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| DESI User Centricity Benchmark

Figure 8 User centricity status in Member States (Score 0 to 100), 2020
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Source: eGovernment Benchmark, Capgemini.
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| DESI User Transparency Benchmark

Figure 10 Transparency status in Member States (Score 0 to 100), 2020

100 1. service delivery: service process and expectations are
o =m0 elarified.
so @M ow.. 2. personal data: user can manage their personal data
held by government organisations.

. =service design: user are informed on & involved in
sco B B B B B B B B BB B B B B B Bpoliey and service design processes.

70

50

40

30

20

10

MT EE LT LU DK PT NL IE AT LV FI EU ES SE FR SI BE HR CZ IT HU BG DE EL SK PLRD

\ |

W\

W
N\ /4

NN\ L
~

YOYINOYPIEIO EPEYNAZ, KAINOTOMIAZ KAl WHOIAKHZ MNMOAITIKHZ



| Public sector transformation

TRANSFORMATION REFORM

STRUCTURE SYSTEMS PROCESSES CULTURE
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| Difficulties ...... or Challenges
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| Public sector transformation
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