delivery structure 

 
In the context of the Benchmark, the local analysts are managed by the provider consortium’s central team. As stated 
earlier, two shoppers are recruited per country and will conduct precisely the same evaluation so to detect possible 
discrepancies in ratings upfront and mitigate for them. 

 

3.5 Sampling structure 

 
Given the degree of detail of the research, the number of ‘Shoppings’ and URLs visited needs to be kept within 
feasible limits.  
 
As a general rule, the sample size per country depends on three dimensions: 

1. the service delivery structure of the life event 
2. the service delivery structure of an individual eGovernment service and  
3. the country size. 

 
If the different process steps (component services) of a life event are provided by different administrations, each with 
its own website they will, of course, all sampled. Sampled sites will include web sites to which researchers are 
redirected from a main website (i.e. a portal). 
A second aspect is the possibility that service delivery is decentralised (which e.g. can be the case in federal countries 
like Germany or Switzerland,), in that case the sample size for an individual service is bigger than 1. How big is 
determined by the size of the country. Like for the User survey, we base the distinction on two groups of countries: 
the smallest countries (Cyprus, Malta, Luxembourg, Iceland and Croatia); all other countries. For the smallest, a 
maximum of 3 regional/local web sites is considered per process step. For the others, the maximum is set at 5. The 3 
or 5 decentralised web sites are selected based on population size according to the NUTS classification.20 The same 
approach applies when selecting universities for the Studying Life Event which are per definition decentralized 
entities. Hence for all European countries the Mystery Shopping will be performed for a maximum of 5 of the largest 

                                                                 
20 http://epp.eurostat.ec.europa.eu/portal/page/portal/nuts_nomenclature/introduction  
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(public) universities in these countries, except for Cyprus, Malta, Luxembourg, Iceland and Croatia where a maximum 
of 3 of the largest universities will be included in the sample. 
 
The sample size- we emphasize- is different for each process step. In case a process step is decentralised, there is a 
maximum sample size of 3 or 5 urls. 
 
 

3.6 The list of research questions  

The drafting of the questionnaire on which Mystery Shoppers base their evaluation relies to a great extent on 
questions included in previous benchmark editions and pilots (such as the Open Government and Transparency pilot). 
 
The basic questionnaire summarizes for each of the indicators in the Mystery Shopping exercise the questions that will 
be part of the survey. 
 
In addition, we have created a matrix for each Life Event. The matrix explains which questions are asked for which 
process step. For some questions, it is only relevant to assess the home page and not each individual deep link (e.g. ‘is 
a FAQ section available?’). This is also indicated in the matrix. For a clear understanding of how the matrix works, a 
legend is included. 
 
The questionnaire is provided in Annex B below. The corresponding matrices are part of Annex D (only available for 
the 2012/2014 life events, but these are illustrative for the other set of life events).  
 

3.7 Indicators  

The following tables summarise the indicators that the Mystery shopping methodology will generate. 
 
They split indicators into: 

- Compound indicators, i.e. average scores resulting from the elementary questions asked in the questionnaire;   
- Synthetic indicators, i.e. the aggregation of compound indicators into synthetic measurements;  
- Top level benchmarks, i.e. the second and last level of aggregation of metrics into benchmarks for the 

eGovernment Action Plan’s priorities. 

For each indicator, the tables show: 

- The method of calculation i.e. the range of answers to the different questions and how they will be 
aggregated into comparable scores. The messaging suggested to ‘label’ what is measured, in very simple 
terms, for example “this service is fully available online” This is used to communicate the actual meaning of 
the various indicators. The survey question the indicator is derived from. The survey can be found in 
Instalment 3.  

- The level at which the data will be presented. This can either be the Life Event level (abbreviated LE), the 
Member State level (abbreviated MS), the EU level (abbreviated EU), or a combination of these. 

The exact calculation rules are included in Annex F. 

Mystery Shopping will produce the following 4 main groups of indicators, illustrated in the following tables:   

• User centricity indicators, based on the measurement of online availability, usability, mobile friendliness 
• Transparency indicators, based on the measurement of the transparency of service delivery, the transparency 

of personal data and the openness and transparency of public administrations  
• Cross-border indicators, measuring the online availability, usability, eID and eDocuments from a cross-border 

perspective. 
• Key enablers, measuring the online availability of select IT enablers.  
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It should be noted that the Benchmark indicators are built using an approach similar to the “business scorecard” one. 
This means that they are built, bottom up, aggregating individual indicators resulting from the answers to a wide 
range of elementary questions. This allows great flexibility in the aggregation and visualization of indicators. While 
indicative visualizations are presented in the next section, they will need to be revised on the basis of the actual data.  
For example, it is possible to aggregate data by Life Event all the way up to the EU level, comparing results by Life 
Event instead of per Member State.  

In addition, there are some ‘technical’ rules when computing scores:  

- For services that are provided at the national level, we take the best possible answers to calculate the score 
for that service. Besides when relevant for ‘User centricity’ (questions in section A) and ‘Transparency of Service 
Delivery Process’ (section C) and three Key enablers (Authentic Sources, eID, eDocuments – part of section F), this is 
also the case for the calculation of the indicator for ‘Usability’ (B), ‘Transparency of Personal Data (D) and the key 
enabler (Digital Post – part of section F); 

-  For the services that are provided at the regional or local level, we take the average of URLs per service, this 
is also true for the indicator ‘Transparency of Public Organisations’ (E). 

-  Moreover, if a service is automated, this service reaches a 100% score for section A and section C and part of 
F (Authentic Sources, eID, eDocuments). 

 

3.7.1 User Centricity indicators 

The compound indicators measure, for each Life Event and each sub-phase, the average levels of online availability of 
basic and extended services, providing a detailed view of where in the service process there may be gaps to end-to-
end online delivery. The other compound indicators measure relevant aspects of the quality of the user experience, 
based on the judgement of the Mystery Shopper: they are based on the usability of support services. These detailed 
indicators will be available at sub-phase, Life Event, country level, allowing administrations some insights into the 
strong and weak points of their service delivery processes. The Benchmark report will not include all these compound 
indicators (they are too numerous) but they will be made available as raw data.  

The synthetic indicators aggregate the scores of compound indicators for online availability on the one hand, and 
online usability on the other hand, allowing a comparison of these two critical aspects of user centricity. They will be 
elaborated for each Life Event at country level and EU level (average of country scores), and for all Life Events 
averaged at country level and EU level.  

The Top-Level Benchmark evaluates the level of User centricity of Life Events, allowing to measure the progress 
towards User empowerment, one of the key priorities of the eGovernment Action Plan. By aggregating the 
measurement of online availability and usability, the Benchmark should be sufficiently balanced to provide a synthetic 
assessment of user centricity achievements at the EU level and at MS level.  

Next, we provide an overview of the user centricity indicators used from the 2016 benchmark onwards, an overview 
of the previously used indicators can be found in Annex F, Indicators used in the 2012-2015 benchmarks. 

 

USER CENTRICITY INDICATORS 

Compound indicators Online availability of 
basic services 

Online availability of 
extended services Usability of services- support & feedback 

Synthetic indicator / LE Online Availability of Life Event  Online Usability of Life Event 
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Level EU + MS 

Synthetic indicator / All LEs Online Availability of all Life Events Online Usability of all Life events 

Level EU + MS 

Top level benchmark / User 
empowerment  User-centric Government  

Level EU + MS 

Table 5. User Centricity Indicators breakdown from compound to top level benchmark. 

 

The following table presents in detail how the User centricity indicators will be calculated.  

 USER CENTRICITY INDICATORS 

Compound indicator 

Online availability of basic 
services 

Online availability of 
extended services 

Usability of services- support 
& feedback 

Mobile friendliness of 
basic and extended 
services 

Calculation service 

Sum of 'process step scores' 
per subphase; Divided by 
number of relevant steps. 
 
'Process step scores' are 
calculated on a semantic 
scale: 
0 for not online;  
0.25 for information online  

0.50 for information online 
via portal; 

0.75 for online 

1.0  for online via portal 
and for automated; 

Sum of 'process step scores' 
per subphase; Divided by 
number of relevant steps.
 
'Process step scores' are 
calculated on a semantic 
scale: 
0 for not online; 
0.25 for information online  

0.50 for information online 
via portal; 

0.75 for online
1.0 for online via portal
and for automated; 

Binary yes/no answers.  
 
Average score of all the 
questions, where all yes = 
100% usability.  

 

Automated services reach 
100% usability per definition 

Binary yes/no answers, 
after assessment of 5 key 
barriers to mobile 
friendliness (pass all 
barriers = yes). 

 

Average score of all 
services in a life event. 

 

Automated services reach 
100% usability per 
definition   

Calculation Life event 
Average score of all services 
in a life event. 

Average score of all services 
in a life event. 

Average score of all services 
in a life event. 

Average score of all 
services in a life event. 

Country Indicator  
Average of Life Event scores Average of Life Event scores Average of Life Event scores 

Average of Life Event 
scores 

EU Indicator 
Average of Country 
indicators 

Average of Country 
indicators 

Average of Country 
indicators 

Average of Country 
indicators 

Synthetic indicator 
Online Availability of Life Event  Usability of Life Event  

Mobile Friendliness of Life 
event 

Calculation 

Average of basic services online availability and extended 
services online availability indicators (weights: 80% basic, 
20% extended)  

Average score of all services 
in a life event 

Average score of all 
services in a life event. 

Level EU + MS EU + MS EU + MS 

Synthetic indicator Online Availability of all Life Events Online Usability of all Life events  

Calculation 
Average of Online Availability of Life Event indicators 

Average of Online Usability 
of Life Event indicators (67%) 

Average of M.F of all Les 
(33%) 

Level EU + MS EU + MS 
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Top level benchmark / 
User empowerment 

 User-centric government  (67% online availability; 33% online usability) 
 

Table 6. Calculation of User Centricity indicators  

 

3.7.2 Transparency indicators 

As regards transparency, the compound indicators measure, for each Life Event, the average levels of transparency of 
service delivery, transparency of personal data and openness/transparency of the public administration offering the 
service. These are both relevant aspects of the users’ experience.  

The Synthetic indicators aggregate the scores of compound indicators for transparency of service delivery, 
transparency of personal data and public administrations, producing a synthetic assessment for each Life Event (at 
country level and at EU level) of the level of transparency.  

The Top Level Benchmark evaluates the level of transparency for all Life Events and all MS at the EU level, providing a 
top level benchmark of the level of transparency achieved.  This benchmark is used to measure User empowerment, a 
key priority of the eGovernment Action Plan.  

 

TRANSPARENCY INDICATORS 

Compound indicator Transparency of service 
delivery 

Transparency of personal 
data 

Transparency of public 
administrations 

Synthetic indicator / LE Life Event Transparency Indicator 

Level EU + MS 

Top level benchmark / User empowerment Transparent Government 

Level EU + MS 

Table 7. Transparency indicators breakdown. 

 

The following table presents in detail how Transparency indicators will be calculated.  

TRANSPARENCY INDICATORS 

Compound indicator 
Transparency of service 
delivery 

Transparency of public 
administrations 

Transparency of personal 
data 

Calculation Life Event 

Binary yes/no answers. 
 
Average score of all the 
questions, where all yes = 
100% transparency. 

Binary yes/no answers.  
 
Average score of all the 
questions, where all yes = 
100% transparency. 

Binary yes/no answers. 
 
Average score of all the 
questions, where all yes = 
100% transparency. 

Country Indicator  Average of Life Event scores Average of Life Event score Average of Life Event scores

Messaging Is clear Is open Is transparent 

Level EU + MS EU + MS EU + MS 

Synthetic indicator Life Event Transparency Indicator 

Calculation 

Average score of Transparency of service delivery, Transparency of public administrations  
and Transparency of personal data indicators 

Level EU + MS 

Top level benchmark / User empowerment Transparent Government 
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Calculation  Average of all Life Event Transparency Indicators 

Level EU + MS 

Table 8. Calculation of Transparency Indicators 

 

3.7.3 Cross-border indicators 

The cross-border indicators mirror the methodology of the User centricity indicators, and measure the same 
indicators for the cross-border elements of the process steps in each analysed Life Event. This means that the 
Mystery Shopper will behave as a citizen of an EU country, trying to use an online service in another EU country. 
The questionnaire and corresponding matrices identify for each Life Event model, which process steps have a cross-
border element to be evaluated.  

The compound indicators measure, for each Life Event and each process step with a cross-border element, the 
average levels of online availability of basic and extended services, providing a detailed view of where in the service 
process there may be missing steps for the end-to-end online delivery. The other compound indicators measure 
relevant aspects of the quality of the user experience, based on the opinion of the Mystery Shopper: they are based 
on the usability of support services, the assessment of the ease of use and of the speed of use.  

The Synthetic indicators aggregate the scores of compound indicators for online availability of basic and extended 
services on the one hand, and on line usability on the other hand, allowing a comparison of these two critical aspects 
of user centricity. They will be elaborated separately for business and citizen users, for each Life Event at country level 
and EU level (average of country scores), and for all Life Events averaged at country level and EU level.  

The Top-Level Benchmark will be calculated in the same way as the user-centric top level benchmark as a weighted 
average of the online availability and online usability indicators of the cross-border services, separately for businesses 
and citizens. In this way, it will be possible to measure an objective measurement of Citizen and Business Mobility; if 
the level of availability and usability of Life Events for cross-border users is much lower than the same benchmark for 
domestic users, there are clearly barriers against mobility and the development of the Single Market.  The 
segmentation of the indicator will insure also visibility of the weak and strong points of the service processes. 
However, it should be expected that data collection for cross-border services will be more difficult than for domestic 
services and therefore it will be necessary to check the reliability and quality of data.  

Next, we provide an overview of the cross-border indicators used from the 2016 benchmark onwards, an overview of 
the previously used indicators can be found in Annex F, Indicators used in the 2012-2015 benchmarks. 

 

CROSS-BORDER INDICATORS 

Compound 
indicator  

Online 
availability of 
basic services 

Online 
availability of 
extended 
services 

Usability of services- support & 
feedback 
 
 

Cross-border eID Cross-border 
eDocuments 

Synthetic indicator 

Citizen: Online Availability of Life 
Event;  
Online Availability of all Life 
Events 

Citizen: Online Usability of Life 
Event; of all Life Events 

Citizen: cross-border key enablers 

Synthetic indicator 

Business: Availability of Life 
Event;  
Online Availability of all Life 
Events 

Business: Online Usability of Life 
Event; of all Life Events 

Business: cross-border key enablers 

Level EU + MS EU + MS 
EU + MS

Top level 
benchmark/ Single 
Market 

Citizen Mobility 
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Calculation Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  (50% 
weight availability, 25% usability, 25% cross-border key enablers) 

Top level 
benchmark/ Single 
Market 

Business Mobility 

Calculation Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  ((50% 
weight availability, 25% usability, 25% cross-border key enablers) 

Level EU + MS 

Table 9. Cross-border indicators breakdown 

 

The following table presents in detail how the Cross-border indicators will be calculated.  

CROSS BORDER INDICATORS 
Compound 
indicator  

Online availability of 
basic services 

Online availability of 
extended services 

Usability of services-
support & feedback 
 

Cross-border eID Cross-border 
eDocuments 

Calculation calculated for process 
steps with a cross 
border component: 

0 for not online;   

0.50 for information 
online; 

1.0  for online and for 
automated; 

calculated for process 
steps with a cross 
border component: 

0 for not online;   

0.50 for information 
online; 

1.0  for online and for 
automated; 

calculated for process 
steps with a cross 
border component, in 
the same way as the 
corresponding indicators 
for in-country services 

calculated for process 
steps with a cross 
border component: 

0 for not available;   

1.0  for available online; 

calculated for process 
steps with a cross border 
component: 

0 for not available;   

1.0  for available online; 

Level EU + MS EU + MS EU + MS
 
 

EU + MS
 

Synthetic 
indicator 

Citizen: Online Availability of Life Event;  
Online Availability of all Life Events 

Citizen: Online Usability 
of Life Event; of all Life 
Events 

Citizen: cross-border key enablers 

Synthetic 
indicator 

Business: Availability of Life Event;  
Online Availability of all Life Events 

Business: Online 
Usability of Life Event; of 
all Life Events 

Business: cross-border key enablers 

Calculation calculated for process steps with a cross border 
component, in the same way as the corresponding 
indicators for in-country services 

idem Calculated as average of both enablers 

Level EU + MS EU + MS EU + MS

Top level 
benchmark 

Citizen Mobility   

Calculation Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  (((50% weight 
availability, 25% usability, 25% cross-border key enablers) 

Level EU  + MS 

Top level 
benchmark 

Business Mobility  

Calculation 
Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  (((50% weight 
availability, 25% usability, 25% cross-border key enablers) 

Level EU + MS 

Table 10. Calculation of Cross-Border Indicators 

 

3.7.4 Key Enablers Indicators 

The compound indicators measure, for the following enablers: eID, eDocuments, Single Sign On, Authentic Sources, 
eSafe, the average levels of online availability, for each Life Event for which they are relevant.  This is based on a group 
of elementary questions for each enabler.   
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The Synthetic indicators aggregate the scores of online availability of each enabler for all Life Events measured in the 
country, providing a synthetic assessment of the availability of online enablers per MS. This is naturally a proxy, since 
the scope of implementation of IT enablers is much wider than the Life Events measured in this project. Nevertheless, 
the indicator will provide relevant information, because of the range and variety of Life Events measured (particularly 
in the 2 years cycle, when a total of 8 LE will be measured) and the systematic assessment of their availability, based 
on concrete questions. Other synthetic indicators will provide the scores of online availability of all enablers for each 
Life Event considered and will provide a synthetic view of the degree of integration of the different administrations 
within each Life Event. 

The Top-Level Benchmark provides a synthetic assessment at EU level of the availability of main key enablers, which 
can be used to assess the presence of the pre-conditions of the efficient and effective use of online services, a key 
priority of the eGovernment Action Plan.  

 

 

KEY ENABLERS INDICATORS 
Compound indicator Availability of IT enablers 

Synthetic indicator Availability of IT enablers per country/per Life Event 

Level EU + MS 

Top level benchmark / IT preconditions Key Enablers 

Level EU + MS 

Table 11. Key Enablers indicator breakdown 

 

The following table presents in detail how the IT preconditions indicators will be calculated.  

 

KEY ENABLERS INDICATORS 

Compound indicator Availability of IT enablers 

Calculation per Enabler/per Life Event 
Binary yes/no answers. 
Average score of all the questions, where all yes = 100% transparency. 

Level EU + MS 

Messaging Is integrated 

Synthetic indicator Availability of IT enablers per Life Event 

Calculation/per life event / all relevant enablers Average of availability scores of all the relevant enablers for a single life event 

Level EU + MS 

Synthetic indicator Availability of IT enablers per country 

Calculation/per enabler / all life events in the country Average of availability scores of each enabler for all life events measured 

Level EU + MS 

Top level benchmark / IT preconditions Key Enablers 

Calculation Average of availability scores of all enablers and all life events 

Level EU + MS 

 Table 12. Calculation of Key Enablers Indicators 
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3.8 Top level overview of indicators 

A further aggregation of indicators is also possible at the level of Government domains: averaging relevant compound 
indicators to create an overall score per Life Event. 

 

The below table depicts the aggregation mentioned and illustrates which compound indicators are merged into one 
overall score per Life Event.  

 Government Domains Compound indicators  

20
12

+2
01

4

Employment ('Losing & Finding Job') User Centricity, Transparency, Key Enablers 

Education ('Studying') User Centricity, Transparency, Citizen Mobility  Key Enablers 

Economic affairs ('starting up business') User Centricity, Transparency, Business Mobility, Key Enablers 

20
13

+2
01

5 Economic affairs (‘regular business operations’) User Centricity, Transparency, Business Mobility, Key Enablers 

Justice (‘Small claims procedure’) User Centricity, Transparency, Citizen Mobility, Key Enablers 

General Administration (‘Moving’) User Centricity, Transparency, Citizen Mobility, Key Enablers  

Transport (‘Owning and driving a car’) User Centricity, Transparency, Citizen Mobility, Key Enablers  

20
16

 

Employment ('Losing & Finding Job') User Centricity, Transparency, Key Enablers 

Education ('Studying') User Centricity, Transparency, Citizen Mobility, Key Enablers 

Economic affairs ('starting up business') User Centricity, Transparency, Business Mobility, Key Enablers 

Family life  User Centricity, Transparency, Key Enablers 
Table 13. Aggregating Compound indicators at Domain level 
 

3.9 Member State involvement 

The Mystery Shopping stream has been designed in a way to balance Member States legates’ workload. 
• The Mystery Shoppers identify the URLs to survey; 
• The Mystery Shoppers fill in the survey; 
• The quality of results is optimised through the use of two shoppers for each Life Event (discrepancies in 

results will be automatically detected by the data gathering tool; the central team will arbitrate results before 
these are put forward to Member States for validation) 

• The quality of results is expected to be optimised through the use of local analysts from within the provider 
consortium for the work who have a good knowledge of eGovernment and their country governance 
structures. These local analysts will further be briefed to take a set of mitigation actions in case they 
encounter difficulties evaluating a service, such as browsing the service descriptions, instruction texts and 
videos, handbooks available on the website.  
 

Member State collaboration is required for the following steps: 
Step 6- Landscaping and validation of URLs by Member State legates 

• Member States can validate the URLs identified by the Mystery Shoppers. This will build on already available 
data from previous measurements. 

• Indicate in a brief landscaping note which services are automated or non-relevant. 
 
Step 11- Validation 

• Member States will be given the opportunity to validate the detailed survey results. This validation is 
voluntary. In the validation phase, the provider consortium may also seek input in cases where i) the shopper 
could not access the service for a specific reason ii) the shopper could not complete the transaction for a 
specific reason.  

• Member States will be given the opportunity to share best practices. 
 
Taking into account the above, the approach outlined in this chapter ensures that Mystery Shoppers accurately cover 
the Life Events and their individual service functions. 
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Annex A. Life Event Process Models 
There have been a few updates in the life event process models in 2016. First, the Family life event was added. 
Second, in the life event Owning and driving a car step 1.6 “Paying the driving fines” was removed. Finally, in the life 
event Moving step 1.7 “Register in land register “was removed.  

1. Losing and finding a Job 

Persona  

Marc, 29 years, lost his job as financial administrator because the company he was working for had to lay off 
employees due to decreased profits as result of the economic crisis. After this nasty blow, Marc pulls himself together 
and decides to get back into work as soon as possible.  

First of all, he registers himself as unemployed and he applies for unemployment benefits. He wonders how much 
benefits he is entitled to and for how long, and searches for this information in his personalised file. Marc is 
breadwinner in his family, which besides him consists of his wife and three sons. Taking care of regular costs for 
housing, living and education of his children is a heavy burden (also affecting his physical and mental wellbeing), but 
he finds out there are several possibilities to get help and support from the government and also to ensure continuity 
of medical insurance and pension during his unemployment. Marc wants to find out for which additional benefits and 
allowances he is entitled to and he performs a means test. He easily understands what documents are required when 
applying for these additional benefits and allowances.  

Marc is very eager to go back to work as soon as possible and therefore immediately obtains information about the 
labour market and information on recruitment fairs. To increase his chances, he seeks help for assistance by a public 
officer. Furthermore, he creates a personalised file ('myprofile'), which includes his updated CV and some general 
information. Based on his interests in finance he chooses to receive job alerts and actively searches for vacancies in 
databases. To further increase his changes on the labour market, Marc subscribes to a training and education 
programme and in parallel explores other career opportunities (including starting up as self-employed). As Marc lives 
close to the border, he also favours the possibility of working abroad and looks for services related to job search and 
labour market in his neighbouring country. 

When celebrating his 30th birthday with his new colleagues, he is very satisfied with the information, services and 
support delivered by the involved public organisations as they enabled him to apply for relevant benefits to support 
his family during his period of unemployment and at the same time provided him with the opportunities to get back 
into work in a relatively short period of time. 

Process model 

The general process model distinguishes 5 stages in the Life Event of Losing and finding a Job: 
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These stages break down in individual service functions or services. The below table shows each service and the 
corresponding definition. The columns to the right indicate whether the service is considered as basic or extended 
service and if it applies to the cross-border assessment. 

Life Event of Losing and finding a Job 

Process stage Definition of Service 
Basic or 
Extended 
service? 

National 
(NAT) or 
Cross 
Border (CB) 

A. Losing a job    
1 Immediate actions for 

unemployed 
      

1.1 Registering as 
unemployed 

As soon as you become unemployed you must register yourself 
as unemployed at an administrative office for unemployed 
people to receive unemployment benefits and help in finding a 
job. 

Basic   NAT   

1.2 Registering for 
unemployment benefits 

Register for unemployment benefits include bringing documents 
such as letter of employee in some circumstances, proof of 
identity, bank statements, proof of address etc. 

Basic   NAT  

1.3 Accessing personalized 
information 

I.e. consulting how much benefits the job seeker is entitled to 
and for how long 

Extended  NAT 

2 Applying for additional 
benefits and allowances 

      

2.1 Doing a means test  I.e. doing a test that allows job seekers to calculate income and 
expenditures during their unemployment and provide insight 
into benefits a job seeker is eligible for 

Extended  NAT 

2.2 Being assisted by a public 
officer 

In search for relevant services and support Extended NAT 

2.3 Understanding what 
documents are required 
when applying for 
additional benefits 

I.e. accessing a listing of documents required to obtain the 
additional unemployment benefits  

Extended  NAT 

2.4 Ensuring continuity of 
medical insurance 

Making sure to continue medical insurance when becoming 
unemployed 

Basic   NAT 

2.5 Ensuring continuity of 
pension payments 

Making sure to continue pension payments when becoming 
unemployed 

Basic NAT 

2.6 Obtaining guidance 
related to housing  

 Guidance can for example cover rent supplements, applying for 
community housing, contact details of housing associations and 
legal advice. This includes ensuring housing benefits when 
becoming unemployed. 

Extended  NAT 
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Life Event of Losing and finding a Job 

Process stage Definition of Service 
Basic or 
Extended 
service? 

National 
(NAT) or 
Cross 
Border (CB) 

2.7 Accessing Debt 
counselling services 

Gaining access to a debt counselling service (e.g. related to 
problems with paying off mortgage) 

Extended  NAT 

2.8 Accessing health 
promotion programs 

This can cover medical checks, health or fitness programs to 
promote health care for unemployed 

Extended  NAT 

2.9 Obtaining guidance in 
case of invalidity, 
sickness, employment 
injuries 

Gaining access to benefits and provisions in case of invalidity or 
sickness. 

Extended  NAT 

2.10 Obtaining financial aid for 
starting up as a self-
employed 

Gaining access to (financial) subsidies when starting as a self-
employed. 

Extended  NAT 

2.11 Accessing social welfare 
appeals  

Clearly provide an explanation of the necessary steps for a 
citizen in case he/she feels to have been wrongly refused a social 
welfare benefit  

Basic NAT 

3 Receiving benefits which 
apply to you 

      

3.1 Provide evidence that you 
are looking for work 

To receive benefits, you must genuinely look for work and show 
evidence of this (e.g. provide evidence that you wrote letters or 
turned up for an interview at the public office every 30 days) 

Basic  NAT 

3.2 Obtaining a tax refund or 
any other tax-related 
benefits 

Receiving the benefits and allowances you obtained for as an 
unemployed 

Basic NAT 

B. Finding a job       

4 Searching for a job       

4.1 Orientation on labour 
market  

I.e. obtaining labour market information on vacancies and/or 
skills needs and recruitment fairs 

Extended  NAT 

4.2 Job search  i.e. searching vacancies data base and reply to job vacancy 
sending an application 

Basic NAT 

4.3 Receiving ‘job alerts’  I.e. automatically receiving job offers matching the job seeker's 
profile 

Extended  NAT 

4.4 Setting up a personal 
space 

 I.e. registering and setting up a 'myprofile', including 
creation/posting of a CV 

Extended  NAT 

5 Participating in training 
programs 

      

5.1 Subscribing to training 
and education 
programmes 

This refers to specific technical 
skills/competencies/qualifications 

Extended  NAT 

5.2 Subscribing to 
vocational/careers advice 

This refers to soft skills/competencies such as time keeping, 
personal presentation, communication, CV writing, application 
and interview performance 

Extended  NAT 

 

2. Business Start-Ups and Early Trading Operations 

Persona  
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Carl, 45 years, has made plans to start his own restaurant right at the centre of his lively city. He has found sufficient 
information online to help him prepare for the actual setting up of his business and made sure to obtain necessary 
administrative requirements online.  

When starting a business in the catering industry, one needs a HACCP21 diploma as professional requirement. 
Furthermore, Carl has found out that his catering businesses must comply with environmental regulation concerning 
possible noise pollution and handling of waste. Applying for this permit is easily possible through the website of the 
local community. 

Carl starts his business as a sole proprietor. Due to very successful opening event, which was part of the strategy he 
laid down in his business plan, he attracts a steady crowd in the weeks and months after. Soon he realises he needs 
some more help to ensure smooth service for his guests and he hires a chef and waiter. Information and the necessary 
actions needed as regards taxes and employment services are available online, which saves our busy restaurant owner 
some of his valuable time.  

After a very successful first year, Carl wants to explore his horizons and considers opening a new restaurant in his 
favourite holiday destination. The online availability of information and services concerning the registration of his 
restaurant there, simply overcomes any barriers such as authentication, travelling or language. 

Process model 

The general process model distinguishes 3 main phases and 11 stages in the Life Event of Business Start-ups and Early 
Trading Operations: 

 

These stages break down in individual service functions or services. The below table shows each service and the 
corresponding definition. The columns to the right indicate whether the service is considered as basic or extended 
service and if it applies to the cross-border assessment. 

 

Life Event of Business Start-Up and Early Trading Operations 

Process Stage Definition of Service 
Basic or 
Extended 
service? 

National 
(NAT) or 
Cross 
Border (CB) 

A. Pre-Registration Sub Phases    
1 Orientation       

1.1 Obtaining information 
about starting a 
business  

Think of: starters orientation days, seminars about starting a 
business, tools for starters etc.  

Extended NAT 

                                                                 
21 See a.o. http://ec.europa.eu/food/food/biosafety/hygienelegislation/guidance_doc_haccp_en.pdf  
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Life Event of Business Start-Up and Early Trading Operations 

Process Stage Definition of Service 
Basic or 
Extended 
service? 

National 
(NAT) or 
Cross 
Border (CB) 

1.2 Setting up a business 
plan 

When starting a business, almost all businesses have a business 
plan. Is there any help for entrepreneurs to accomplish a business 
plan? 

Extended NAT 

1.3 Explore financial 
possibilities 

Are there any tools which help entrepreneurs in gaining financial 
information / possibilities when starting a business 

Extended NAT 

2 Proofs of Qualification       
2.1 Confirm general 

management 
qualifications with 
authorities. 

In certain European countries, but not all, it is required that 
entrepreneurs provide proof of more general managerial 
qualifications when starting up a business. This can include 
providing proof of general administrative and financial 
management and/or accounting skills. 

Basic NAT 

2.2 Confirm activity-specific 
qualifications with 
authorities. 

Activity –specific skills relate to a specific profession. This service 
refers to proving (through a diploma for example) that the 
entrepreneur is capable of and trained to carry out a specific 
profession. 

Basic NAT 

3 Administrative 
requirements 

      

3.1 Obtain certificate of no 
outstanding taxes 

This service refers to obtaining a certificate which proves that the 
entrepreneur has paid all his taxes. 

Basic NAT+CB 

3.2 Obtain character 
reference 

This service refers to obtaining a certificate of good conduct, 
proving that the entrepreneur has not been convicted for 
unlawful acts. 

Basic NAT+CB 

3.3 Obtain certificate of no 
outstanding social 
security and/or 
healthcare charges 

This service refers to obtaining a certificate which proves that the 
entrepreneur has paid all his social security and/or healthcare 
charges. 

Basic NAT+CB 

3.4 Obtain certificate from 
bank of capital 
deposited  

This service refers to obtaining a certificate which proves that the 
entrepreneur has paid the start-up capital required to start up the 
company. 

Basic NAT+CB 

B. Registration Sub Phases       

4 Basic registration       
4.1 Fill in standard form for 

registration deed  
This service refers to filing in a generic business registration form, 
in its broadest sense.  

Basic NAT + CB 

4.2 Register company name This service ensures that the entrepreneur obtains the company 
name he is seeking and the formal approval of the proposed 
name. 

Basic NAT + CB 

4.3 Register domicile of 
business 

This service refers to registering the company’s address. Basic NAT + CB 

4.4 Formal validation of 
signatures of 
representatives of the 
business 

Before a person can act as a representative of the business, his 
formal signature needs to be checked at a government 
department (not mandatory in all MS) 

Basic NAT + CB 

5 Approval of registration       
5.1 Register with 

Commercial 
Court/Court of First 
Instance or equivalent 

This service refers to registration with courts. Basic NAT + CB 

5.2 Register with 
central/regional/local 

This service refers to registration with government (all levels: 
ministries, municipal governments, etc.). 

Basic NAT + CB 
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Life Event of Business Start-Up and Early Trading Operations 

Process Stage Definition of Service 
Basic or 
Extended 
service? 

National 
(NAT) or 
Cross 
Border (CB) 

government 
5.3 Register with Trade 

Register/ Craft Register 
This service refers to registration in public registers. Basic NAT + CB 

6 Memberships       
6.1 Register with Trade 

Association/Chamber of 
Commerce 

This service refers to registration with chambers of trade, 
commerce and/or industry. 

Basic NAT + CB 

7 Tax-related matters       

7.1 Obtain tax identification 
card/number 

This service refers to tax payer registration numbers. Basic NAT + CB 

7.2 Obtain VAT collector 
number 

This service refers to VAT numbers. Basic NAT + CB 

8 Insurance-related 
matters  

      

8.1 Register with Social 
Security Office 

This service refers to registering with Social Security. Basic NAT + CB 

8.2 Register with 
mandatory pension 
insurance 

This service refers to signing up for mandatory pension insurance.  Basic NAT + CB 

8.3 Register with 
compulsory healthcare 

This service refers to signing up for compulsory healthcare. Basic NAT + CB 

8.4 Register with 
mandatory civil 
insurance 

This service refers to subscribing to a mandatory civil insurance, 
e.g. for employers’ liability. 

Basic NAT + CB 

9 Publication       

9.1 Publish registration in 
Official Journal or 
equivalent 

This service is often automated in EU countries. It refers to 
publishing key information on the newly set up company in the 
Official Journal. 

Basic NAT + CB 

C. Early trading activities       
10 Hiring a first employee       

10.1 Register your company 
as an employer 

To hire an employee the company should be registered as an 
employer at the tax office to create a PAYE (Pay As You Earn) 
scheme for tax, national insurance, etc..  

Basic NAT 

10.2 Register employee 
before first work day 

In some Member States, employers should announce the start of 
a first employee before the first day of working, normally at tax 
office (to prevent fraud and illegal work) 

Basic NAT 

10.3 Tax related obligations Withholding of income tax and possibly other taxes from the 
employee’s wages 

Basic NAT 

10.4 Obligations related to 
social security 

Withholding of contributions for social insurances from 
employee’s wages 

Basic NAT 

10.5 Obligations regarding 
reporting and 
documentation 

Regular statistical reporting duties related to employment 
(including obligation to maintain a personal register for statistical 
purposes) 

Extended NAT 

10.6 Obligations related to 
work place security 

In most Member States it is required to have a documented 
Health & Safety plan when hiring employees 

Extended NAT 

10.7 Obligations related to 
training 

Obligation to organise professional training for the employee (not 
in all MS obligatory) 

Extended NAT 

11 Request an       
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Life Event of Business Start-Up and Early Trading Operations 

Process Stage Definition of Service 
Basic or 
Extended 
service? 

National 
(NAT) or 
Cross 
Border (CB) 

environmental permit 
11.1 Find out if you need to 

register for an 
environmental permit 
or register as an 
exemption 

Based upon the activities the company is carrying out, the 
company can register an exemption or need a full permit For 
example, companies dealing with IPPC-regulation always need a 
full environmental permit.  

Extended NAT 

11.2 Submit an application 
for environmental 
permit 

This application includes generally supporting documents such as 
engineering reports, geological evaluations and financial 
assurance instruments 

Basic NAT 

 

3. Studying 

Persona 

Maria, female, 20 years old, wants to enrol in a Business Administration bachelor in her country. She searches online 
for information to help her make a choice and she wants to know how she can prepare for the start of the curriculum. 
She enrols in the university in her capital city. In order to be self-supporting, she depends on Student finance and 
complementary social benefits. Insight into her financials is hence important for her. Keeping track of progress is easy 
as her university provides students with a personal page which enables to look op their grades online and register for 
additional courses and exams. The university also provides information for students who want to have a practical 
learning experience and places vacant internships online. 

After two years, Maria wants to engage in an international experience in another EU country, improve her language 
skills and is orientating to continue her study abroad for a period of 6 months. She searches for general information 
about possible destination countries and wants to know what is required for enrolment. Again her financial situation 
requires she has clear understanding of what she can expect when studying abroad, including eventual possibility of 
keeping her student finance. 

Process model 

The general process model distinguishes 3 stages in the Life Event of Studying:  

 

These stages break down in individual service functions or services. The below table shows each service and the 
corresponding definition. The columns to the right indicate whether the service is considered as basic or extended 
service and if it applies to the cross-border assessment. 
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Life Event of Studying 

Process stage Definition of Service 
Basic or 
Extended 
service? 

National 
(Nat) or Cross 
border (CB)? 

1. Orientation    

1.1 Advanced course search  Possibility for a student to easily perform a search, which 
allows him to view and compare information between 
certain courses or universities 

Extended Nat + CB 

1.2 Perform assessment tests Assessment tests to prepare student for the start of his 
curriculum (content specific, language, or other) 

Extended Nat + CB 

1.3 Understand admission 
requirements 

General help-wizards or checklists (also specifically for 
studying abroad). A tool which allows a student to easily gain 
insights into what is needed when enrolling in higher 
education.  

Extended Nat + CB 

2. Enrolment       
2.1  Request recognition of 

diploma 
Apply for status declaration or legalization of diploma Basic CB 

2.2 Enrolling in higher education  Standard procedure to enroll students in a university or 
another institution of higher education subsidized by an 
official administrative body in the country, including the 
provision of personal documents and/or eventual 
qualifications 

Basic Nat + CB 

2.3 Applying for student grants Standard procedure to obtain student grants for higher 
education. 

Basic Nat + CB 

2.4 Applying for social benefits Standard procedure to obtain benefits when enrolling in 
higher education (other then specific study grants) because 
of financial hardship or disability. 

Basic Nat + CB 

2.5 Financial advise  Advise or calculator which enables a student to calculate 
possible available grants, social benefits and loan, based on 
his personal situation, making him aware of possible financial 
support. 

Extended Nat + CB 

3. Support (during study/studying)       

3.1 Portability of student grant 
(abroad) 

Procedure to keep a student grant when continuing a study 
abroad (temporarily) 

Basic CB 

3.2 Enrolment additional courses 
(e.g. language) 

Procedure to enroll in short-term courses (other than 
undergraduate education) 

Extended Nat + CB 

3.3 Personal profile Personal page with possibility to access personal data and 
obtained grades 

Extended Nat + CB 

3.4 International office Availability of an international office within the university, 
explicitly for foreign students, providing support. 

Extended Nat + CB 

3.5 Career advice - internships Availability of a career advice centre which provides 
information on and possibility to search for existing vacant 
internships with (inter)national businesses 

Extended Nat + CB 

3.6 Register for graduation 
ceremony  

Procedure to register for a graduation session to actually 
receive a diploma 

Basic Nat 

 

3. Family life 

Persona 
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Fiona, 34, is over the moon. She has just found out that she is pregnant! After telling her family and friends the good 
news, she starts to overthink the practicalities of the pregnancy. She, for instance, does not know how much maturity 
leave she will get and whether it is paid or unpaid.  

7 months later she gives birth to a healthy boy, who she and her partner, Peter, name Steven. After a day of recovery 
in hospital they take Steven home. While resting in bed at home Fiona researches the amount of child allowance she 
will obtain and applies for the allowance. Fiona and Peter aren’t married, and therefore Peter has not obtained 
parental authority when little Steven was registered. He therefore applies for parental authority. 

After the happiest year of their lives Peter proposes Fiona to marry him, she accepts. They set their wedding date for 
June and start planning their honeymoon. While planning their honeymoon to North America, they suddenly realise 
they lost their child’s birth certificate. They request a new certificate in order to get a passport for little Steven. Fiona 
also realises that her passport is about to expire, so she applies for a new one. During their honeymoon disaster 
strikes. They are involved in a tragic car accident. All survive, but Fiona will never be able to walk again. When 
returning home Peter starts making changes to their house to allow Fiona to move as freely and easily as possible. 

Fast forward 30 years. Little Steven is big Steven know and has left his parents’ house for quite some time now. Peter 
just reached his retirement age, while Fiona plans to retire in the near future. To get a good overview of their future 
monthly income they research the amount of pension they will obtain. Since Peter has reached his retirement age, he 
already applies for his pension. While planning their retirement they consider the possibility of moving abroad. They 
eventually decide to do so and end up living happily ever after. 

These stages break down in individual service functions or services. The below table shows each service and the 
corresponding definition. The columns to the right indicate whether the service is considered as basic or extended 
service and if it applies to the cross-border assessment. 

Family Life 

This life event concerns services relevant for young 
families 

Definition 
Basic or 
Extende
d 

National 
(NAT), Cross 
Border (CB)  

Birth 

1.1 Obtain information on parental leave General information about paid/unpaid 
maternity and paternity leaves available in 
a country and information about 
entitlement, eligibility and the claim 
procedure and requirements. 

Extende
d 

NAT 

1.2 To acknowledge a natural child with public 
administration 

Registration of birth with responsible 
public authority 

Basic NAT 

1.3 Obtain birth certificate The application for a (copy of the) birth 
certificate (other than the version 
obtained at moment of registration) 

Basic NAT 

1.4 Obtain parental authority (e.g. with court in case 
not married) 

The process of applying for parental 
responsibility for the father, eg in case 
mother and father are not married. In 
most countries one needs to apply to 
court to get parental responsibility. 

Basic NAT 

1.5 Obtain child allowance Child benefit is money from the 
government towards the expenses of 
raising a child. 

Basic NAT 

1.6 Obtain passport Passport to identify one’s nationality. Basic NAT 

Marriage 
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1.7 (pre-)Register with civil/local registry in order to 
get married or to close a civil partnership 

Giving notice at a local register office about 
the intended marriage or partnership 
(including information about the 
procedure, e.g. requirements) 

Basic NAT + CB 

Retiring 

1.8 Obtain information about future pensions through 
simulation / self-assessment tools 

Besides general information about 
pensions, it is particularly relevant for any 
citizen to make an estimation of the State 
pension he is entitled to – at any age. The 
service is hence about simulation or self-
assessment tools that allow one to 
calculate the estimated pension allowance. 

Extende
d 

NAT 

1.9 Apply for one’s pension The actual step to claim one’s state pension Basic NAT 

1.10 Obtain information about entitlement to a state 
when moving abroad 

 

Information about the situation of claiming 
a state pension when living abroad, e.g. 
entitlement, process requirements. 

Extende
d 

NAT 

1.11 Apply for disabled facilities grant or similar benefit 
to cover for costs for making changes to a house 
in order to allow to continue living at one’s 
property independently 

Application for a grant in case one needs to 
make changes to one’s home due to a 
disability (widening doors, access 
improvements such as lifts and such) 

Basic NAT 

 

5. Starting a Small Claims Procedure 

Persona 

George, male, 25 years old, recently bought a new apartment. He hired a painter to re-paint his living room. When he 
came home, he discovered the painter had dropped a can of paint on the new hard-wooden floor. The floor had to be 
replaced entirely, resulting in EUR1500,- of additional costs. He now wants to file a claim against the painter to 
compensate the costs for the damage made. 

Therefore, George first needs to obtain relevant information on how to file a claim, what the procedure is like and 
what his rights as claimant and consumer are. Once he knows where and how to file a claim he starts the procedure at 
the relevant authority and defends his case. To support his case, he shares the evidence of the damage (e.g. pictures 
and invoice of painter) with the authority. During the handling of the claim he actively keeps track of the proceedings 
(e.g. time to verdict, steps to be taken, dates, case-handling judge). After some time, he retrieves the judgement. 
Unfortunately, the judge has decided against his claim, George has lost his case. As he truly feels the costs for the new 
floor should be paid by the painter, George decides to appeal against the court decision. This time George wins and 
receives compensation for the costs he has made.  

To celebrate his win, George decides to go on a short city trip in another EU country. Unfortunately George discovers 
that his camera has been stolen from the hotel’s safe, worth EUR1000,-. The hotel refuses to pay for the damage, 
therefore George decides to report this offence by local authorities. He obtains information on how to file a claim for 
an offence which took place abroad and the regulation and procedures that apply for cross-border claims. He files the 
claim (including the invoice of his stolen camera) at the relevant authority in the country of his holiday and obtains 
information about the case handling. 

 

Starting a small claims procedure (Justice) 
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This life event concerns a citizen 
that starts a civil procedure for 
claims of under 2000EUR. 

Definition Basic or 
Extended 

National 
(NAT), 
Cross 
Border (CB) 

1.1 Obtain information on how 
to start a civil/small claim 
procedure (i.e. guidance 
and process) 

This service contains a checklist or guidelines on how to 
start a small claim procedure (under 2000 euro), which 
steps should be taken and where the small claims 
procedure can be obtained/started.  
Minimum:  
Steps which should be undertaken to start a small claim 

procedure  

Extended NAT + CB 

1.2 Obtain information on 
related legislation and 
rights 

This service provides information on the legislation which is 
applicable for a small claim procedure, for example: 
relevant legislation text, additional relevant legislation, 
explanation of legislation text in easily understandable 
language.  
Minimum:  
Legislation text that forms the basis for small claim 

procedure possibilities 
Information on when a small claim procedure is applicable 

and when it is not.  

Extended NAT + CB 

1.3 Start a small claim 
procedure (issue the money 
claim at court)  

This service contains the procedure itself to find, retrieve, 
fill in, sign, submit relevant forms. 
Minimum:  
Reference to relevant governmental agency and its contact 

details 
Form to start the claim procedure 
The minimum for the cross-border: 
Reference for a foreigner where and how to start a small 

claim procedure 
Form for a foreigner to start the claim procedure  

Basic NAT + CB 

1.4 Share evidence/supporting 
documents by citizen) 

All relevant information which should be submitted by the 
citizen together with the claim, to proof the case. This 
service contains the actual submission of evidence / 
supporting documents. 
Minimum:  
Supporting documents to be delivered together with claim 

Basic NAT + CB 

1.5 Obtain information on case 
handling 

This service allows the citizen to follow the handling of the 
claim, (e.g. proceedings, judge, dates, steps to be taken, 
time to verdict etc.) 
Minimum:  
Information on proceedings of case handling, expected date 

of judgement 
For the cross-border element, this information should also 
be available for foreign citizens.  

Extended NAT + CB 

1.6 Retrieve judgement This service informs the citizen on the outcome of the claim 
procedure, the judgement on the claim. 
Minimum:  
Receive outcome of the claim (i.e. is it granted or not) 
For the cross-border element, this information should also 
be available for foreign citizens. 

Basic NAT + CB 

1.7 Appeal against court 
decision 

This service should clearly indicate and explain the 
necessary steps for a citizen when he/she feels the 
judgement is not correct and he/she wants to appeal.  
Minimum:  
Which steps should be taken to make appeal 
Form (and additional documents if applicable) to appeal 

against a court  

Basic NAT + CB 
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Starting a small claims procedure (Justice) 

This life event concerns a citizen 
that starts a civil procedure for 
claims of under 2000EUR. 

Definition Basic or 
Extended 

National 
(NAT), 
Cross 
Border (CB) 

Decision 
Minimum for cross border: 
Same as above, but targeted towards foreigners who want 
to appeal against a court decision.  

 

6. Regular Business Operations 

Persona 

Margo, female, 51 years old, has her own company in transportation of household goods. She is the Sole Proprietor 
and has 4 employees. Running her own business, she is required to keep a clear business administration. She has to 
declare corporate tax, submit VAT declarations and submit financial reports to the business registration office. Once in 
a while she also needs to submit company data to the national statistical offices. Because she has employees she is 
also obliged to pay social contributions. Furthermore, she has to keep her knowledge on employee contractual 
agreements and regulation up to date and she has to make sure she complies with the requirements for employee 
working conditions (e.g. maximum time truckers may drive). After 2 months one of her employees falls ill. She reports 
it to the relevant authority and she might request compensation (e.g. financial compensation, tax benefit) for the ill 
employee at the government. 

After having successfully run the transportation company for more than 10 years, Margo wants to set up an office in 
another EU country, so logistics can be arranged better and cross border movement of household goods become a 
possibility for client. She thus starts to gather information about how to set up an office abroad, what the 
requirements are in the other EU country, what the business environment is like and what business possibilities 
foreign companies have. After having obtained sufficient information Margo decides to take her chances and to set up 
an office abroad. She thus registers the new office at the relevant authorities. 

 

Economic: Regular business operations 

This life event concerns the regular 
business operations of a company Definition Basic or 

Extended 

National 
(NAT), 
Cross 
Border (CB) 

Administrative and tax requirements 

1.1 Corporate tax This service refers to the yearly corporate tax submission by 
businesses.  
Minimum: 
• Information about the process available (how to submit 

corporate tax and deadline to submit tax) 
• Corporate tax form 

Basic NAT 

1.2 Standard procedure for VAT 
declaration 

This service refers to the submission of VAT declarations by 
businesses. 
Minimum: 
• Information about the process available (how to submit 

VAT tax, to which governmental agency and 
deadline(s) to submit tax) 

Basic NAT 
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• VAT tax form 
1.3 Social contributions  This service refers to the social contributions businesses are 

obliged to pay. 
Minimum: 
• Information about which social contributions should be 

paid (e.g. unemployment, invalidity insurance, 
pension)) 

• Process description which steps should be taken to 
fulfil social contributions 

• Form to submit social contribution obligations 

Basic NAT 

1.4 Submit financial reports 
with business registration 
office 

This service refers to the financial information (annual 
reports) which should be delivered to the governmental 
agency. 
Minimum: 
• Information at which agency financial information 

should be submitted, including contact details 
• Submission form 
• Requirements for the submission of financial 

information 

Basic NAT 

1.5 Submitting of company data 
to statistical offices 

In most countries, businesses have to submit data to 
national statistical offices (NSO’s). This data is used for 
macro-economic analysis by NSO’s. Often, this data is 
gathered by a questionnaire to be filled by businesses. 
Minimum: 
• Process description how statistical data is gathered 

from businesses by NSO’s, including timing of data 
gathering 

• Form / questionnaire to submit the statistical data to 
NSO’s  

Basic NAT 

Human resources 

2.1 Obtain information on 
employee contractual 
agreements/regulation  

This service contains information on general agreements on 
employee contracts for employers. For example, 
information about minimum wages, maximum working day 
time, collective labour agreements, number of temporary 
contracts allowed etc. The service does not refer to 
individual employee contracts, but specifically to 
government requirements.  
For the cross border dimension this is about the possibilities 
and constraints to hire an employee from abroad. Is 
information on the possibilities provided, is clear what 
should be arranged and what the limitations or compared 
to hiring a national employee? 

Extended NAT + CB 

2.2 Obtain information on 
required working conditions 
for employees 

This service contains information on legislative 
requirements with regards to working conditions for 
employees (e.g. minimum working requirements for 
employees, safety measures required around working 
environment, requirements for fire exits, health and climate 
conditions at working space etc.) 

Extended NAT 

2.3 Report illness of employee 
with authorized 
administration  

This service contains the reporting of sickness of an 
employee at a governmental agency (e.g. for the employee 
to be able to obtain social benefits for illness)  
Minimum: 
• Information where and when illness of employee 

should be reported 
• Form which should be filled to report illness of 

employee 

Basic NAT 

2.4 Request compensation by 
employer for wages for ill 

This service contains the request by an employer to get 
compensated for an ill employee. When an employee is 

Basic NAT 
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employee reported sick, this often means that compensation is given 
to the employer for sick employees by the government 
(financial compensation, tax benefit). 
Minimum: 
• Information about the compensation possibilities for a 

business when an employee face sickness 
• Form to request compensation for ill employee 

Refund of VAT 

3.1 Requesting a refund of VAT  VAT (Value Added Tax) is a consumption tax added to most 
goods and services in the EU and other countries. it is a tax 
only on the value added to a product, material, or service, 
from an accounting point of view, by this stage of its 
manufacture or distribution. The manufacturer remits to 
the government the difference between these two 
amounts, and retains the rest for themselves to offset the 
taxes they had previously paid on the inputs. 
Minimum: 
• Information about the possibilities for claiming refund 

of VTA 
• Conditions for claiming refund of VAT 
• Administrative obligations (and accompanying 

documents if applicable) to fulfil a VAT tax return as an 
entrepreneur 

For the cross-border assessment, the same minimum should 
be taken into account for a foreign entrepreneur. A foreign 
entrepreneur is defined as an entrepreneur who is not 
established in the country of investigation and who has no 
permanent establishment in the country under 
investigation. 

Basic NAT + CB 

3.2 Possibilities for objection 
and appeal against a 
claiming refund of VAT 
decision 

This service contains the possibilities for an entrepreneur to 
object and appeal against a refund of VAT decision by a 
governmental organization.  
Minimum:  
• Which steps should be take to make appeal 
• Form (and additional documents if applicable) to 

appeal against a court decision 
Minimum for cross border: 
• Same as above, but targeted towards foreigners who 

want to appeal against a court decision.  

Basic NAT + CB 

 

7. Owning and Driving a Car 

Persona 

Steven, a 19-year old student living in a large city in the country, just passed his driving exam. He has his driving 
licence and decides that he wants to buy a car. He searches the internet for information on taxes, insurances, 
registration obligations and price comparison. After a thorough search, he decides to buy a second hand car, a VW golf 
GTi which is 5 years old. Before buying the car, he checks the car register to check the details of the VW Golf GTi he 
found. Everything seems alright and Steven decides to buy the car, especially because the likes to 180pk engine the 
car has. He registers the car at his own name, making sure that previous owner is de-registered as owner of the car. 

After the successful buy, Steven registers the car for road tax and informs about the possibilities to obtain a parking 
permit for his city of residence. A Steven is still very excited about his 180 pk engine, he decides to go for a ride with 
some friends. During this trip, he is spotted by a police car who found he was driving 30 kilometres too fast. Steven 
search the internet to find out how much the fine is and how to appeal against the fine. Steven believes he only drove 
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10 kilometres per hour too fast. Unfortunately for Steven, the appeal is not awarded and Steven decides to pay his 
fine.  

Transport: Owning and driving a car 

This life event concerns the 
services related to buying, 
registering and driving a car 

Definition 
Basic or 
Extended 

National 
(NAT), 
Cross 
Border (CB) 

Buying and registering a car 

1.1 Information on what is 
needed when buying a car 

Typical information you look for when considering buying a 
car: information about taxes (which taxes and difference in 
amounts of different taxes), obligatory insurances, 
registration of your car (where and how), information on 
subsidies to buy a car (i.e. refund for green, environmental 
friendly cars) and price comparison possibilities.   

Extended NAT 

1.2 Standard procedure to 
register a new or second 
hand car (including 
changing the status of a 
car) 

This service contains the registration of a bought car under 
your name, so you are the official owner of the car. If the 
car is a second-hand car, it includes that the previous owner 
is de-registered as owner of the car. 
Minimum: 
Information where you should register the car under your 

name (which agency) and what the procedure is (which 
steps should be followed) 

Registration form to register car  

Basic NAT  

1.3 Standard procedure to 
register an imported car 

This service contains the procedure to register an imported 
car from abroad. It contains the import procedure and 
registration of the car on your name as owner of the car. 
Minimum: 
Information what the constraints are regarding importing of 

a car, where you should register the imported car 
(which agency) and what the procedure is (which steps 
should be followed) 

Registration form to register imported car 

Basic NAT 

1.4 Consult vehicle details in 
car register (checks when 
buying second hand car) 

This service contains the consultation of a register where 
information on cars is stored, for example building year, car 
characteristics, owner of car etc.  

Extended NAT 

1.5 Dealing with driving fines 
(including contesting fines, 
check for details, check for 
penalty point on driver’s 
license) 

This service deals with driving fines. 
Minimum: 
Is information about the amount of the fine (per traffic 

offense) available 
Is the procedure clear how to appeal against a fine? 
Is there information about penalty points for a certain fine 

on your driver’s license (if applicable)? 

Basic NAT + CB 

Taxes, certificates and permits 

2.1 Pay vehicle/road tax This service deals with vehicle / road tax, which is applicable 
in most countries when you possess a vehicle.  
Minimum: 
Information about the amount of tax for different vehicles 
Procedure how to register for vehicle/road tax paying 
Form to register for vehicle / road tax payment  

Basic NAT 

2.2 Register for access to toll 
roads 

This service deals with getting access to toll roads (e.g. by 
annual subscription, electronic access, permits)  
Minimum: 
Information about how to register for access to toll roads 

and amount of toll fee 

Extended NAT 
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Procedure how to register for access to toll roads 
Form to register for access to toll roads 

2.3 Obtain a parking permit In cities with limited parking space, citizens can apply for a 
parking permit for their car in their own neighbourhood.  
Minimum: 
Information about possibilities to obtain a parking permit 

and costs of parking permit 
Procedure description how to obtain a parking permit 
Parking permit form 

Basic NAT 

2.4 Request replacement 
vehicle registration 
certificate (after loss) 

This service deals with replacing a lost (or stolen) license 
plate or vehicle registration certificate (e.g. green card in 
the Netherlands).  
Minimum: 
Information what to do when a license plate or registration 

certificate is lost/stolen. 
Form to apply for replacement of license plate / registration 

certificate 
Information on expected time to receive a new license plate 

/ registration certificate  

Basic NAT 

2.5 Reporting a stolen car This service deals with reporting a car as stolen. After a car 
has been stolen, the owner should report this as soon as 
possible. 
Minimum: 
What is the procedure when you need to report a stolen car 
Where should a stolen car be reported 
Which form and accompanying documents should be 

submitted  

Basic NAT 

2.6 Submit periodic motor 
vehicle testing report 

In most countries, it is obligatory to periodically test your 
vehicle (MOT-test, Motor Vehicle Test).  
Minimum: 
Information about the frequency of MOT-test 
Where a vehicle testing report should be submitted 
Requirements regarding a vehicle testing report from a legal 

point of view (e.g. testing only done by certified 
organizations) 

Basic NAT 

 

 

8. Moving 

Persona 

Joyce, 44 years old, married and mother of three children has bought a new family house in another municipality and 
region within her country of residence. Before moving she obtains information on the local facilities, e.g. what schools 
are there for her children, what sports facilities are available and where she can go to a general practitioner. She also 
acquires information on if and what permits are required to move there (e.g.to unload, to close a road) and how she 
can obtain a permit for these requirements. She also makes sure she registers her new address in the municipality 
register and all other relevant authorities are notified (e.g. tax agency, schools, health care facilities) about her 
changed addresses. She also notifies the postal office and utilities. Finally, she signs out at the old municipality and 
registers herself as the new owner of the house in the land register.  

After five years in her house, Joyce gets a new job in another EU country. She and her husband decide to move the 
family there for at least two years. She again obtains information on the local facilities and required permits to move 
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there. She also obtains information on her rights and obligations when moving abroad. Finally, she registers her new 
address in the national register/municipality register of the country of destination. 

 

General administration: Moving 

This life event concerns the moving 
and living within a country as well 
as going abroad to work and reside 
in another European country 

Definition 
Basic or 
Extended 

National 
(NAT), Cross 
Border (CB)  

Moving  

1.1 Obtain information on local 
facilities (e.g. schools, 
sports, health facilities) 

Moving also implies that local information about the 
facilities are of importance before settling. As a minimum, 
information about health, schools and sports should be 
available in the community.  

For the cross-border assessment, this information should be 
available to foreigner citizens as well.   

Extended NAT + CB 

1.2 Obtain permits for moving In some countries, one has to obtain permits to close a 
certain road when moving or to unload for a certain period 
of time.  
Minimum: 
Obtain information about required permits and which 

permits is applicable in a certain situation 
Application form to obtain a permit for moving.  
For the cross-border element, this information should also 
be available for foreign citizens. 
The question is whether this is relevant in majority of 
countries, which should be decided during the landscaping 
phase. 

Basic NAT + CB 

1.3 Register the new address in 
municipality register 

This service deals with the registration at the responsible 
governmental organization of your new address when 
moving. This service includes the registration for local taxes. 
Minimum: 
Information about how to register a new address at the 

municipality 
Registration form for the new address  

Basic NAT  

1.4 Notify additional 
organizations (such as tax 
agency, school, health care) 
about new address 

This service deals with the registration at other 
organizations (at least tax agency, health care and schools) 
about your new address.  
Minimum: 
Information about how to register a new address at these 

organisations 
Registration form for the new address  
Some might be automated due to the registration in 
municipality register. 

Basic NAT 

1.5 Notification to post and 
utilities 

This service deals with the notification at the postal service 
and utilities about your new address. These services are 
provided in most countries by private companies which fulfil 
a public service regulated by the state. 
Minimum: 
Information about how to notify a new address at the postal 

and utilities service 
Notification form for the new address 
During the landscaping phase Member States can indicate 
whether this is a relevant service in most countries. 

Extended NAT 
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Afterwards it can be decided to include this in the 
measurement or leave it out.   

1.6 Sign out at old municipality When you move to another address, this implies that you 
not only have to register your new address but also have to 
sign out at your old address.  
Minimum: 
Information about how and where to sign out at old 

municipality 
Sign out form 
Depending on the actual presence of this service during 
landscaping phase (might be automated in almost all 
countries) this should be included or not.  

Basic NAT 

Moving & living across border (emigration) 

2.1 Obtain information on 
rights and obligations when 
moving abroad 

This service deals with necessary information when you 
want to move abroad. As a minimum information should be 
available about: how to obtain a house (are there special 
requirements for foreigners) and additional registration 
needed if you want to move abroad (such as registration 
card for foreigners or maximum length a stay might last).  

Extended CB 

2.2 Issue a registration 
certificate 

If a foreign residence stays longer than 3 months in a city, a 
registration certificate should be issued to prevent that the 
citizen is not becoming a burden to the social system (see 
Directive 2004/38/EC of the European Parliament article 8). 
The registration certificate should be obtained in person at 
the relevant authority, therefore we define the following 
Minimum for this CB service: 
Information what is required to obtain a registration 

certificate and which documents a foreigner should 
show to obtain a registration certificate 

Online form to make an appointment at the relevant 
authority to gather the registration certificate  

Basic CB 
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Annex B. Mystery Shopping Questionnaire 

For in-country assessment: 
A. Online availability of services22: 

Assessment of each basic and extended service in the Life Event process model: 

A1 (2012- 2017)  Is information about the service available online? 

A2 (2012- 2017)   Is the actual service available online23?  

A3 (2012- 2017)  Is the service/information about the service available through (one of the) relevant 
portal(s)? (with a  maximum of 2 portals) 

 

B. Usability of services: 

Assessment of relevant domain websites and/or portal(s): 

Support & Help 

B1 (2012- 2017)  Is a Frequently-Asked-Questions (FAQ) section available? 

B2 (2012-2017) Is a demo available (any type: click-through demo, online video, downloadable manual 
explaining the steps the user has to take, …) on how to obtain the service?  

   OR 

   Is there a live support functionality ‘click to chat’ available on the website? 

B3 (2012- 2017) Can the division/department responsible for delivery be identified and contacted (generic 
contact details do not suffice to positively score on this metric)?  

B4 (2012- 2017) Can the service be obtained via other channels than a website? (For instance, call centres, 
email, and small private businesses providing basic government services, customized 
applications (apps) or authorised intermediaries) 

 

Giving feedback 

B5 (2012- 2017) Are feedback mechanisms available to the user to give his opinion on the service?  
(any type: user satisfaction monitoring, polls, surveys, ...;  the provision of contact details 
does not suffice to  positively score on this metric. A reference must be made to user 
satisfaction surveys, feedback options,  complaints management and alike, clearly 
encouraging the user to provide feedback. 

B6 (2012- 2017) Are discussion fora or social media available?   
(any type: for online discussions amongst users and with the public administration, directed 
from/to the domain website(s)) 

                                                                 
22 The landscaping will in addition ask for automated service provision and whether a service is provided by the private sector. 
23 The meaning of ‘online available’ will depend upon the service and is hence integrated in the individual service definition. For instance, the 
service ‘register company name’ is defined as not only ensuring the entrepreneur obtains the company name he is seeking (the registration deed), 
but also the formal approval of the proposed name. This service will be considered online available when both the registration and approval are 
possible online – without any paper of physical visit required. 
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B7 (2012- 2017)  Are complaint procedures available?  
   (any type: redress, dispute resolutions) 

Assessment of each stage (cluster of services) in the Life Event process model: 

Overall Ease of Use (qualitative assessment by shoppers – per Life Event stage): 

B8 (2012-2015)  Were you able to complete the required process steps smoothly and achieve your goal? 

                  This question will be answered by scoring below sub-questions:  

• Were you able to achieve your goal? (10=yes, totally and I will use the internet next time I need to 
be in contact with the government, 1=no, not at all) 

• Were instructions, support and/or help functionalities for the services in this Life Event stage 
sufficient to understand what was required? (10=yes, I could find answers to every possible question 
I had, 1=no, there were none or only very basic/simplistic possibilities to help me on my journey) 

• Was the succession of process steps logical? (10=yes, to a high extent, I could easily understand, 
1=no, I needed to go back and forth between the various websites/service pages) 

Scale 1-10: Score from 1 (negative rating) to 5 (neutral rating) to 10 (best possible positive rating), 
converted into 100% scale.  Specific guidelines for answering these questions will be part of the 
instruction manual for shoppers. 

 

Assessment of each stage (cluster of services) in the Life Event process model: 

Overall Speed of Use (qualitative assessment by shoppers – per Life Event stage): 

B9 (2012-2015)  Were you able to complete the required process steps within a reasonable amount of time? 

This question will be answered by scoring below sub-questions:  

• Does the service give an overview of relevant data and information you should have ready (and 
which are not already provided by the service) in order to complete the online service procedure? 

• Based on available information, could you set expectations about the amount of time it would take 
to complete the required steps? (10=yes, I could quickly find out how much time it would take me to 
complete the service and would receive feedback, 1=no, the information was unavailable or I had to 
search extensively for it) 

• After completing the services in this Life Event stage, did your expectations on the time lapse 
correspond to the actual time for completion? (10=yes, to a high extent, 1= no, not at all, it took me 
way longer than expected and communicated by the service provider, exceed maximum time limits) 

• Do you feel the current services are efficiently structured and designed to facilitate the user in 
completing the required services in the shortest amount of time? (10=yes, I would describe my user 
journey as very smooth and efficient (comparable to online banking), 1=no, it took very much time, 
felt bureaucratic and rash) 

Scale 1-10: Score from 1 (negative rating) to 5 (neutral rating) to 10 (best possible positive rating), 
converted into 100% scale.  Specific guidelines for answering these questions will be part of the 
instruction manual for shoppers. 

 

C. Transparency of service delivery 
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Assessment of each basic service in the Life Event process model: 

C1 (2012- 2017)  Does one receive a delivery notice of successful completion of the process step online? 

C2 (2012- 2017) During the course of the service, is progress tracked? (i.e. is it clear how much of the 
process step you have accomplished and how much of it still remains to be done?) 

C3 (2012- 2017) During the course of the service, can you save work done as a draft (i.e. could you return to 
your draft work at another moment in time)? 

C4 (2012- 2017) Does the site communicate expectations on how long the entire process is estimated to 
take? 

C5 (2012- 2017)  Is it clear what the delivery timelines of the service are?  

C6 (2012- 2017)  Is there a maximum time limit set within which the administration has to deliver? 

C7 (2012- 2017)  Is information available about service performance (any type: service levels, performance 
   assessment)? 

 

Assessment of relevant domain websites and/or portal(s): 

D. Transparency of Personal data 

D1 (2012- 2017)  What is the degree of online access for the Citizen/Business to their own 

   data: 

- No access 

- Information on the way to access own data through traditional channels 

- Data available on demand (specific facility on the web site) 

- Is proactively informed by Government about which data is being held about him/her 
etc.? 

D2 (2012- 2017) Is it possible for the citizen/business to notify the government online if they think their data 
are incorrect/incomplete? 

D3 (2012- 2017)  Is it possible for citizen/business to modify data online?  

D4 (2012- 2017)  Is a complaint procedure available for citizens/businesses as regards their data? 

D5 (2016- 2017) Can you monitor who has consulted your personal data and for what purpose? (Monitoring 
in this case refers to the situation where the citizen himself/herself can see – online - who 
else has consulted personal data and for what purpose; E.g. a civil servant looked up 
personal data for the purpose of answering a certain application.) : 

0 = This information is not available 

1 = You can monitor whether your data has been consulted 

2 = You can monitor whether and when your data has been consulted 

3 = You can monitor whether and when your data has been consulted and who 
(department/organisation) has consulted the data 

4 = You can monitor whether and when your data has been consulted, who 
((department/organisation) has consulted the data and for what purpose 
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E. Transparency of public organizations: 

Generic questions 

The questions will be assessed for the most relevant 2-3 administrations/ministries for each domain/life event for this 
section. Landscaping will help to better define the target websites to analyse. Same questions for each life event.  

E1 (2012- 2017)  Does the administration’s website provide the following information? 

•       The organizational structure and chart, the names and titles of head of 
departments/functions, their responsibilities? 

   •       The mission and responsibilities of the administration? 

E2 (2012- 2017) Is there a process in place to provide Access to Information/Documents and its 
implementation? 

E3 (2012- 2017)  Does the website provide information on 

   •        User’s possibility to ask for additional information 

•       Ways to complain or ask for redress if the administration does not provide information 
requested 

E4 (2012- 2017)  Does the administration’s website provide information on: 

   •       The organization’s budget and funding sources  

   •       Annual accounts  

   •       Level and scope of investments, if applicable 

•       Reports from official external financial controllers (e.g. Court of Auditors) or external 
quality assurances 

E5 (2012- 2017)  Does the administration website provide information on: 

   • Relevant legislation/regulation      

   •       The administrations’ key policy making processes 

   •       User’s ability to participate in policy making processes 

E6 (2012- 2017)  Does the administration’s website provides information on: 

•       Methods employed for monitoring and assessment of the administration’s 
performance 

   •       User’s satisfaction with the administration’s services 

 

 

Life Event specific questions 

Assessment of relevant domain websites and/or portal(s). The website does not need to replicate information 
contained somewhere else. It is sufficient that clear hyperlinks exist from the relevant websites/portals to the desired 
information. 

For Business start-up: 
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E7a (2012-2017) Can I find sector specific24 compliance information (rules & regulations and/or quality 
standards and/or overview of relevant regulatory authorities per sector?) explaining clearly 
how they apply to my situation?  

E8a (2012-2017) Does the administration’s website provide (sector specific) information on minimum wages 
and/or collective labour agreements? (relevant when hiring people for your future 
business) 

 

For Losing and finding a job:  

E7b (2012-2017) Does the administration’s website provide clear information on demand and/or supply for 
specific job sectors?) 

E8b (2012-2017) Does the administration’s website provide clear information to help and accelerate re-
Integration of specific target groups (e.g. young people, elderly, immigrants etc.)? 

 

For Studying: 

E7c (2012-2017) Does the administration’s website provide statistics which allow to compare facts and 
figures on institutions and courses (such as course completion, student achievement, 
student population)? 

E8c (2012-2017) Does the administration’s website provide information on quality assurance? Composed of 
three questions: 

a. Does the website publishes the internal quality assurance and review criteria for 
institutions and courses (eg implementation of EC’s QA guidelines in the European 
Higher Education Area)? 

b. Does the website publishes performed assessments or reviews concerning the internal 
quality assurance? 

c. Does the website publishes reports (or refers to reports) from to external, 
independent, quality assurance institutions or accreditation authorities and their 
publications? (excl. private sector rankings) 

E9c (2012-2017) Does the administration’s website provide information on students’ satisfaction with the 
administration’s services? (e.g. satisfaction surveys, student monitors etc.) 

 

For Regular Business Operations:  

E7a (2012-2017) Does the administration’s website provide information about the total amount of corporate 
taxes, collected on yearly basis, and in relation to size of companies? 

E8a (2012-2017) Does the administration’s website provide an overview of disputes between public 
administrations (e.g. Tax Agency) and businesses? 

 

For Owning and driving a car:  

                                                                 
24 This relates to the persona for this life event. 
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E7b (2012-2017) Does the administration’s website provide information on total amount of fines, on yearly 
basis, categorized per offence and per region/city? 

E8b (2012-2017) Does the administration provide insight into monitoring of the certified organizations that 
perform the Motor Vehicle (MOT) test? 

For Moving:  

E7c (2012-2017) Does the administration’s website provide information about number of people changing 
address yearly (both nationally as well as cross border)?  

E8c (2012-2017) Does the administration make clear which public administrations are notified of a changed 
address? 

For Starting a small claims procedure: 

E7d (2012-2017) Does the administration provide information about the number of cases between two 
national parties handled each year, the key characteristics of the case and results of the 
procedures? 

E8d (2012-2017) Does the administration provide information about the number of cases between a national 
party and a foreign party handled yearly, the key characteristics of the case and results of 
the procedures? 

 

F. Key Enablers 

 

eID25 

Assessment of each basic service in the Life Event process model: 

F1 (2012-2017) Is any kind of (online/offline) authentication needed to access or obtain the service? (no 
score is attributed to this question, the question intends to landscape for how many/which 
process steps an eID is required)  

F2 (2012-2017)  If an authentication is needed, is it possible to authenticate online?   

F3 (2012-2017) If it is possible to authenticate online, do you use a generic electronic identifier (e.g. a 
national eID card)? (if the service requires a specific electronic identifier (e.g. a 
matriculation number for students) provided by the involved service provider, and which is 
only suited for services from that single provider, the answer to this question is ‘no’) 

F4 (2016-2017) If it is possible to authenticate online for a service, is it also possible to access another 
service in this life event (but provided by a different service provider) without re-
authenticating? (if there is only 1 service provider in a life event, this question is redundant) 

F5 (2016-2017) If it is possible to authenticate online for a service, can one also decide to use a private eID 
(like eBanking token)? This question would not be scored, but aims to increase insights into 
the use of various electronic identification tools. 

 

eDocuments26 

                                                                 
25 Electronic Identification (eID) is a government-issued document for online identification, and authentication 
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Assessment of each basic service in the Life Event process model: 

F6 (2012-2017) Is any kind of documentation needed to access or apply for the service?  
(no score is attributed to this question; the question intends to landscape for how 
many/which process steps an eDocument is relevant) 

F7 (2012-2017) Is it possible for the user to submit the document that is required by the service provider to 
complete procedures and formalities necessary to establish or to carry out a process step 
online (certificate, diploma, proof of registration etc) in an electronic form?  
OR 

Is it possible to obtain the document that is to be provided by the service provider to the 
service recipient  when completing procedures and formalities necessary to establish or to 
carry out a process step online (certificate, diploma, proof of registration etc) in an 
electronic form? 
 

Digital post 

Assessment of relevant domain websites and/or portal(s): 

F8 (2016-2017) Is it possible for citizens and businesses to receive communication from the central 
government digitally only (eg by personal mailbox or MyPage)? 

F9 (2016-2017) Is it possible for citizens and businesses to receive communication from local governments 
digitally only (eg by personal mailbox or MyPage)? 

 

Authentic sources27 

Assessment of each basic service in the Life Event process model: 

F10 (2012-2017) Is any kind of eForm needed to access or apply for the service? (no score is attributed to 
this question, the question intends to landscape for how many/which process steps an 
eForm is required) 

F11(2012-2017) When applying for this service is personal data pre-filled by the service provider?  
(based on data from authentic sources28 such as National register, Tax registers, Company 
registers etc) 

 eSafe29 

F12 (2012-2015)  Is an eSafe solution available to store personal documents (eg diploma’s, declarations etc)? 

 

                                                                                                                                                                                                                     
26 an eDocument is defined as a document which has been authenticated by its issuer using any means recognised under applicable national law, 
specifically through the use of electronic signatures, e.g. not a regular pdf or word doc. 
See ‘Study on electronic documents and electronic delivery for the purpose of the implementation of Art. 8 of the Services Directive’, ‘D3.1 
Recommendations on improving the cross border exchangeability of electronic documents and interoperability of delivery systems for the purposes 
of the implementation of the Services 
Directive’, by Siemens and Timele for DG Markt, 2009. 
27 Authentic Sources are base registries used by governments to automatically validate or fetch data relating to citizens or businesses. 
28 Idem, Authentic database: any data collection in which certain attributes of a clearly defined subset of entities are managed, and to which a 
particular legal of factual trust is attached (i.e. which are generally assumed to be correct). This includes National Registers, tax registers, company 
registers, etc 
29 Electronic Safe (eSafe) is a legally recognized system that allow for secure storage and retrieval of electronic documents. 
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SSO30  

F7 (2012-2015) Is a Single Sign-On functionality for accessing multiple eGovernment services and/or 
websites available? 

 

For cross-border assessment: 
 

G. Cross border index for online availability 

Assessment of each basic and extended service in the Life Event process model (when indicated as relevant for Cross 
border assessment): 

G1 (2012-2017)  Is information about the service available online for a non-country national?  

 

G2 (2012-2017) Can the service be obtained online by a non-country national?  
(e.g. If needed, is it possible to submit a foreign version of a required document or does one 
need to  translate first or request official recognition? If needed, is it possible to log in with 
a foreign eID?)   

G3 (2012-2017) If the previous question is answered negatively, what barriers does a non-country national 
encounter (multiple choice: eID, eDocuments, need for translation or recognition of 
required document, other)? 

 

H. Cross border index for usability 

Assessment of relevant domain websites and/or portal(s): 

Support & Help 

H1 (2012-2017)  Does the website contain a help functionality accessible for foreigners? 

H2 (2012-2017) Are feedback mechanisms available for foreigners to give their opinion on the service? 
(feedback mechanism or discussion forum, not only in a national language)? 

 

Giving feedback 

H3 (2012-2017) Is it clear for a foreigner how to access complaint procedures? (taking into account possible 
language issues, eg referral to organisation that can provide additional information) (any 
type: redress, dispute resolutions) 

Assessment of each stage (cluster of services) in the Life Event process model: 

Overall Ease of Use (qualitative assessment by shoppers – per Life Event stage): 

H4 (2012-2015)  Were you able to  complete the required process steps smoothly and achieve your goal? 

                  This question will be answered by scoring below sub-questions:  

                                                                 
30 Single Sign On (SSO) allows users to get access to multiple systems without the need to log in multiple times. 
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• Were you able to achieve your goal? (10=yes, totally and I will use the internet next time I need to 
be in contact with the government, 1=no, not at all) 

• Were instructions, support and/or help functionalities for the services in this Life Event stage 
sufficient to understand what was required? (10=yes, I could find answers to every possible question 
I had, 1=no, there were none or only very basic/simplistic possibilities to help me on my journey) 

• Was the succession of process steps logical? (10=yes, to a high extent, I could easily understand, 
1=no, I needed to go back and forth between the various websites/service pages) 

Scale 1-10: Score from 1 (negative rating) to 5 (neutral rating) to 10 (best possible positive rating), 
converted into 100% scale.  Specific guidelines for answering these questions will be part of the 
instruction manual for shoppers. 

 

Assessment of each stage (cluster of services) in the Life Event process model: 

Overall Speed of Use (qualitative assessment by shoppers – per Life Event stage): 

H5 (2012-2015) Were you able to complete the required process steps within a reasonable amount of time? 

This question will be answered by scoring below sub-questions:  

• Does the service give an overview of relevant data and information you should have ready (and 
which are not already provided by the service) in order to complete the online service procedure? 

• Based on available information, could you set expectations about the amount of time it would take 
to complete the required steps? (10=yes, I could quickly find out how much time it would take me to 
complete the service and would receive feedback, 1=no, the information was unavailable or I had to 
search extensively for it) 

• After completing the services in this Life Event stage, did your expectations on the time lapse 
correspond to the actual time for completion? (10=yes, to a high extent, 1= no, not at all, it took me 
way longer than expected and communicated by the service provider, exceed maximum time limits) 

• Do you feel the current services are efficiently structured and designed to facilitate the user in 
completing the required services in the shortest amount of time? (10=yes, I would describe my user 
journey as very smooth and efficient (comparable to online banking), 1=no, it took very much time, 
felt bureaucratic and rash) 

Scale 1-10: Score from 1 (negative rating) to 5 (neutral rating) to 10 (best possible positive rating), 
converted into 100% scale. Specific guidelines for answering these questions will be part of the 
instruction manual for shoppers. 

 

I. Availability of cross-border key enablers 

Cross-border eID. 

Assessment of basic services: 

I1 (2016-2017) Is any kind of (online/offline) authentication needed to access or apply for the cross-border 
service? (no score is attributed to this question, the question intends to landscape for how 
many/which process steps an eID is required)  

I2 (2016-2017) If an authentication is needed for a cross-border service, is it possible to authenticate online 
using your national eID?   

Cross-border eDocuments 
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I3 (2016-2017) Is any kind of documentation needed to access or apply for the cross-border service?  
(no score is attributed to this question, the question intends to landscape for how 
many/which process steps an eDocument is relevant) 

I4 (2016-2017) Is it possible for the user to submit the document that is required by the foreign service 
provider to complete procedures and formalities necessary to establish or to carry out a 
process step online (certificate, diploma, proof of registration etc) in an electronic form?  

   OR 

Is it possible to obtain the document that is to be provided by the foreign service provider 
to the service recipient when completing procedures and formalities necessary to establish 
or to carry out a process step online (certificate, diploma, proof of registration etc) in an 
electronic form? 
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Annex C. Allocation Mystery Shoppers for cross-border assessments 
 
Shoppers from country in first column to assess 2 other countries for 2 life events 
 

  Business life events (2), Moving Studying, Owning a car, Small claims 
procedure 

AT HU EE 
BE NL LV 
BG TR BE 
CH DE CZ 
CY EL HU 
CZ SK UK 
DE CH HR 
DK IS AT 
EE FI LU 
EL CY FI 
ES PT RO 
FI EE PT 
FR LU CY 
HR SI IT 
HU AT NO 
IE PL DK 
IS DK IE 
IT RO RS 
LT LV SI 
LU FR EL 
LV LT NL 
MT UK SE 
NL BE LT 
NO SE PL 
PL IE SK 
PT ES MT 
RO IT TR 
RS HR BG 
SI RS DE 
SK CZ IS 
SE NO FR 
TR BG CH 
UK MT ES 

 



eGovernment Benchmark Method Paper 2016 
 

 

 
 
 

 59

Annex D. Calculation Rules Mystery Shopping Indicators 2016-2017 
Updated for calculating single indicators mystery shopping 2016 and 2017 

 

Computation – general rules 

For the indicator of online availability (A), transparency of service delivery (C) and key enablers (F1 eID, F4 
eDocuments, F8 Authentic sources), in case there is more than one url mentioned for a single service: 

 

1. For services that are provided at the national level, we take the best possible answers to calculate the score for that 
service.  

The same rule applies for the indicators Usability (B), Transparency of Personal Data (D), other Key Enablers (F) and 
also for the cross-border indicators G, H, I.  

 

 Indicator X  

Q1 Q2 Q3 Q4 Sum Mean % 

Service 1.1 Public Admin A - Url A 1 0 1 0  

Public Admin B - Url B 1 1 0 1 

Public Admin C - Url C 1 1 0 1 

TOTAL (for scoring) 1 1 1 1 4 1,00 100% 

 

2. For services that are provided at the regional or local level, we take the average of all urls per service. The same 
rule applies for the indicator Transparency of Public Organisations (E) mentioned on the ‘Domain sheet’.  

 

 Indicator X  

Q1 Q2 Q3 Q4 Sum Mean % 

Service 1.1 Community A - Url A 1 0 1 0 2 0,50 50% 

Community B - Url B 1 1 0 1 3 0,75 75% 

Community C - Url C 1 1 0 1 3 0,75 75% 

Community D - Url D 1 0 0 0 1 0,25 25% 

Community E - Url E 1 0 0 1 2 0,50 50% 

TOTAL (for scoring)   0,55 55% 

 

3. Automated services – if a service is automated, this service reaches a 100% score for section A and section C 
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Computation – specific rules per indicator 

The score sheet for Member States needs to be composed of the following scores: 

1. Top Level Benchmarks () for: 

• User Centric Government (average of all life events (see below #2, per life event) 
• Transparent Government (based on Mystery Shopping) 
• Citizen Mobility (based on Mystery Shopping), including Key Enablers CB 
• Business Mobility (based on Mystery Shopping), including Key Enablers CB 
• Key Enablers (based on Mystery Shopping) 

 

2. Results per Life Event in 2016 and 2017: 

a. User Centric Government – National assessments (Section A, B): 
o 67% Synthetic Indicator Online Availability (section A) 

 80% Compound indicator online availability of basic services – average of all basic services 
in life event. Per service the following scoring rules apply: 

• If automated > 100% 
• If A1+A2+A3 = yes > 100% 
• If A1+A2 = yes > 75% 
• If A1+A3 = yes > 50% 
• If A1 = yes > 25% 
• If A1+A2+A3 = no > 0% 

 20% Compound indicator online availability of extended services – average of all extended 
services in life event. Per service the following scoring rules apply: 

• If automated > 100% 
• If A1+A2+A3 = yes > 100% 
• If A1+A2 = yes > 75% 
• If A1+A3 = yes > 50% 
• If A1 = yes > 25% 
• If A1+A2+A3 = no > 0% 

o 33% Synthetic Indicator Online Usability (section B1-7) 
 67% Compound indicator usability of services – support and feedback 

• See above rule 1: ‘best possible answer’ across urls 
• Average score B1-B7, whereby B2 = yes if B2.1 OR B2.2 are yes 

 33% Indicator for Mobile friendliness of websites 

 

N.B. Compound Indicator Ease of use (Section B8) and Speed of use (section B9) are dropped from the measurement. 

 

b. Transparent Government – National assessment (Sections C, D, E): 
o 33% Transparency of Service delivery 

 Average score of C1-C7 (whereby all yes = 100%) 
o 33% Transparency of public administrations 

 See above rule 2: final score is average of score for each organization 
 Average score of E1-E8/9 (whereby all yes = 100%) per organization (url) 
 Scores to be computed per question (average of answers), eg E1 = E1.1+E1.2/2 and E4 = 

(E4.1+E4.2+E4.3+E4.4)/4) 
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o 33% Transparency of personal data 
 Average score of D1-D5 (whereby all yes = 100%) 
 For D1: 1 = 0%, 2=33%, 3=67%, 4=100% 
 For D5: 1 = 25%, 2 = 50%, 3 = 75%, 4 = 100% 

 

c. Citizen Mobility – Cross border assessment Studying (Section G, H, I) 
o 50% Synthetic Indicator Online Availability (section G): 

 80% Compound indicator online availability of basic services – average of all CB basic 
services in life event. Per service the following scoring rules apply: 

• If automated > 100% 
• If G1+G2 = yes > 100% 
• If G1 = yes > 50% 
• If G1+G2 = no > 0% 

 20% Compound indicator online availability of extended services – average of all CB 
extended services in life event. Per service the following scoring rules apply: 

• If automated > 100% 
• If G1+G2 = yes > 100% 
• If G1 = yes > 50% 
• If G1+G2 = no > 0% 

 

o 25% Synthetic Indicator Online Usability (section H): 
 100% Compound indicator usability of services – support and feedback 

• Average score H1-H3 
• See above rule 1: ‘best possible answer’ across urls 

 

o 25% Synthetic indicator Cross Border Key Enablers (section I) 
 50% Cross-border eID – if I1 & I2 are answered positively, this leads to a score of 100%. If I1 

= yes, but I2 = no, this leads to a score of 0%. If both are ‘no’, there is no score (as it is not 
relevant) 

 50% Cross-border eDocuments – similar approach. If I3 & I4_1 or I4_2 = yes > 100%. If only 
I3 =  yes > 0%. If I3 = no > not relevant, no score. 

 

N.B. Compound Indicator Ease of use (Section H4) and Speed of use (section H5) are dropped from the measurement. 

 

d. Business Mobility – cross border assessment business start up & early trading operations (Section G, H, I) 
o Idem as c. 

 

e. Key enablers – National assessment (Section F) 
o Synthetic Indicator of IT enablers (per life event): 

 Average of individual enablers (eID, eDocuments, authentic sources, digital post). 
o Single indicators: 

 Digital Post (F10 + F11) (‘Portal’ sheet, measured for whole LE): 
• if F10 and F11= no > 0%  
• if F10 or F11 = yes > 50%  
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• if F10 and F11= yes > 100%  
 eID (F1-3, F12, F13)/eDocuments(F4-5)/Authentic Sources (F8-9) (measured per basic 

service) 
• eID (F13 not used for scoring):  

o If F1 = no > no score 
o if F1 = yes, but the others are no > 0 
o if F1 + F2 = yes > 33% 
o If F1 + F2 + F3 = yes > 67% 
o If F1 + F2 + F12 = yes > 67% 
o If F1 + F2 + F3 + F12 = yes > 100% 

 eDoc: if F4 = no > no score is attributed.  
If F4+F5.1 or F4+F5.2 = yes > 100% (if no > 0%) 

 Auth. S.: if F8 = no > no score is attributed.  
If F8+F9 = yes > 100% 
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Annex E. Calculation Rules Mystery Shopping Indicators 2012-2015 
Computation – specific rules per indicator 

The score sheet for Member States needs to be composed of the following scores: 

1. Top Level Benchmarks (across all life events) for: 

• User Centric Government (based on Mystery Shopping, average of all life events (see below #2, per life 
event) 

• Transparent Government (based on Mystery Shopping) 

• Citizen Mobility (based on Mystery Shopping) 

• Business Mobility (based on Mystery Shopping) 

• Key Enablers (based on Mystery Shopping) 

 

2. Results per Life Event: 

f. User Centric Government – National assessments (Section A, B): 

o 67% Synthetic Indicator Online Availability (section A) 

 80% Compound indicator online availability of basic services – average of all basic services 
in life event. Per service the following scoring rules apply: 

• If automated > 100% 

• If A1+A2+A3 = yes > 100% 

• If A1+A2 = yes > 75% 

• If A1+A3 = yes > 50% 

• If A1 = yes > 25% 

• If A1+A2+A3 = no > 0% 

 20% Compound indicator online availability of extended services – average of all extended 
services in life event. Per service the following scoring rules apply: 

• If automated > 100% 

• If A1+A2+A3 = yes > 100% 

• If A1+A2 = yes > 75% 

• If A1+A3 = yes > 50% 

• If A1 = yes > 25% 

• If A1+A2+A3 = no > 0% 

o 33% Synthetic Indicator Online Usability (section B1-7) 

 50% Compound indicator usability of services – support and feedback 

• See above rule 1: ‘best possible answer’ across urls 

• Average score B1-B7, whereby B2 = yes if B2.1 OR B2.2 are yes 
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 25% Compound Indicator Ease of use (Section B8) 

• Calculate per stage 

• Average score of B8.1-B8.4 across stages (for 2 shoppers), converted to a 100% 
scale 

 25% Compound Indicator Speed of use (section B9) 

• Calculate per stage 

• Average score of B9.1-B9.3 across stages (for 2 shoppers), converted to a 100% 
scale 

 

g. Transparent Government – National assessment (Sections C, D, E): 

o 33% Transparency of Service delivery 

 Average score of C1-C7 (whereby all yes = 100%) 

o 33% Transparency of public administrations 

 See above rule 2: final score is average of score for each organization 

 Average score of E1-E8/9 (whereby all yes = 100%) per organization (url) 

 Scores to be computed per question (average of answers), eg E1 = E1.1+E1.2/2 and E4 = 
(E4.1+E4.2+E4.3+E4.4)/4 

o 33% Transparency of personal data 

 Average score of D1-D4 (whereby all yes = 100%) 

 For D1: 1 = 0%, 2=33%, 3=67%, 4=100% 

 

h. Citizen Mobility – Cross border assessment Studying (Section G, H) 

o 67% Synthetic Indicator Online Availability (section G): 

 80% Compound indicator online availability of basic services – average of all CB basic 
services in life event. Per service the following scoring rules apply: 

• If automated > 100% 

• If G1+G2 = yes > 100% 

• If G1 = yes > 50% 

• If G1+G2 = no > 0% 

 20% Compound indicator online availability of extended services – average of all CB 
extended services in life event. Per service the following scoring rules apply: 

• If automated > 100% 

• If G1+G2 = yes > 100% 

• If G1 = yes > 50% 

• If G1+G2 = no > 0% 
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o 33% Synthetic Indicator Online Usability (section H): 

 50% Compound indicator usability of services – support and feedback 

• Average score H1-H3 

• See above rule 1: ‘best possible answer’ across urls 

 25% Compound Indicator Ease of use (Section H4) 

• Calculate per stage 

• Average score of H4.1-H4.4 across stages (for 2 shoppers), converted to a 100% 
scale 

 25% Compound Indicator Speed of use (section H5) 

• Calculate per stage 

• Average score of H5.1-H5.3 across stages (for 2 shoppers), converted to a 100% 
scale 

 

i. Business Mobility – cross border assessment business start-up & early trading operations (Section G, H) 

o Idem as c. 

 

j. Pre-conditions – National assessment (Section F) 

o Synthetic Indicator of IT enablers (per life event): 

 Average score of all questions, whereby: 

• 50% average result for eSafe (F6) & SSO (F7) (‘Portal’ sheet, measured for whole 
LE): 

o if F6 = yes > 100% (if no > 0%) 

o if F7 = yes > 100% (if no > 0%) 

• 50% average result for eID (F1-3)/eDocuments(F4-5)/Authentic Sources (F8-9) 
(‘Basic_extended sheet, measured per basic service) 

o eID: if F1 = no > no score is attributed.  
If F1+F2 = yes > 50%, If F1+F2+F3 = yes > 100% 

o eDoc: if F4 = no > no score is attributed.  
If F4+F5.1 or F4+F5.2 = yes > 100% (if no > 0%) 

o Auth. S.: if F8 = no > no score is attributed.  
If F8+F9 = yes > 100% 
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Annex F. Indicators as used in the 2012-2015 benchmarks. 
 

USER CENTRICITY INDICATORS 

Compound indicators Online availability of 
basic services 

Online availability of 
extended services 

Usability of services- 
support & feedback 

Ease of use of Life 
Event  

Speed of use of Life 
Event 

Synthetic indicator / LE Online Availability of Life Event  Online Usability of Life Event  

Level EU + MS 

Synthetic indicator / All LEs Online Availability of all Life Events Online Usability of all Life events  

Level EU + MS 

Top level benchmark / User 
empowerment  User-centric Government  

Level EU + MS 

Table E1.. User Centricity Indicators breakdown from compound to top level benchmark in the 2012-2015 benchmarks. 

 

 USER CENTRICITY INDICATORS 

Compound indicator 

Online availability of 
basic services 

Online availability of 
extended services 

Usability of 
services- support 
& feedback 

Ease of use of Life 
Event  

Speed of use of 
Life Event 

Calculation subphase 

Sum of 'process step 
scores' per subphase; 
Divided by number of 
relevant steps. 
 
'Process step scores' are 
calculated on a semantic 
scale: 
0 for not online;  
0.25 for information 
online  
0.50 for information 
online via portal; 
0.75 for online 
1.0  for online via portal 
and for automated; 

Sum of 'process step 
scores' per subphase; 
Divided by number of 
relevant steps.
 
'Process step scores' are 
calculated on a semantic 
scale: 
0 for not online; 
0.25 for information 
online  
0.50 for information 
online via portal; 
0.75 for online
1.0 for online via portal
and for automated; 

Binary yes/no 
answers.  
 
Average score of 
all the questions, 
where all yes = 
100% usability.  
 
Automated 
services reach 
100% usability per 
definition 

Score from 1 
(negative rating) 
to 5 (neutral 
rating) to 10 (best 
possible positive 
rating), converted 
into 100% scale.   
 
Automated 
services reach 
100% usability per 
definition 

Score from 1 
(negative rating) 
to 5 (neutral 
rating) to 10 (best 
possible positive 
rating), converted 
into 100% scale.   
 
Automated 
services reach 
100% usability per 
definition   

Calculation Life event 
Average of the subphase 
scores  

Average of the subphase 
scores  

Average of the 
subphase scores  

Average of the 
subphase scores  

Average of the 
subphase scores  

Country Indicator  
Average of Life Event 
scores 

Average of Life Event 
scores 

Average of Life 
Event scores 

Average of Life 
Event scores 

Average of Life 
Event scores 

EU Indicator 
Average of Country 
indicators 

Average of Country 
indicators 

Average of 
Country indicators

Average of 
Country indicators 

Average of 
Country indicators

Messaging 
Is- Partly is- Is not Is- Partly is- Is not Is facilitated  

Is easy to use - 
fairly easy - 
difficult  

Is fast -
acceptable- slow 

Synthetic indicator Online Availability of Life Event  Online Usability of Life Event  

Calculation 

Average of basic services online availability and 
extended services online availability indicators 
(weights: 80% basic, 20% extended)  

Average of usability, ease of use and speed of use  
indicators (weights: 50% usability, 25% ease, 25% speed)  

Level EU + MS EU + MS 

Synthetic indicator Online Availability of all Life Events Online Usability of all Life events  

Calculation Average of Online Availability of Life Event indicators Average of Online Usability of Life Event indicators  
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Level EU + MS EU + MS 

Top level benchmark / User 
empowerment  User-centric government  

Calculation  
Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Life Events  (66% 
weight availability, 33% usability)  

Level EU + MS 

Table E2. Calculation of User Centricity indicators in the 2012-2015 benchmarks 

 

 

TRANSPARENCY INDICATORS 

Compound indicator Transparency of service 
delivery 

Transparency of personal 
data 

Transparency of public 
administrations 

Synthetic indicator / LE Life Event Transparency Indicator 

Level EU + MS 

Top level benchmark / User empowerment Transparent Government 

Level EU + MS 

Table E3. Transparency indicators breakdown in the 2012-2015 benchmarks 

 

TRANSPARENCY INDICATORS 

Compound indicator 
Transparency of service 
delivery 

Transparency of public 
administrations 

Transparency of personal 
data 

Calculation Life Event 

Binary yes/no answers. 
 
Average score of all the 
questions, where all yes = 
100% transparency. 

Binary yes/no answers.  
 
Average score of all the 
questions, where all yes = 
100% transparency. 

Binary yes/no answers. 
 
Average score of all the 
questions, where all yes = 
100% transparency. 

Country Indicator  Average of Life Event scores Average of Life Event score Average of Life Event scores

Messaging Is clear Is open Is transparent 

Level EU + MS EU + MS EU + MS 

Synthetic indicator Life Event Transparency Indicator 

Calculation 

Average score of Transparency of service delivery, Transparency of public administrations  
and Transparency of personal data indicators 

Level EU + MS 

Top level benchmark / User empowerment Transparent Government 

Calculation  Average of all Life Event Transparency Indicators 

Level EU + MS 

Table E4. Calculation of Transparency Indicators in the 2012-2015 benchmarks 

 

CROSS-BORDER INDICATORS 

Compound indicator  Online availability 
of basic services 

Online availability of 
extended services 

Usability of services- 
support & feedback 

Ease of use of Life 
Event  

Speed of use of Life 
Event 
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Synthetic indicator Citizen: Online Availability of Life Event; 
Online Availability of all Life Events Citizen: Online Usability of Life Event; of all Life Events 

Synthetic indicator Business: Availability of Life Event; 
Online Availability of all Life Events Business: Online Usability of Life Event; of all Life Events 

Level EU + MS EU + MS 

Top level benchmark/ 
Single Market Citizen Mobility 

Calculation Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  
(66% weight availability, 33% usability) 

Top level benchmark/ 
Single Market Business Mobility 

Calculation Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  
(66% weight availability, 33% usability) 

Level EU + MS 

Table E5. Cross-border indicators breakdown in the 2012-2015 benchmarks 

 

CROSS BORDER INDICATORS 

Compound indicator  
Online availability of 
basic services 

Online availability of 
extended services 

Usability of services- 
support & feedback 

Ease of use of Life 
Event  

Speed of use of Life 
Event 

Calculation 

calculated for process 
steps with a cross 
border component, in 
the same way as the 
corresponding 
indicators for in-
country services 

calculated for process 
steps with a cross 
border component, in 
the same way as the 
corresponding 
indicators for in-
country services 

calculated for process 
steps with a cross 
border component, in 
the same way as the 
corresponding 
indicators for in-
country services 

Score from 0 (negative 
rating) to 5 (neutral 
rating) to 10 (best 
possible positive 
rating), converted into 
100% scale.   

Score from 0 (negative 
rating) to 5 (neutral 
rating) to 10 (best 
possible positive 
rating), converted into 
100% scale.      

Level EU + MS EU + MS EU + MS EU + MS EU + MS 

Synthetic indicator 
Citizen: Online Availability of Life Event; 
Online Availability of all Life Events Citizen: Online Usability of Life Event; of all Life Events 

Synthetic indicator 
Business: Availability of Life Event; 
Online Availability of all Life Events Business: Online Usability of Life Event; of all Life Events 

Calculation 

calculated for process steps with a cross border 
component, in the same way as the 
corresponding indicators for in-country services 

calculated for process steps with a cross border component, in the same 
way as the corresponding indicators for in-country services 

Level EU + MS EU + MS 

Top level benchmark/ 
Single Market Citizen Mobility   

Calculation 
Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  (66% 
weight availability, 33% usability) 

Level EU  + MS 

Top level benchmark/ 
Single Market Business Mobility  

Calculation 
Weighted Average of Synthetic Online Availability and Synthetic Online Usability indicators for all Citizen Life Events  (66% 
weight availability, 33% usability) 

Level EU + MS 

Table E6. Calculation of Cross-Border Indicators in the 2012-2015 benchmarks 

 

 

KEY ENABLERS INDICATORS 
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Compound indicator Availability of IT enablers 

Synthetic indicator Availability of IT enablers per country/per Life Event 

Level EU + MS 

Top level benchmark / IT preconditions Key Enablers 

Level EU + MS 

Table E7. Key enablers indicator breakdown in the 2012-2015 benchmarks 

 

 

KEY ENABLERS INDICATORS 

Compound indicator Availability of IT enablers 

Calculation per Enabler/per Life Event 
Binary yes/no answers. 
Average score of all the questions, where all yes = 100% transparency. 

Level EU + MS 

Messaging Is integrated 

Synthetic indicator Availability of IT enablers per Life Event 

Calculation/per life event / all relevant enablers Average of availability scores of all the relevant enablers for a single life event 

Level EU + MS 

Synthetic indicator Availability of IT enablers per country 

Calculation/per enabler / all life events in the country Average of availability scores of each enabler for all life events measured 

Level EU + MS 

Top level benchmark / IT preconditions Key Enablers 

Calculation Average of availability scores of all enablers and all life events 

Level EU + MS 

 Table 12. Calculation of key enablers Indicators in the 2012-2015 benchmarks 

 

 

 

 

 

 


