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Ramuté Naujikiené

A MULTI-CRITERIA MODEL FOR THE IMPLEMENTATION
OF PUBLIC E-SERVICES AND THE EVALUATION OF THEIR
EFFECTIVENESS

Summary

The relevance and novelty of the scientific problem

The idea of creating the e-government is an integral part of the ongoing efforts
of implementing ICT of many countries to modernize the public sector. In other
words, the e-government is the process of public relations development, controlled
by the state and local authorities, the aim of which is to enhance decision-making
transparency of the executive power and to provide public services and information
to the society, business subjects and institutions more qualitatively and efficiently
using information technology facilities (Garuckas, Kazilitinas, 2008).

The idea that information technology can change the public administra-
tion is based on assumptions how an ideal e. government mechanism should act.
In scientific research publications we can discover hypotheses of a more perfect
model of e-government that can be realized by properly selecting and installing
technologies, making use of technology facilities provided as well as capabilities
of state officials to apply modern technology.

As predicted by the Swedish state agency for innovation systems, VINNOVA,
the government, wishing to keep pace with advances in ICT and trying to satisfy
their customers’ needs, will be obliged to increase the variety of e-services (The
Future of e-Government..., 2006). There is no doubt that the new technology will
give the authorities more opportunities that will require more effective measures
to ensure safety, so VINNOVA scenarios in forecasting processes of e-government
in 2016 also foresee security threat in the e-space.

E-government implementing measures will undoubtedly contribute to the
access of public administration e-services, however there appear new factors - IT
and public e-services are used by younger persons with higher salaries and those
living in urban areas, which sharpens the social differences. The research of
population skills to use information technology tools means would help determine
the causes and take appropriate decisions to avoid a digital differenciation of the
population (Aguilera et al., 2008, Milosz, 2009).

When realizing e-government projects in Lithuania as compared to the EU
countries, not all the projects achieve the goals set at the highest level. Funding
for IT projects is increasing, while the mechanisms and patterns that could create
real measurable benefits are not sufficiently standardized and fully encompassing
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a changed position in a computerized field of activities. An important sphere of
action is to provide legal information online with tailor-made search tools.

The quality of the implemented information systems as well as that of data
presented in them could be assessed by means of intelligent information systems.
Intellectualized information technologies to be used in assessing the quality of
work done could raise the legislators work to a higher level. The assessment of
administrative burden and its reduction is an important problem in Lithuania
and the European Union, in the development of information systems for
providing public services. It is important to give a possibility to users to assess
the administrative burden and after resolving this problem, it would be useful to
apply the standard cost models. With an increase of public consciousness it has
become obvious that organizations should be accountable for the use of public
resources and therefore the accountability process should be organized and
effective, and a fair presentation of financial results has to be inferred from the
consistent application of the appropriate accounting standards.

The economic feasibility is ever more often included into e-government assess-
ments. Assessment methods of e-government should include four aspects of e-gov-
ernment: e-services, e-management understandable as data and information man-
agement, maintenance of electronic records, data movement from one government
department to another; e-democracy and e-business (Sakowizc, 2003). E-govern-
ment investigators distinguish the following possible e-power estimation techniques:
formation of the program aim achievement matrix, providing the results based on
the planned objectives, application of the balanced calculation method of results,
based on the performance indicators, which relate to the objectives of the program
or arise during the program execution fulfillment development of the cost-profit
model, by estimating the program realization costs and profit obtained from the pro-
gram, evaluation and selection of alternative strategies to realize the targets, with a
view to find an economical and effective expenditure model (Bovaird, 2005).

Based on the experience of 2007, the analysis of public e-services made
in October, November, 2008 was supplemented by including the evaluation of
e-service maturity indicators. When evaluating the maturity of public services
provided by information technologies, an additional indicator was started calling
as fully online availability of public services.

The studies of the European Union, the European Commission and the
United Nations Economicand Social Department, which summarize the e-govern-
ment development achievements, while promoting its development, state that
e-government is one of the attributes of globalization and its development process
is characterized by a multi-level governance.

The vision of European Union e-government in 2011-2015 is published in
the European Commission its Communique (COM (2010) 743). It states that
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the European public administration institutions will be “open, flexible, and
cooperative by keeping contacts with citizens and enterprises. Using e-government
measures, they will increase their operational efficiency and effectiveness and
continuously improve the public services in order to meet different users’ needs
and to achieve the maximum social value, which will enable Europe to move to
the most advanced knowledge-based economy”.

According to the Decree No. 301 of Lithuanian Government on 16 March
2011, “The program of the Lithuanian information society development in 2011-
2019” corresponds to the objectives presented by the European Commission
Communique of 19 May, 2010 to the European Parliament, the European
Economic and Social Committee and the Committee of the European Digital
Agenda (COM (2010) 245) and is consistent with the European Commission
Communique of 3 March, 2010: “Europe in 2020 strategy of advanced sustainable
integration growth” (COM (2010) 2020).

In the Program of Lithuanian Information Society in 2011-2019, the infor-
mation society is understood as an open, educated and continuously learning, one
whose members effectively use ICT in all the fields of activities. The strategic goal
of the program is to improve the quality of life of Lithuanian people and business
activities by using ICT opportunities and to achieve that no less than 85 percent
of Lithuania’s population would use the Internet by 2019. The information society
must be developed in accordance with the following priorities: improvement of
ICT usage skills of the Lithuanian population, development of the e-content and
e-services and promotion of their use; development of the ICT infrastructure
(Government of the Republic of Lithuania Resolution No. 301, 2011).

In this context, the relevance of the thesis reveals itself. It should be noted that
while implementing public e-services and encouraging people to use e-services,
we have to solve public e-service effectiveness and efficiency problems that arise
in the work process. In solving the e-service effectiveness issue, it is important to
present such things as:

— reasoning methods, that would foresee the potential employee resistance
to changes in the implementation and assimilation of new information
technologies and obstacles to be overcome with a view to obtain innovative
solutions;

— to propose e-service schemes, allowing us to detail an electronic public
service scenario, without causing information overload, and using that
which is stored in standardized databases, by controlling electronic
person identification and realizing information systems interoperability
between internal and external networks of organizations;

— to provide and systematize indicators that affect access to services and
service quality;



— to increase the effectiveness of public e-services, by encouraging people
to use public e-services, to clarify the indicators that have a negative
impact on the population activity.

Research problem

Implementation of public e-services has an impact on the public sector work
efficiency and is consistent with the principles of public sector administration
stereotypes of Prof. Christopher Hood: economy, conscientiousness and security
(Hood, 2001). These main stereotypes are emphasized in EU directives and
operational plans. Difficulties arising in the public sector work are the absence of
rational managerial decisions in public administration sector activities when solving
the problems of change management and people’s skills to use IT in training. It
is important to constantly keep the society informed about technology news, to
increase computer literacy, and to solve information technology development
problems. However, these problems are not solved properly, therefore the ability of
people, especially the older age groups (45-74 years) and those of rural areas to use
ICT is low, the use of public e-services is less than the EU (27) average (Samuolis,
2011; Lithuania Statistics Department, 2011; Eurostat, 2011). As shown by examples
of good practice of IT training projects are carried out in the EU countries, concepts
of digital inclusion are created, learning ideas are raised: “try, err; act, err, act’, which
encourages people to be active and to use information technology tools associating
with the public administration institutions (Aguilera et al., 2008).

In many countries of the world, the development of e-government projects
successfully implemented, according to statistics, only 15 percent of all the
projects, 50 percent are considered to be partly accomplished, while 35 percent of
them collapsed (Heek, 2006).

A partof projects developed in the public sector could be much more effective,
given the needs and expectations of society, with the participation of society, and
by discussing alternative versions of solutions. Possibilities of citizens” access to
the internet and their capability to use IT provided are an important factor for
maintaining relations with the public society (Samuolis, 2011; Lithuania Statistics
Department, 2011; Milosz, 2009). Public society’s capability to use ICT can
radically improve public administration, i.e. to increase the efficiency of public
sector work, its transparency, to improve the coordination of actions, and to
simplify intercommunication between the government and citizens, government
and the private sector (Verdegem, Hauttekeete, 2007).

ICT makes these relations interactive that meet the needs of citizens,
improve the administrative operation opportunities and reduce costs. A properly
organized public and customer communication becomes a positive factor that
ensures the use of public e-services (Goldkhul, Réstlinger, 2010).
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Studies performed in the context of Lithuania, the EU (27) and the UN are
based on certain “normative model” assumptions — why technologies should
improve the public administration (Public service..., 2007; Public Service...,
2008; The User Challenge Benchmarking..., 2007; UN e-Government..., 2003; UN
e-Government..., 2008; UN e-Government..., 2010). These assumptions should be
satisfied by moving more fields of activities into the digital space, in the presence
of a legal possibility of a personalized level - after automating the administrative
functions by means of information systems.

After ensuring the interoperability of information systems in the e-space, the
specificity of public organization activities becomes more flexible and efficient.
Capabilities of the organizational interoperability must first manifest within
themselves that is the ability of different structural units to work together. Having
solved the problems of organizational interoperability between information
systems, we have to solve the interoperability of information systems at national
and transnational levels (Goldkuhl, Réstlinger, 2010).

Interoperability is a precondition to provide public e-services openly and
flexibly and to ensure the cooperation of EU administration institutions. In parti-
cular, the application of standards and open platforms makes the use of resources
and services more cost-effective (EC COM (2010) 743).

Study forecasts of the Swedish National Agency for Innovation Systems
highlighted the problem of security in the e-space, which can be a major obstacle
for a successful development of public e-services (The Future of e-Government...,
2006). Providing many services online, it is necessary to identify the natural or
legal person to be e-served and to determine his identity. Security problems in
the e-space, identity theft which harms consumers, financial institutions and the
whole economy and reduces confidence in the transactions performed on the
Internet. Some consumers avoid purchasing goods or services online at the risk
of losing their financial information (Stitilis, Laurinaitis, 2009).

With the improvement of information technologies, development of new
public e-service models becomes a mover of progress in the provision of public
e-services. The new public e-service models created are integrated into the existing
public e-service infrastructure in order to improve and expand it and grant the
highest-ranking characteristics to e-services (Lind, Goldkuhl, 2008).

With a view to ensure the security of electronic transactions (in public and
private sectors), electronic identification (eID) technologies and authentication
services are necessary. Currently, the identity is usually discovered by using
passwords; however there is a growing need for safer ways of guaranteeing
privacy. In order that online interstate public services, including practical
e-identification and e-authentication methods be developed and implemented,
a stronger administrative cooperation should be ensured in Europe. Such
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initiatives have already been taken. For example, a large-scale pilot project
STORK is progress which aims to create a European platform for eID
interoperability, thus giving citizens the opportunity to get e-government
services, using their national eID, not only in their nation, but also in other EU
countries (EC COM (2010) 743).

Lithuania’s public administration officials lack e-government project mana-
gement knowledge and skills, in the public sector the e-service efficiency is not
evaluatedinterms of prices, e-services are often implemented formally, their potential
is untapped and public administration managers do not have the motivation to
implement e-services. The volume and quality of public administration services
provided varies a great deal, depending on the institution, on its activities and the
managers’ attitude. The services meant for business are developed best (Garuckas,
Kaziliinas, 2008, p. 64).

When realizing the diversity and complexity of global management ten-
dencies, some drawbacks are evident. It is supposed that the public management
efficiency, expected by the tax payers who finance public programs and projects,
cause a disappointment in the government and the whole public management
system, thus increasing distrust of the country’s major institutions that fail to
overcome the mess, financial problems, legal nihilism, do not ensure the power
democratization of a successful operation of the essential elements and politicians
which shape the key trends of reforms often choose the wrong and sometimes
even illegal solutions, therefore the reform introduced stagnate without results
(Raipa, 2009, p. 22-32).

When putting into practice the e-government projects in the area of public
e-services, success of the project in its final stage most frequently is valued
according to the fact whether all the tasks set have been carried out, whether
the tools of using services are easily understandable by the user if the e-service is
used by a large number of users, and whether the service is efficient and effective
(Stragier et al., 2010; Samuolis, 2011; Eurostat, 2011).

At work of public institutions, the means of encouraging customers to
use public e-services, increase of consumer inclusion, and a safe identification
of persons in the e-space controlled at the state level become important factors
(Verdegem, Hauttekeete, 2007).

In the analysis of public e-service implementation and usage problems,
emphasizing the needs of the population, efforts are put to create a greater public
value. That helps to pass to the most advanced knowledge-based economy, and
stresses the exceptional importance of implementing these tasks (European
Commission COM (2010) 743). This paper considers the public e-service
organization and development of public e-service platform indicators that affect
the quality of e-service provision and usage.
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To realize the challenges raised in the Information Society Development
Program (2011-2019), the most urgent problems are analyzed here:

effectiveness of public e-services in Lithuania is too low;

a large digital divide among different age residents, rural and urban
residents has the great impact on backwardness in the implementation
and use of public services;

there is no general system of implementation indicators of public
e-services that would reflect the actual quality indicators of access, use,
and provision of e-services;

superficial concepts of evaluation models of the public e-services provided
do not reflect the real situation of problem management solutions;
insuflicient effectiveness of the measures taken to encourage people to
use public e-services.

Research object

The means and techniques of the implementation and development of
public e-services and for the expansion of the effectiveness indicator system
are analyzed.

Scientific research goal
To present a model for implementing public e-services providing factors to
ensure the operational effectiveness.

Objects of the scientific research:

1.

To examine the pre-change tools in planning and carrying out the public
e-service implementation.

. To propose a conceptual model of public e-service implementation - to

present multi-criteria system of activities in the public administration
sector at the technological, managerial and organizational levels.

To show the effectiveness of public e-service visual design, detailing
explanatory components of public service scenarios.

To systemize the indicators that affects the real public e-service usage
from the aspects of the access quality.

To evaluate the willingness of users and their capabilities to use public
e-services, to offer the means for promoting public e-service usage.

The methods of implementation of the research objects:

document analysis — applied to analyze legislation which has influence on
the development of public electronic services in European countries and
Lithuania;



- analysis of scientific literature — conducted to reveal the valuation methods
of public electronic services, the obstacles for implementing changes in the
organization and the organizational content of public electronic services;

- systematic analysis of scientific literature — applied to reveal the concept
provisions of the valuation of public electronic services, the forms of
resistance to changes, the stages of the organization of electronic services,
and the target grouping of indicators according to their impact upon a
consumer; applied to summarize the research results;

- comparative analysis —applied to analyze the indicators of the level of develop-
ment of public electronic services worldwide by establishing the common
and differing tendencies within the countries of the European Union;

- quantity research method - applied when carrying out the empirical
research into the capability of a certain age group of inhabitants (45-74
years old) to use ICT;

- quality research method - applied to gain a better knowledge of the
phenomenon under research, and used when aiming to receive more
exhaustive and reliable results and valuating the skills of inhabitants
working with information and communication technologies;

- systematic analysis — applied to summarize the research results;

- conceptualization — the application of scientific meaning to the received
information;

- generalization - the formulation of the conclusions for the completed
research.

Scientific and practical significance of the work

The impact of information and communication technology (ICT) is
considered on the public administration activities since the 9" decade of the
XX century, when the authorities began to provide information on web sites in
the user-friendly formats. The changing attitude to the use of public services is
presented, when the traditional public administration model, was changing into
an e-government model and e-government model into the connected governance
model.

The trends of e-government activities are presented by the development
perspectives based on the systematic theoretical material. At the present time
e-government is being developed as the connected governance affected by
economic and financial crisis. In the structure of e-government we have recognized
the local, national and global levels of collaborative governance activities.

Based on theoretical analysis, the trends of e-government are systematized
and presented in different aspects of variety qualitative and quantitative indicators
of the importance and different interpretations of interactions. That gives
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the background to compare the different regions and states in question by the
e-government development index, the key components of which are the human
capital, e-services and telecommunications infrastructure.

The evaluation system of a comparative analysis of states according to their
e-government development indices and the assessment of various indicators
displays the achievements, problems of the e-government and provides guidelines
for its development.

The EU, European Commission and Lithuanian e-government development
plans indicate the importance of developing cross-border e-government services
and to ensuring the safety by applying the EU electronic identity systems.

An important indicator in the implementation of public e-services is the
activity of citizens. It is submitted as the index of e-participation in dealing with
the authorities directly on the Internet and in social networks. The inclusion
of citizens is increased by moving to a more open public e-service design,
development, and delivery model, using the collaboration of citizens, businessmen
and civil society.

Analyzing the experience of foreign countries, the platforms of progress
and obstacle indicators are presented, which affect the use of public e-services.
The list of progress moves includes such factors as reduction of administrative
burdens, money and time savings, better accessibility, convenience, transparency,
flexibility, novelty of service and a fast way of use. The list of obstacles contains:
poor technical access, lack of skills, a complicated method of use, integrity issues
of public e. service, the fear of privacy safeguard, lack of confidentiality, lack of
interest and problems of the digital divide and log on.

The indicators of public e-services are systematized; the platforms of
e-service access and the e-service quality are represented in this work based on
the theoretical analysis of public e-services models found in literature and on the
research data of the projects in progress, presented in scientific articles.

The list of access quality indicators includes the infrastructure, knowledge,
operational readiness and cost. The list of the service quality platform includes
indicators: hardware, security, user-friendly method of use, content and user-
friendly work environment.

In order to ensure a successful public e-services implementation in an
institution, barriers to innovation are named: disregard of the goal, slow decision
making, lack of communication, lack of motivation, disregard for argument-based
evidence and the means to overcome them. These alternations in management
tasks are systematized and submitted in the organizational model of activity
meant for a successful organization of changes. The processes of activity for
realizing public e-services are structured. This activity affecting components
are submitted: organizational structure, documents regulating the activities, the
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resources planned for activities, information infrastructure of activities, activity
assessment means and techniques.

Public e-service schemes are proposed by detailing public service scenarios
and pursuing modernization programs of the public sector.

The public e-service models and their presentation tools and techniques in
the context of software of modern information technologies reflects information
extraction and provision applying the necessary preconditions for implementing
services in the space, ensuring the integration standards, interoperability of
information systems, users e-identification by determination his identity, database
(DB) compeatibility, security and re-use of data.

A model of public e-services implementation has been development and
presented, describing the correlation between inputs, outputs and results and
providing the problems of public e-service implementation efficiency and effec-
tiveness.

The empirical research findings allow use and define problematic aspects
of public e-service and to take means for their effectiveness. The findings may
be helpful for public administration institutions that develop and implement
the e-government policy in the field of public services, to properly evaluate and
improve the effectiveness of public service, problem solving and making rational
decisions based on the research results.

In pursuance of challenges of the European Digital Agenda in the context
of the e-government and implementing public e-services, the accumulative of
scientific facts and research results of open the possibility to solve the emerging
public e-service performance problems more successful.

Scope of the work

The work consists of introduction, four chapters, conclusions and recom-
mendations, the list of literature and the author publications and appendixes.

This research analyzes influence of modern information technology on the
work of the public administration sector when providing public e-services. The
rapid development of ICT motivated the central and local authorities to provide
public information and public internet e-services. The public sector striving
for efficient and transparent state governance, and performs the major part of
management activities with the aid of ICT. Possible changes are so large that
e-government is increasingly recognized as a new political management and
public administration system estimated by the legal regulation of economic,
technological, social, political, ethical and other aspects.

The first chapter is devoted to the survey of scientific literature. It presents
the initiatives raised in e-government activities in the EU information society
development. The methods for the assessment of e-government and public e-
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service are analyzed in the studies of European Union and United Nations, as well
as public e-service development priorities in the Lithuanian information society
program developed for 2011-2019.

The information systems interoperability requirements for the provision of
integrated public e-services are discussed. The e-government assessment in the
aspects of importance of qualitative and quantitative indicators, used in UN and
EU studies are summarized. This allows a comparison of the regions and states in
questions by evaluating the e-government development indicators. The theoretical
analysis UN and EU e-government studies showed that the government is created
as the connected governance.

The second chapter deals with problems of public e-services development
meant for providing e-services. Activity planning and analysis, factors and
indicators of implementation success of the integral information system for
providing public e-services are presented here. The computerized activities
for improving the strategy, technological peculiarities and functionalities of
the transition from the current state to a desired one are recognized. Foreign
practice examples that deal with public e-services, implementation problems are
discussed. The model of using public e-service is described.

INDICATORS INFLUENCING THE USABILITY
OF PUBLIC E-SERVICES

DRIVERS . BARRIERS

1. Reduction of the 1. Poor technical access
administrative burden 2. Lack of skills

2. Saving time and money 3. Too difficult

3. Better accessibility 4. Services are not integrated
4. Convenience 5. Fear for privacy

5. Transparency 6. Lack of confidence

6. Flexibility 7. Lack of awareness

7. New services 8. Digital divide and

8. Faster case handling accessibility problems

Source: prepared by the author.
Fig. 1. Factors affecting e-service users
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Obstacles and stimulating factors encountered by consumers using the
public e-services are systematized. The indicators of progress movers will promote
consumers to re-use e-services, however the lack of IT using skills, a bad way
of providing service, and the absence of confidentiality will have the negative
impacts on the effectiveness of services provided (see Fig. 1).

The third chapter presents the model for evaluating the public e-service
implementation and effectiveness. The indicators that increase performance
increase the effectiveness of public e-services are codified. Safety requirements
and risk assessment while providing public e-services are discussed. The scenarios
of service infrastructure component control and implementation are analyzed.

The barriers of the resistance to changes and their impact are summarized
and the measures to overcome them are given (see Fig. 2).

1 h 1
! BARRIERS OF ' !
i KNOWLEDGE h BAR\‘}?E;” '
i (Deficit of information) 0" (Igefs'lcit of '
1 1 |
' l " resources) !
1 N |
1 . . h l 1
! Lack of information ' ! !
! RESISTANCE TO :: _ !
1 TRANSFORMATION h Inertia i
1 1
1 : 1 :
1 . .
| BARRIERS OF n Institutional :
! ABILITIES ' factors !
| (Deficit of - ¥ f !
. qualification) |::> " "
1 1

: l |L ____________ '
1 1 ]
' BARRIERS OF WILL ' BARRIERS '
' Bad performance (Deficit of motivation) | AGAINST '
I ! NORMALIZATION 1
i l | (Deficit of 1
' ' information .

1 1 [
! Noncommittal ! spread) !
1 1 l 1
1 1 ]
1 1 ]
1 1 . 1
' Human Factors ! Adaptation !
1 1.
1 1

Source: prepared by the author based on N. Thom, A. Ritz, 2004.

Fig. 2. The structure of barriers of the resistance to changes in public
administration sector

14



1
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1
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| 1
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technology
(INPUT) (OUTPUT)
REACH FOR MEET THE USABILITY
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TECHNOLOGICAL TECHNICAL INFLUENCING
| PLATFORM DATA THE USABILITY |
SPEED OF THE
INTEGRATION SYSTEM REDUCE THE ON
RESOURCES ’ -
STANDARDS, TECHNICAL ADMINISTRA- SUPPLIERS
ALLOCATED INTEROPERABILITY, RELIABILITY, TIVE BURDEN,
DATA PROTECTION, COMPATIBILITY- SAVING TIME
| USER’S OS/BROWSER, AND MONEY, |
INTERFACE MORE
SECURITY / CONVENIENCE,
KNOWLEDGE E-SERVICE PRIVACY FASTER CASE oN
DEVELOPMENT DESIGN ECONOMY
PERSONAL HANDLING
];EEEESR?OS INFORMATION
| N PROTECTION, BARRIERS OF |
E\gﬁ;ﬁs SECURITY OF THE USABILITY
DIGITAL ? TRANSACTIONS, LACK OF SKILLS ON
RE-USE OF DATA
DIVIDE IDENTIFICATION OR INTEREST, SOCIETY
PROBLEMS CONSTRUCTION USABILITY COMPLICATED
SERVICES HELP/GUIDANCE TO NAVIGATE
WORKS EASE OF
RESISTANCE NAVIGATION
TO CHANGE
BARRIERS
CONTEXTUAL FACTORS

SECTOR, ATTITUDES, USE, COST, INFRASTRUCTURE, SKILLS, ACCESS, LEGISLATION

Source: prepared by the author.

Fig. 3. The conceptual model of input, output, and results of the main elements of
public e-services implementation and their relationship with the service efficiency
and effectiveness

Change management tasks are considered when executing the program of
reforms the participating teams must be correctly and timely informed, they must
have a proper qualification in order that they could implement innovations. The
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objectives of reforms should be based on a favorable climate in organization and
resources assigned for this purpose.

The analysis of empirical data found in literature has revealed the impacts
of the public e-service elements: preparedness, input, output and of the results,
which shows the interaction among these elements with a view to acquire the
effectiveness of public e-services (see Fig. 3).

The criteria are established that explain the peculiarities of this activity,
which allows us to specify the public e-service effectiveness in technological,
managerial, and usage aspects.

The fourth chapter provides the empirical research data of the public
e-services provided to residents of elders groups.

Multi-criteria method is used in assessing the work skills residents elderly
and their activity in using information technologies.

The data analysis of the research provides the criteria that have a negative
impact on the effectiveness of public e-services. The research results have displayed
that knowledge and skills as well as the cost of internet access are the most vulnerable
indicators in the list of access quality indicators of public e-services.

The methodology for assessing the work skills has been proposed, using the
quality assessment formula. The significance coeflicients have been calculated,
which allow the assessment of the ability of older age residents to work with help
of information communication technologies as well as the availability of using
public e-services.

The multi-criteria analysis has revealed that computer literacy, work skills
and awareness of Lithuanian citizens (age range of 45-74 year) are more sufficient
that the direct communication with the public sector employees, and could largely
be replaced by the automated service, i.e. to receive public e-services on-line.

The results of the empirical research presented in the work could be useful for
improving the public sector activities, for increasing the use of public e-services,
because otherwise it would lead to the loss of innovative activity efficiency and
effectiveness.

CONCLUSIONS

1. The multi-criteria model for implementing public e-services has been
proposed, which allowed an assessment of the public sector activity system, with
new components not considered in other scientific papers:

o readiness to implement a public e-service;

o technology for developing e-services;

o the quality of realizing an e-service;

« results of e-service usage;

« impact of the realized public e-service.
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1.1. The preparation component was evaluated in the following aspects:
a) changes in the activity environment of public sector workers influenced by the
new information technologies, b) abilities of residents to apply information and
communication technology tools in the transition to a public e-service use.

1.2. Public e-service creating technology intended to assess the public
e-service implementation processes, from the standpoint of integration standards,
interoperability of information systems, user’s electronic identity, personal data
movement control and data security.

1.3. We propose to assess the e-service implementation results according
to the technical criteria: speed of information motion, technical reliability,
compatibility of the programs used and different architecture computer hardware,
security of transaction, protection of personal information, user identification
and user-friendly environment.

2. In assessing the effectiveness of the multi-criteria public e-service evalu-
ation model a multi-componential system of attention assessment indicators has
been proposed stressing un considered indicators that could affects the computer
literacy, job skills and insufficient awareness that the most part of direct com-
munication with the public sector employees can be replaced by the automated
service.

2.1. The mover of progress could assume: a decrease of administrative
burden, money and time saving and public e-service providers, and availability of
direct access (24/7) to use public e-service.

2.2. The performance evaluation model shows the obstacles and presents of
emergency measures for increasing the effectiveness to encourage the population to
use ICT and public e-services to simplify the complex ways of using public e-services.
To help people overcome the security and privacy protection fears by interpreting
and implementing the related security safeguarding to present measures, process
(by using unified modeling language UML) models that have a visual indicator
of e-services performance stages, and solve the problems of the digital divide and
access to the internet as well as information technology acquisition.

2.3. Animportant motivating factor for re-using e-service and increasing service
effectiveness is a public e-service impact on consumers to be assessed as follows:

« users demand for public e-services, knowledge about the service and pub-

lished information necessary to perform the public e-service;

o technical facilities of users — computer at home, software and internet access;

o simple and understandable completion of the public e-service process

and, after e-service, satisfaction becomes a motivating factor which en-
courages people to reuse e-services.

2.4. After implementation of public e-services, we see a positive impact on
the economy and society. This leads to a higher efficiency and effectiveness of the
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government and administration institutions: reduction of administrative burden,
improved organizational procedures, and development of sustainable economy
of new technologies, implementation and use of electronic data and archiving,
providing better, less intervention, more coordinated and faster services.

3. With an increase in the diversity of information and communication
technology tools in Lithuania job skills assessment methodology of residents lags
behind in the e-government studies from the variety of new technologies and
the services offered. The performance indicators used should reflect a broader
and more integrated diversity of use of information technologies. The proposed
multi-criteria methodology is presented for evaluating people skills of works
with information communication technologies using the quality evaluation
formula determining the weighting ICT coefficients of various activities that
allow a comparative assessment of the population access to public e-services. The
activities in the e-space and labor skills of residents are the key factors increasing
he use of e-service that affect the public e. service performance considerably.

The proposed multi-criteria evaluation methodology makes it possible to
foresee for peoples readiness and their activity, expressed in the use of public
e-services more accurately.

4. The multi-criteria analysis has shown that the knowledge of computer
literacy, skills of work, e-participation and awareness of elderly Lithuanian
residents (45-74 years) are insufficient in order to replace a major part of direct
communication with the public sector employees by an automated service.

5. The results of quantitative research have illustrated that knowledge and
skills as well as the cost of internet access are the most vulnerable indicators in
the list of access quality indicators of public e-services. The elder residents (45-74
years) have not acquired good skills of work with the newest ICT, therefore the
group of people of 65-74 years old are most vulnerable.

6. In the implementation of public e-services, the barriers of innovations
that have negative influence are the lack of qualification, skills, education and
experience. The potential negative influence is due to traditions and stereotypical
thinking as a consequence of which more than one-fifth of users are not going to
work by computers and are not aware about public e-service.

7. With a change of the management model in a public sector the new public
management model is replaced by a new governance model directed towards
sociality and sociability of the present situation, the area of public e-services could
be provided by means of Social quality square assessment. The proposed model
of evaluation are considered with the components of socio-economic security,
social inclusion, social cohesion, and empowerment - exposes the existing
e-service effectiveness problems and social insecurity of elder residents as well as
the existence of social digital divide.
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Ramuté Naujikiené

DAUGIAKRITERINIS VIESUJU E. PASLAUGU JGYVENDINIMO
IR VEIKSMINGUMO VERTINIMO MODELIS

Santrauka

Mokslinés problemos aktualumas ir naujumas

E. valdzios karimo idéja neatsiejama nuo daugelyje Saliy jgyvendinamy
pastangy modernizuoti vie$gjj sektoriy. Kitais zodziais tariant, e. valdzia - tai
valstybés ir savivaldos institucijy reguliuojamas visuomenés santykiy plétros reis-
kinys, kurio tikslas — didinti vykdomosios valdzios sprendimy priémimo skai-
druma, kokybiskiau ir efektyviau teikti visuomenei, verslo subjektams ir institu-
cijoms vie$gsias paslaugas ir informacija, naudojantis informaciniy technologijy
teikiamomis galimybémis (Garuckas, Kazilitinas, 2008).

Idéja, kad informacinés technologijos gali pakeisti viesajj valdyma, pagrista
prielaidomis, kaip turéty veikti idealus e. valdzios mechanizmas. Moksliniuose ty-
rimuose jzvelgiamos tobulesnio e. valdzios modelio prielaidos, kurios pasiekiamos:
tinkamai pasirenkant ir diegiant technologijas; pasinaudojant technologijy teikiamo-
mis galimybémis; valstybés tarnautojy gebéjimu taikyti $iuolaikines technologijas.

Kaip prognozuoja valstybiné Svedijos inovacijy sistemy agentiira VINNO-
VA, valdzia, nenorédama atsilikti nuo IKT pazangos ir stengdamasi patenkinti
savo vartotojy poreikius, privalés didinti teikiamy e. paslaugy jvairove (The Futu-
re of eGovernment..., 2006). Neabejotina, kad naujos technologijos valdzios ins-
titucijoms teiks dar daugiau galimybiy, kurios reikalaus veiksmingesniy sauguma
uztikrinanciy priemoniy, taigi VINNOVA scenarijuose prognozuojant e. valdzios
procesus 2016 m. numatomos ir saugumo e. erdvéje grésmés.

E. valdzios jgyvendinimo priemonés neabejotinai prisideda prie vie$ojo
administravimo e. paslaugy prieinamumo, taciau atsiranda nauji veiksniai — IT
vieSosiomis e. paslaugomis naudojasi jaunesni, didesnj atlyginima gaunantys ir
miestuose gyvenantys asmenys, tai paastrina socialinius skirtumus. Gyventojy
gebéjimy tyrimai naudotis informaciniy technologijy priemonémis padéty is-
siaiSkinti priezastis ir priimti tinkamus sprendimus, kad i$vengtume gyventojy
skaitmeninés atskirties (Aguilera ir kt., 2008; Milosz, 2009).

Igyvendinant e. valdzios projektus Lietuvoje, palyginti su ES $alimis, ne visi
projektai, pasiekia numatyty tiksly auksciausiu lygmeniu. IT projektams skiriamy
1ésy daugéja, o mechanizmai ir modeliai, kurie sukurty realiai pamatuojama nauda,
néra pakankamai standartizuoti ir globaliai aprépiantys pasikeitusia padétj kom-
piuterizuotame veiklos bare. Svarbi veiklos sritis, pvz., teikti teisine informacijg in-
ternetu su klienty poreikius atitinkanciais paieskos jrankiais. diegtos informacinés
sistemos kokybé ir sistemoje pateikiamy duomeny kokybé galéty buty vertinama
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pasitelkus intelektines informacines sistemas. Intelektualizuotos informacinés tech-
nologijos, kuriomis baty naudojamasi vertinant atlikty darby kokybe, pakelty teisés
akty rengéjy darbg j aukstesnj lygj. Administracinés nastos jvertinimas ir mazinimas
yra svarbi problema Lietuvoje ir Europos Sagjungoje, kuriant informacines sistemas
vieSosioms e. paslaugoms teikti. Svarbu numatyti administracinés nastos jvertinimo
galimybe, o i$sprendus $ig problema naudinga bty naudoti standartinius islaidy
modelius. Didéjant visuomenés samoningumui tapo akivaizdu, kad organizacijos
turi atsiskaityti uz vieSyjy istekliy panaudojima, todél turi buti organizuotas ir efek-
tyviai veikiantis atskaitomybés procesas, finansiniy ir veiklos rezultaty teisingas pa-
teikimas turi i$plaukti i§ nuoseklaus tinkamy apskaitos standarty taikymo.

I e. valdzios vertinimus vis dazniau jtraukiamas ir ekonominis pagristumas.
E.valdzios vertinimo metodai turéty apimti keturis e. valdzios aspektus: e. paslau-
gas; e. valdyma, suprantama kaip gauty duomeny ir informacijos administravi-
ma, elektroniniy jrasy prieziarg, duomeny judéjima i$ vieno valdzios skyriaus j
kita; e. demokratija bei e. versla (Sakowizc, 2003). E. valdzios tyréjai isskiria gali-
mus tokio e. valdzios vertinimo metodus: programos tiksly pasiekimo matricos
sudaryma, pateikiant rezultatus pagal numatytus tikslus; subalansuoto rezultaty
skai¢iavimo budo taikymg, remiantis jvykdymo rodikliais, kurie susije su progra-
mos tikslais arba atsirade vykdant programa; islaidy ir pelno modelio sudaryma,
vertinant programos vykdymo islaidos ir i§ programos gaunamga pelna; alterna-
tyviy strategijy vertinimg ir jy pasirinkimg tikslams jgyvendinti, siekiant ekono-
misko ir veiksmingo i$laidy modelio (Bovaird, 2005).

Atsizvelgus j 2007 m. patirtj, 2008 m. spalj-lapkrit] atlikta vie$yjy e. paslau-
gy tyrimo analizé buvo papildyta, jtraukiant vieSyjy e. paslaugy brandos rodikliy
vertinimg. Vertinant vie$yjy paslaugy teikiamy informacinémis technologijomis
branda, pradétas naudoti papildomas rodiklis - ,vieSosios paslaugos, visiSkai pa-
siekiamos internetu® (angl. fully online availability).

Europos Sgjungos, Europos Komisijos ir Jungtiniy Tauty Ekonomikos ir so-
cialiniy reikaly departamento studijose, kurios apibendrina e. valdzios plétotés pa-
siekimus ir kartu skatina jos raidg, teigiama, kad e. valdZia tampa vienu i$ globaliza-
cijos atributy ir jos plétotés procesams budingas daugiasluoksnis valdymas.

ES e. valdzios vizija 2011-2015 m. skelbiama EK Komunikate (KOM (2010)
743). Jame teigiama, kad Europos vie$ojo administravimo institucijos bus ,,atvi-
ros, lankscios ir linkusios bendradarbiauti palaikydamos rysius su pilieciais ir
jmonémis. Naudodamos e. valdzios priemones, jos didins savo veiklos efektyvu-
ma ir veiksmingumg ir nuolat gerins vie$asias paslaugas, kad jos atitikty skirtin-
gus naudotojy poreikius ir bty sukurta kuo didesné visuomeniné verté, tai padés
Europai pereiti prie pazangiausios ziniomis grindziamos ekonomikos®

Remiantis Lietuvos Respublikos Vyriausybés 2011 m. kovo 16 d. nutarimu
Nr. 301 ,Lietuvos informacinés visuomenés plétros 2011-2019 mety programa“
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atitinka Europos Komisijos 2010 m. geguzés 19 d. komunikate Europos Parlamen-
tui, Tarybai, Europos ekonomikos ir socialiniy reikaly komitetui ir regiony komi-
tetui ,,Europos skaitmeniné darbotvarké® (KOM (2010) 245) iSdéstytus tikslus ir
suderinta su Europos Komisijos 2010 m. kovo 3 d. komunikatu ,,2020 m. Europa.
Pazangaus, tvaraus ir integracinio augimo strategija“ (KOM (2010) 2020).

Lietuvos informacinés visuomenés 2011-2019 m. programoje informaciné
visuomené suprantama kaip atvira, i$silavinusi ir nuolat besimokanti, kurios na-
riai visose veiklos srityse veiksmingai naudojasi IKT. Strateginis programos tiks-
las — pagerinti Lietuvos gyventojy gyvenimo kokybe ir jmoniy veiklos aplinka
naudojantis IKT teikiamomis galimybémis ir pasiekti, kad iki 2019 m. ne maziau
kaip 85 proc. Lietuvos gyventojy naudotysi internetu. Informaciné visuomené
turi bati plétojama vadovaujantis $iais prioritetais: Lietuvos gyventojy gebéjimy
naudotis IKT tobulinimu; elektroninio turinio ir e. paslaugy plétra, jy vartojimo
skatinimu; IKT infrastruktaros plétra (LRV nutarimas Nr. 301, 2011).

Siame kontekste atsiskleidZia disertacijos aktualumas. Pazymétina, kad jgyven-
dinant viesasias e. paslaugas ir skatinant gyventojus naudotis e. paslaugomis, kartu
tenka spresti darbo procese iskilusias vie$yjy e. paslaugy efektyvumo ir veiksmingu-
mo problemas. Sprendziant e. paslaugy veiksmingumo problemg svarbu pateikti:

— samprotavimo metodus - jgyvendinant ir jsisavinant naujas informaci-
nes technologijas jie numatyty galimg darbuotojy pasipries$inima poky-
¢iams bei klititis, kurias reikés jveikti siekiant novatorisky sprendimuy;

— pasiilyti e. paslaugy teikimo schemas, leidziancius detalizuoti elektroni-
nés vieSosios paslaugos scenarijy, nekaupiant perteklinés informacijos, o
panaudojant saugoma standartizuotose duomeny bazése, valdant elekt-
roning asmeny atpazintj bei jgyvendinant informaciniy sistemy saveiku-
ma vidiniuose ir iSoriniuose organizacijy tinkluose;

— numatyti ir susisteminti rodiklius, turincius jtakos paslaugos prieigos ir
paslaugos teikimo kokybei;

— didinti viesyjy e. paslaugy veiksminguma, skatinant gyventojus naudotis
vieSosiomis e. paslaugomis, atskleisti rodiklius, darancius neigiama jtaka
gyventojy aktyvumui.

Tyrimo problema

Viesyjy e. paslaugy jgyvendinimas, turi jtakos viesojo sektoriaus darbo veiks-
mingumui ir atitinka profesoriaus Christopherio Hoodo, pateiktus vie$ojo sek-
toriaus administravimo principy stereotipus — ekonomiskumag, s3ziningumg ir
saugumg (Hood, 2001). Sie pagrindiniai stereotipai pabréziami ES direktyvose ir
veiklos plany uzdaviniuose. Sunkumai vie$ojo sektoriaus darbe kyla dél to, kad
nepriimami racionaliis sprendimai vadybinéje VA sektoriaus veikloje, sprendziant
poky¢iy vadybos uzdavinius, ir neugdomi gyventojy gebéjimai naudotis IT. Svarbu
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nuolat informuoti visuomene apie technologines naujienas, didinti kompiuterinj
radtinguma, spresti informaciniy technologijy plétros problemas. Taciau $ios prob-
lemos néra tinkamai sprendziamos, todél gyventojy ypac vyresnio amziaus grupiy
(45-74 m.) bei kaimiskyjy vietoviy, gebéjimas naudotis IKT yra menkas, vieSyjy
e. paslaugy vartojimas mazesnis negu ES (27) vidurkis (Samuolis, 2011; Lietuvos
statistikos departamentas, 2011; Eurostat, 2011). Kaip rodo gerosios praktikos pa-
vyzdziai, ES Salyse vykdomi IT mokymo projektai, kuriamos skaitmeninés jtrauk-
ties koncepcijos, keliamos mokymosi idéjos ,,bandyk, klysk, ,veik, klysk, veik® ska-
tina gyventojus bati aktyvius ir naudotis informaciniy technologijy priemonémis
bendraujant su vieSojo administravimo institucijomis (Aguilera ir kt., 2008).

Daugelio pasaulio $aliy vykdomy e. valdzios projekty, statistikos duome-
nimis, sékmingai jgyvendinama tik 15 proc. visy projekty, 50 proc. jy laikomi
jvykdytais i$ dalies, o 35 proc. - Zlugusiais (Heeks, 2006).

Dalis vykdomy projekty viesajame sektoriuje galéty buti daug veiksmingesni,
zinant visuomenés poreikius ir lakescius, dalyvaujant visuomenei, aptariant alter-
natyvius sprendimy variantus. Ry$iams su visuomene palaikyti svarbiu veiksniu
tampa pilie¢iy prieigos prie interneto galimybés bei gebéjimas naudotis informa-
ciniy technologijy teikiamomis priemonémis (Samuolis, 2011; Lietuvos statistikos
departamentas, 2011; Milosz, 2009). Visuomenés gebéjimas naudoti IKT gali i$ es-
meés pagerinti vie$ajj administravima, t. y. padidinti vieSojo sektoriaus darbo efekty-
vumg, jo skaidruma, tobulinti veiksmy koordinavimg, supaprastinti valdZios ir pi-
lie¢iy, valdzios ir privataus sektoriaus bendravima (Verdegem, Hauttekeete, 2007).

IKT padaro $iuos santykius interaktyvius, atitinkancius pilie¢iy poreikius,
gerina administracinés veiklos galimybes, mazina islaidas. Tinkamai organizuota
valdzios ir klienty komunikacija tampa teigiamu veiksniu, uztikrinanciu viesyjy
e. paslaugy vartojima (Goldkhul, Réstlinger, 2010).

Atlikti tyrimai LR, ES (27) ir JT studijy kontekste yra pagrjsti tam tikro-
mis ,,normatyvinio modelio® prielaidomis — kodél technologijos turéty pagerin-
ti vie$gji administravima (VieSyjy paslaugy..., 2007; Viesyjy paslaugy..., 2008;
The User Challenge Benchmarking..., 2007; UN e-Government..., 2003; UN
e-Government..., 2008; UN e-Government..., 2010). Sios prielaidos turéty buti
tenkinamos perkeliant daugiau veiklos sri¢iy j skaitmening erdve, esant teisinei
galimybei personalizuotu lygmeniu - automatizavus administravimo funkcijas
informaciniy sistemy priemonémis. Uztikrinus informaciniy sistemy saveiku-
ma (angl. interoperability) e. erdvéje vie$yjy organizacijy veiklos specifika tampa
lankstesné ir efektyvesné. Organizacijy saveikumo gebéjimai pirmiausia turi pa-
sireiksti jy viduje, tai skirtingy struktariniy padaliniy gebéjimas dirbti kartu. I$-
sprendus organizacijos informaciniy sistemy sgveikumo problemas, tenka spresti
informaciniy sistemy sgveikumg nacionaliniu ir tarpvalstybiniu lygmenimis
(Goldkuhl, Réstlinger, 2010).

27



Saveikumas - bitina iSankstiné salyga siekiant atvirai ir lanksciai teikti vie-
$asias e. paslaugas ir uztikrinti ES administravimo institucijy bendradarbiavima.
Visy pirma taikant standartus ir atviras platformas naudoti iSteklius ir teikti pas-
laugas galima ekonomiskiau (EK KOM (2010) 743).

Valstybinés Svedijos inovacijy sistemy agentiiros studijy prognozése pabré-
ziama saugumo uZztikrinimo e. erdvéje problema, kuri gali tapti didele klititimi
sékmingai plétoti viesasias e. paslaugas (The Future of eGovernment..., 2006).
Teikiant daugelj paslaugy internetu, baitina atpazinti fizinj ar juridinj asmenj, ku-
riam bus teikiama e. paslauga ir nustatyti jo tapatybe. Saugumo problemos e. erd-
véje, tapatybés vagysté, kuria daroma Zzala vartotojams, finansy institucijoms ir
visai ekonomikai, mazina pasitikéjimg vykdomomis transakcijomis internete.
Dalis vartotojy vengia jsigyti prekiy arba paslaugy internetu dél rizikos prarasti
savo finansine informacija (Stitilis, Laurinaitis, 2009).

Tobuléjant informacinéms technologijoms naujy viesyjy e. paslaugy mode-
liy kiirimas tampa pazangos varikliu teikiant vie$gsias e. paslaugas. Kuriami nauji
viesyjy e. paslaugy modeliai, integruojami i esama viesyjy e. paslaugy infrastruk-
tara, siekiant ja tobulinti ir i$plésti, suteikia e. paslaugoms auksciausio rango cha-
rakteristikas (Lind, Goldkuhl, 2008).

Siekiant uztikrinti elektroniniy operacijy sauguma (vie$ajame ir privacia-
jame sektoriuose), elektroninés atpazinties (ang. eID) technologijos ir tapatumo
nustatymo paslaugos yra bitinos. Siuo metu tapatumas dazniausiai nustatomas
naudojant slaptazodzius, ta¢iau vis labiau reikia saugesniy privatumo uztikrinimo
btdy. Kad bty plétojamos ir diegiamos tarpvalstybinés internetinés vie$osios
paslaugos, jskaitant praktinius e. atpazinties ir e. tapatumo nustatymo buadus, Eu-
ropoje turi bati uztikrintas tvirtesnis administracinis bendradarbiavimas. Tokiy
iniciatyvy jau imtasi. Pavyzdziui, vykdomas plataus masto bandomasis projektas
STORK, kurio tikslas — sukurti Europos eID sgveikumo platformg ir taip suteikti
pilie¢iams galimybe ne tik savo, bet ir kitose ES $alyse gauti e. valdzios paslaugas,
naudojant savo nacionaline eID (EK KOM (2010) 743).

Lietuvoje vie$ojo administravimo pareigiinams labai triksta e. valdzios pro-
jekty valdymo Ziniy ir jgudziy, vieSajame sektoriuje nejvertinamas e. paslaugy
efektyvumas kainos prasme, elektroninés paslaugos daznai jgyvendinamos for-
maliai, jy galimybés neisnaudojamos, vieSojo administravimo institucijy vadovai
neturi motyvacijos jgyvendinti elektronines paslaugas. Vie$ojo administravimo
institucijy teikiamy paslaugy apimtis ir kokybé smarkiai skiriasi - tai priklauso
nuo institucijos, nuo jos veiklos ir nuo vadovybés pozitrio. Geriausiai i§plétotos
verslui skirtos paslaugos (Garuckas, Kazilitinas, 2008, p. 64).

Igyvendinant globaliy valdymo tendencijy jvairove ir kompleksiskuma paste-
bimi trikumai, manoma, kad vie$ojo valdymo efektyvumas, kurio tikisi mokes-
¢iy mokétojai, finansuojantys viesasias programas bei projektus, sukelia nusivyli-
ma valdzia, visa vie$ojo valdymo sistema, didéja nepasitikéjimas svarbiausiomis
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$alies institucijomis, kurios nesugeba jveikti netvarkos, finansiniy problemuy,
teisinio nihilizmo, neuztikrina valdymo demokratizavimo, sékmingo esminiy
elementy funkcionavimo, o pagrindines valdymo reformy kryptis formuojantys
politikai daznai pasirenka neteisingus, o kartais ir neteisétus sprendimus, pradé-
tos reformos jstringa dar nedavusios jokiy rezultaty (Raipa, 2009, p. 22-32).

Igyvendinamy e. valdzios projekty viesyjy e. paslaugy teikimo srityje sékmé
galutiniame etape dazniausiai vertinama pagal tai, ar visi iSkelti uzdaviniai buvo
igyvendinti, ar priemonés naudotis paslauga yra lengvai suprantamos vartotojui, ar
e. paslauga naudojasi daug vartotojuy, ar teikiama paslauga yra efektyvi ir veiksminga
(Stragier ir kt., 2010; Samuolis, 2011; Eurostat, 2011). Vie$yjy jstaigy darbe svarbiais
veiksniais tampa klientus skatinancios priemonés naudotis vie$osiomis e. paslaugo-
mis, vartotojy jtraukties didinimas ir saugus, valstybés lygiu kontroliuojamas asme-
ny tapatybés nustatymas elektroninéje erdvéje (Verdegem, Hauttekeete, 2007).

Nagrinéjant vieSyjy e. paslaugy jgyvendinimo ir vartojimo problemas, pabreé-
ziant gyventojy poreikius, stengiamasi sukurti didesne visuomenine verte. Tai pade-
da pereiti prie pazangiausios ziniomis grindziamos ekonomikos, pabrézia i§skirtine
$iy uzdaviniy jgyvendinimo svarbg (EK KOM (2010) 743). Siame darbe nagrinéja-
mas vieSyjy e. paslaugy organizavimas ir karimas bei vieSyjy e. paslaugy rodikliy
platformos, turincios jtakos kokybiskam e. paslaugy teikimui ir vartojimui.

Siekiant veiksmingai jgyvendinti informacinés visuomenés plétros 2011-
2019 m. programos iskeltus uzdavinius ir vie$gsias e. paslaugas, analizuojamos
$ios problemos:

— Lietuvoje vie$osios e. paslaugos néra pakankamai veiksmingos;

— didelé skaitmeniné gyventojy priklausanciy skirtingoms amziaus, kaimo
ir miesto gyventojy grupéms atskirtis, turinti jtakos dideliam atsilikimui
jigyvendinant ir naudojant viesgsias e. paslaugas;

— néra bendros viesyjy e. paslaugy igyvendinimo rodikliy sistemos, kurj
atspindéty realius paslaugos naudojimo, prieigos, teikimo kokybinius
rodiklius;

— pavir$utiniskos teikiamos viesyjy e. paslaugy vertinimo modeliy koncep-
cijos, neatspindincios realiy probleminés padéties valdymo sprendimuy;

— nepakankamas vykdomy priemoniy veiksmingumas, skatinant gyvento-
jus naudotis vie$osiomis e. paslaugomis.

Tyrimo objektas
Priemonés ir bidai jgyvendinti ir plétoti vieSgsias e. paslaugas bei i§plésti
veiksmingumo rodikliy sistema.

Mokslinio tyrimo tikslas
Pateikti viesyjy e. paslaugy jgyvendinimo modelj, numatantj uztikrinti veik-
los veiksmingumg apibadinancius veiksnius.
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Mokslinio tyrimo uzdaviniai:

1. I$nagrinéti pasirengimo pokyciams priemones planuojant ir vykdant vie-
$yjy e. paslaugy jgyvendinima.

2. Pasiualyti koncepcinj viesyjy e. paslaugy jgyvendinimo modelj, t. y. dau-
giakriterineg veiklos sistema vie$ojo administravimo sektoriaus darbe pa-
teikti technologiniu, vadybiniu ir organizaciniu lygmenimis.

3. Parodyti viesyjy e. paslaugy vizualaus projektavimo veiksminguma, de-
talizuojant paaiskinamasias komponentes vie$osios e. paslaugos teikimo
scenarijuose.

4. Susisteminti rodiklius, darancius jtaka viesyjy e. paslaugy realiam varto-
jimui, prieigos kokybés ir paslaugos kokybés aspektais.

5. Ivertinti vartotojy pasirengimg bei jy galimybes naudotis vie$osiomis
e. paslaugomis, pasitlyti skatinancias priemones vieSyjy e. paslaugy var-
tojimui ugdyti.

Tyrimo uzdaviniy jgyvendinimo metodai:

- dokumenty analizé - taikoma analizuojant teisés aktus turincius jtakos
vie$yjy e. paslaugy plétrai Europos $alyse ir Lietuvoje;

— mokslinés literatiiros analizé — atliekama siekiant atskleisti vieSujy e. paslau-
gy vertinimo metodus, organizacijos keitimosi klititis ir vie$yjy e. paslau-
gy organizavimo turinj;

- sisteminé mokslinés literatiiros analizé — atliekama siekiant pateikti vie-
$yjy e. paslaugy vertinimo koncepcines nuostatas, pasipriesinimo kaitai
formas ir e. paslaugos organizavimo etapus, tikslinj rodikliy grupavima
pagal daroma poveikj vartotojui, apibendrinti tyrimo rezultatus;

- lyginamoji analizé - taikoma siekiant i$analizuoti vie$yju e. paslaugy
iSvystymo lygio rodiklius pasaulyje, nustatant bendras ir i$siskiriancias
tendencijas Europos Sgjungos $alyse.

- kiekybinis tyrimo metodas - taikomas atliekant empirinj gyventojy am-

zZiaus grupés (45-74 m.) gebéjima naudoti IKT tyrima;

kokybinis tyrimo metodas - taikomas norint i§samiau pazinti tiriamajj reiski-

nj, siekiant gauti iSsamesniy ir patikimesniy rezultaty, vertinant gyventojy
darbo su informacinémis komunikacinémis technologijomis jgtdzius;
konceptualizacija — mokslinés prasmés suteikimas tiriamajai informacijai;
generalizavimas - atlikto tyrimo i$vady formulavimas.

Moksliné ir praktiné darbo reik§mé

Istirta informaciniy komunikaciniy technologijy daromas poveikis viesajam
administravimui nuo XX a. devintojo deSimtmecio, kai valdzios institucijos patogia
vartotojui forma pradéjo teikti informacija interneto svetainése. Pateikiamas kintantis
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pozitris j vieSyjy paslaugy vartojimg, tradiciniam vie$ojo administravimo modeliui
keic¢iantis i e. valdzios modelj, e. valdzios modeliui - j sgveikaujama valdymo modelj.

Remiantis susisteminta teorine medziaga, pateikiamos e. valdzios plétros
tendencijos. Dabartiniu laikotarpiu e. valdzia kuriama kaip saveikaujantis val-
dymas, veikiamas ekonominés finansinés krizés. I$skiriami vietos, nacionalinis ir
globalusis e. valdzios struktaros valdymo lygmenys.

Remiantis teorine analize, e. valdzios plétros tendencijos susistemintos ir pa-
teiktos jvairiais kokybiniy ir kiekybiniy rodikliy svarbos aspektais ir skirtingomis
saveiky interpretacijomis. Tai sudaro prielaidas palyginti zemynus ir valstybes
pagal nagrinéjama e. valdzios plétros indeksa, kurio svarbiausios komponentés
yra e. paslaugy, telekomunikacijy infrastrukttiros ir zmogiskasis kapitalas.

Pateikta valstybiy lyginamosios analizés vertinimo sistema pagal $aliy e. val-
dzios plétros indeksus, jvairiy rodikliy vertinimas atskleidzia e. valdZios pasieki-
mus, problemas, numato plétros gaires.

ES, EK ir Lietuvos e. valdzios plétros planuose nurodoma, kad svarbu pléto-
ti tarpvalstybines e. valdzios paslaugas, uztikrinti jy sauguma taikant ES elektro-
ninés atpazinties sistemas.

Svarbiu rodikliu jgyvendinant vie$gsias e. paslaugas tampa pilie¢iy aktyvu-
mas. Jis pateikiamas kaip e. dalyvavimo indeksas bendraujant su valdzios institu-
cijomis tiesiogiai internetu bei socialiniuose tinkluose. Pilieciy jtrauktis didinama
pereinant prie atviresnio viesyjy e. paslaugy karimo, rengimo ir teikimo modelio,
pasinaudojant pilie¢iy, verslininky ir pilietinés visuomenés bendradarbiavimo
teikiamomis galimybémis.

Analizuojant uzsienio $aliy patirtj, pateiktos pazangos ir klit¢iy rodikliy plat-
formos, turincios jtakos viesyjy e. paslaugy vartojimui. Pazangos varikliai: admi-
nistracinés nastos sumazinimas, pinigy ir laiko taupymas, geresnis prieinamumas,
patogumas, skaidrumas, lankstumas, paslaugy naujumas, greitas naudojimosi ba-
das. Klitciy sgrase: prastas techninis priéjimas, jgtidziy stoka, sudétingas naudojimo
budas, viesyjy e. paslaugy integruotumo problemos, privatumo apsaugos baimé,
konfidencialumo, intereso stoka, skaitmeninés atskirties ir prisijungimo problemos.

Remiantis vie$yjy e. paslaugy modeliy teorine analize ir moksliniuose straips-
niuose pateiktais vykdomy projekty tyrimy duomenimis, susisteminti vie$uyjy
e. paslaugy rodikliai, pateikiamos e. paslaugos prieigos ir e. paslaugos kokybés rodik-
liy platformos. Prieigos kokybés rodikliai apima: infrastruktiirg, zinias ir mokéjima,
eksploatacine parengtj ir kaina. Paslaugos kokybés rodikliai: techniné jranga, saugu-
mas, patogus naudojimo biidas, turinys, draugiska vartotojui darbo aplinka.

Siekiant uztikrinti sékmingg vieSyjy e. paslaugy jgyvendinima organizaci-
joje, jvardytos naujoviy diegimo kliatys: tikslo ignoravimas, sulétéjes sprendimy
priémimas, komunikavimo stoka, motyvacijos stoka, argumentais grindziamy
jrodymy nepaisymas ir priemonés joms jveikti. Sie poky¢iy vadybos uzdaviniai
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susisteminti ir pateikti organizaciniame veiklos modelyje, skirtame sékmingam
pokyc¢iy organizavimui.

Susisteminti vieSyjy e. paslaugy jgyvendinimo veiklos procesai. Pateikti $iai
veiklai turintys jtakos komponentai: organizaciné struktara, veiklg reglamentuo-
jantys dokumentai, planuojami veiklai skirti i$tekliai, informaciné veiklos infra-
struktiira, veiklos vertinimo priemonés ir badai.

Pasitlytos viesyjy e. paslaugy teikimo schemos, detalizuojant e. vie$yjy paslaugy
scenarijus, vykdant vieSojo administravimo sektoriaus modernizavimo programas.

Sie viesyjy e. paslaugy modeliai bei jy pateikimo priemonés ir bidai $iuo-
laikinés programinés jrangos informaciniy technologijy kontekste atspindi in-
formacijos i$gavima ir teikimg, taikant butinas iSankstines salygas jgyvendinti
paslaugas e. erdvéje, uztikrinant integracinius standartus, informaciniy sistemy
sgveikuma, vartotojo e. atpazintj, nustatant jo tapatuma, DB suderinamuma,
duomeny saugumy ir pakartoting duomeny naudojima.

Sukurtas ir pateiktas viesyjy e. paslaugy jgyvendinimo modelis detalizuo-
jant jeigos, iSeigos ir rezultaty tarpusavio santykj, numatant vie$yjy e. paslaugy
igyvendinimo efektyvumo ir veiksmingumo problemas.

Empirinio tyrimo duomenys leidzia nustatyti vieyjy e. paslaugy veiksmin-
gumo probleminius aspektus.

Tyrimo rezultatai gali padéti vieSojo administravimo institucijoms, kurian-
¢ioms ir jgyvendinancioms e. valdzios politika viesujy e. paslaugy srityje, deramai
jvertinti teikiamy vieSyjy paslaugy veiksmingumo problemas ir jas geriau jveikti
priimant racionalius tyrimo duomenimis grindziamus sprendimus.

Vykdant Europos skaitmeninés darbotvarkés uzdavinius e. valdZzios konteks-
te, jgyvendinant vie$asias e. paslaugas, sukaupti mokslo faktai ir tyrimo rezultatai
atveria galimybe sékmingiau spresti iskilusias vie$ujy e. paslaugy veiksmingumo
problemas.

Darbo struktira

Darbg sudaro jvadas, keturi skyriai, i$vados ir rekomendacijos, literattros ir
autorés publikacijy sarasas, priedai.

Darbe nagrinéjama $iuolaikiniy informaciniy technologijy jtaka daroma
vie$ojo administravimo sektoriaus darbe, teikiant vie$asias elektronines paslau-
gas. Spartus IKT vystymasis paskatino centrinés ir vietos valdzios institucijas
teikti vie$aja informacija ir vie$asias e. paslaugas internetu. VieSasis sektorius
siekdamas efektyvaus ir skaidraus valstybés valdymo kaskart vis didesne admi-
nistruojamos veiklos dalj vykdo IKT priemoniy pagalba. Galimi poky¢iai yra
tokie dideli, kad elektroniné valdzia vis labiau pripazjstama kaip nauja politinio
valdymo ir vieSojo administravimo sistema vertinama teisinio reglamentavimo,
ekonominiu, technologiniu, socialiniu, politiniu, etiniu ir kitais aspektais.

32



Pirmasis skyrius skirtas mokslinés literattiros apzvalgai. Jame pateiktos iskel-
tos iniciatyvos — e. valdZios dokumentai ES informacinés visuomenés plétros kon-
tekste. Analizuojami e. valdzios ir viesyjy e. paslaugy vertinimo metodai Europos
Sajungos ir Jungtiniy Tauty studijose bei vie$yjy e. paslaugy plétros prioritetai Lie-
tuvos informacinés visuomenés programoje 2011-2019 m. Aptariami informaciniy
sistemy sgveikumo reikalavimai teikiant integruotas viesgsias e. paslaugas. Apiben-
drinti JT ir ES studijose naudojami e. valdzios vertinimai kokybiniy ir kiekybiniy
rodikliy svarbos aspektais. Tai leidzia palyginti kontinentus, regionus ir valstybes
pagal nagrinéjamus e. valdzios i$vystymo rodiklius. Teoriné JT ir ES e. valdZios
studijy analizé parodé, kad e. valdzia kuriama kaip sgveikaujamasis valdymas.

Antrame skyriuje nagrinéjamos vie$ojo sektoriaus informaciniy sistemy,
skirty e. paslaugoms teikti, kiirimo problemos. Pateikta integralios informacinés
sistemos vieSosioms e. paslaugoms teikti veiklos planavimas, veiklos analizé, jgy-
vendinimo sékmés veiksniai ir rodikliai bei peréjimo i esamos j sickiama buse-
ng kompiuterizuojamos veiklos tobulinimo strategija, technologiniai ypatumai
ir funkcinés galimybés. Aptariami uzsienio praktikos pavyzdziai, nagrinéjantys
vieSyjy e. paslaugy jgyvendinimo problemas. Pateiktas vartotojy naudojimosi
vieSosiomis e. paslaugomis modelis.

VEIKSNIAI, TURINTYS ITAKOS
E. PASLAUGU VARTOTOJAMS

SKATINAMIEJI

(pazangos L KLIOTYS

varikliai) < /
1. Administracinés nastos 1. Prastas techninis pri¢jimas
sumazinimas 2. Jgudziy stoka
2. Pinigy ir laiko taupymas 3. Sudétingas naudojimosi
3. Geresnis prieinamumas budas
4. Patogumas 4. Viesyjy e. paslaugy
5. Skaidrumas neintegruotumas
6. Lankstumas 5. Privatumo apsaugos baimé
7. Paslaugy naujumas 6. Konfidencialumo stoka
8. Greitas naudojimosi 7. Intereso stoka
budas 8. Skaitmenines atskirties ir

prisijungimo problemos

Saltinis: sudaryta autorés.

1 pav. Veiksniai, turintys jtakos e. paslaugy vartotojams
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Susisteminti kliti¢iy ir skatinantieji veiksniai su kuriais susiduria vartotojai
naudodamiesi vie$osiomis e. paslaugomis. Pazangos varikliui priklausantys ro-
dikliai skatins vartotojus pakartotinai naudotis e. paslaugomis, taciau darbo jgii-
dziy naudojantis IT stoka, blogas paslaugos pateikimo budas, konfidencialumo
nebuvimas darys neigiama jtakg teikiamy paslaugy veiksmingumui (zr. 1 pav.).

Trediajame skyriuje pateiktas vieSyjy e. paslaugy jgyvendinimo ir veiks-
mingumo vertinimo modelis. Susisteminti rodikliai didinantys viesyjy e. paslau-
gy veiksmingumg. Aptariami saugos reikalavimai ir rizikos vertinimas teikiant
vie$asias e. paslaugas. Analizuojami e. paslaugy infrastruktaros komponenty val-
dymo ir jgyvendinimo scenarijai.

Susistemintos pasipriesinimo poky¢iams klittys, jy daromas poveikis ir pa-
teiktos priemonés joms jveikti (zr. 2 pav.).

|

5 Prisitaikymas
Zmogiskieji veiRsniai

1 h 1

1 h 1

! v SISTEMINES !

| ZINOJIMO KLIUTYS n KLIUTYS |

1 1 v . 1

.. 1 Istekliy stoka

i (Informacijos stoka) " ( N ) '
1

: n l :

1 N |

I l : ] ]

1 I ¥ 1

' NeZinojimas PASIPRIESINIMAS 0 Inertiskumas '

! KAITAI 0 !

1 : 1 1

| ) B ¥ Instituciniai i

! GEBEJIMU KLIOTYS ! veiksniai :

! (Kvalifikacijos ¥ A

! stoka) |:‘> | ¥

1 e - ]

h l 1 i

\ 1 |

! VALIOS KLIOTYS ' NORMU '

! Blogas vykdymas (Motyvacijos stoka) ' KLIUTYS '

' | (Informacijos |

' l ' sklaidos stoka) '

: e ! !

1 ISsisukinéjimas ! '

: 1 1

| 1 1

| 1 '

\ 1 '

\ 1 |

| 1 |

1 1

] 1

Saltinis: sudaryta autorés pagal (Thom, Ritz, 2004).

2 pav. Pasipries$inimy kaitai formos

Aptariami pokyc¢iy vadybos uzdaviniai — vykdant reformy programa daly-
vaujancias grupes reikia teisingai ir laiku informuoti, jos privalo bati tinkamos
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kvalifikacijos, kad galéty diegti naujoves. Reformuy tikslai turi bati pagrjsti palan-

kiu klimatu ir tam skirtais iStekliais.

Ekonomiskumas

[ Efektyvumas ]

‘ Veiksmingumas

Paslaugos E. paslaugos
| Pasirengimas |} kirimo | realizavimas |4 Rezultatai | Poveikis
technologija
(IEIGA) (ISEIGA)
TIKSLO TIKSLO VARTOJIMAS
TIKSLAS SIEKIMAS ATITIKTIS VARTOJIMA VARTOTOJAMS
TECHNOLOGINE TECHNINIAT SKATINANTYS
| PLATFORMA DUOMENYS VEIKSNIAI |
INTEGRACINIAI SISTEMOS ADMINISTRACINES
STANDARTALI, GREITIS, NASTOS
IiASKlRTI SAVEIKUMAS, TECHNINIS SUMAZINIMAS, TEIKEJAMS
ISTEKLIAI DUOMENU PATIKIMUMAS, PINIGU IR LAIKO
APSAUGA, SUDERINAMUMAS TAUPYMAS,
| VARTOTOJO OS/NARSYKLE, PATOGUMAS, |
SASAJA PRISJUNGIMAS GREITAS
D A;:;KI:JNIU E. PASLAUGOS SAUGUMAS IR ESEESHMO EKONOMIKAL
PROJEKTAVIMO PRIVATUMAS
TOBULINIMAS DARBAI ASMENINES VARTOJIMO
| PROCESU INFORMACIJOS KLIUTYS |
SCENARIJAI, APSAUGA, IGUDZIY STOKA,
SKAITMENINES DUOMENY BAZIY TRANSAKCIIOS INTERESO
ATSKIRTIES INTEGRUOTUMAS, SAUGUMAS, STOKA, VISUOMENET
MAZINIMAS PAKARTOTINAS IDENTIFIKACIJA SUDETINGAS
DUOMENUY NAUDOJIMO
| NAUDOJIMAS TINKAMUMAS BUDAS
PASLAUGOS NAUDOTI
PASIPRIESI- KORIMO PAGALBA,
NIMO KAITAI DARBAI PAPRASTA
KLIOTYS NAVIGACIA

KONTEKSTINIAI VEIKSNIAI

sektorius, nuostatos, naudojimasis, kaina, infrastrukttira, jgudziai, galimybés, jstatymai

Saltinis: sudaryta autorés.

3 pav. Viesujy e. paslaugy pagrindiniy elementy jeigos, iSeigos ir rezultaty
bei jy santykio su teikiamu paslaugos efektyvumu ir veiksmingumu
koncepcinis modelis
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Atlikta mokslinés literatiiros ir empirinio tyrimo duomeny analizé atskleidé
vie$yju e. paslaugy pagrindiniy elementy pasirengimo, jeigos, i$eigos, rezultaty,
poveikio grandine, kuri parodo $iy elementy saveika, siekiant viesyjy e. paslaugy
veiksmingumo (Zr. 3 pav.).

Sukurti kriterijai paaikinantis $ios veiklos ypatumus, kurie leidzia detali-
zuoti vie$yjy e. paslaugy veiksminguma technologiniu, vadybiniu ir vartojimo
aspektais.

Ketvirtajame skyriuje pateikiami vieSyjy e. paslaugy teikiamy gyventojams
empirinio tyrimo duomenys. Panaudotas daugiakriterinis metodas, vertinant
vyresnio amziaus gyventojy grupés darbo jgiidzius ir jy aktyvuma naudojantis
informacinémis technologijomis.

Sio tyrimo duomeny analizé pateikia kriterijus, turin¢ius neigiama jtaka vie-
$uyjy e. paslaugy veiksmingumui. Tyrimo rezultatai atskleidé, kad viesyjy e. paslau-
gy prieigos kokybés rodikliy sarase Zinios ir mokéjimas bei interneto prieigos
kaina yra pazeidziamiausi rodikliai.

Pasialyta darbo jgadziy vertinimo metodika, pasitelkiant kokybés vertini-
mo formule, apskai¢iuoti reikSmingumo koeficientai, kurie leidzia jvertinti vyres-
nio amziaus gyventojy grupiy gebéjima dirbti informacinémis komunikacinémis
technologijomis ir galimybes vartoti vie§asias e. paslaugas.

Daugiakriteriné analizé atskleidé, kad Lietuvos pilie¢iy (amziaus grupé 45-
74 m.) kompiuterinio rastingumo Zzinios, darbo jgadziai ir informuotumas nepakan-
kamas, kad tiesioginj bendravima su viesojo sektoriaus darbuotojais didzigja dalimi
galéty pakeisti j automatizuotg aptarnavimg — gauti vie$asias e. paslaugas internetu.

Darbe pristatomi atlikto empirinio tyrimo rezultatai galéty buti naudingi
vie$ojo administravimo sektoriaus veiklos tobulinimui, vie$yjy e. paslaugy varto-
jimo didinimui, nes prie$ingu atveju tai vesty j inovatyvios veiklos efektyvumo ir
veiksmingumo nuostolius.

ISVADOS

1. Pasialytas daugiakriterinis vie$yjy e. paslaugy igyvendinimo modelis lei-
do jvertinti viesojo sektoriaus veiklos sistemg, pateikianc¢ia naujus kituose mokslo
darbuose nenagrinétus komponentus:

» pasirengimg jgyvendinti vie$aja e. paslauga;

e. paslaugos karimo technologija;

« e. paslaugos jgyvendinimo kokybe;

o e. paslaugos vartojimo rezultatus;

« jgyvendintos vieSosios e. paslaugos poveikj.

1.1. Pasirengimo komponentas jvertintas Siais aspektais: a) vieSojo sektoriaus
darbuotojy veiklos darbo aplinkoje poky¢iais, kuriems jtakos turi naujos informa-
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cinés technologijos; b) gyventojy galimybémis pasinaudoti informaciniy komuni-
kaciniy technologijy priemonémis pereinant prie vie$ujy e. paslaugy vartojimo.

1.2. Viesosios e. paslaugos karimo technologija, numatoma vertinti vieSo-
sios e. paslaugos jgyvendinimo procesy, integraciniy standarty, informaciniy
sistemy saveikumo, vartotojo elektroninio tapatumo, asmens duomeny judéjimo
kontrolés ir duomeny saugumo pozitriais.

1.3. Sialoma e. paslaugos jgyvendinimo rezultatus vertinti pagal techninius
kriterijus: informacijos judéjimo greitj, techninj patikimuma, naudojamy prog-
ramy ir skirtingos architektiros kompiuterinés jrangos suderinamumg, tran-
sakcijos sauguma, asmeninés informacijos apsauga, vartotojo identifikacija bei
draugiska vartotojui aplinka.

2. Vertinant vieSyjy e. paslaugy veiksminguma daugiakriterinis vertinimo
modelis sitilo daugiakomponente vertinimo rodikliy sistemg — pabréziami anks-
¢iau nenagrinéti rodikliai, kurie turi jtakos veiksmingam viesujy e. paslaugy jgy-
vendinimui ir vartojimui, kad didziaja tiesioginio bendravimo su viesojo sekto-
riaus darbuotojais dalj galima buty pakeisti automatizuotu aptarnavimu.

2.1. Viedyjy e. paslaugy vartojima skatinantys veiksniai: sumazéjusi admi-
nistraciné nasta, vartotojy ir viesosios e. paslaugos teikéjy pinigy bei laiko taupy-
mas, tiesioginés kreipties (24/7) naudotis vieSosiomis e. paslaugomis galimybe.

2.2. Veiksmingumo vertinimo modelis parodo klidtis ir pateikia neatidélio-
tinas veiksmingumo didinimo priemones: sitiloma skatinti gyventojus naudotis
IKT ir vieSosiomis e. paslaugomis, supaprastinti sudétingus naudojimosi vieso-
siomis e. paslaugomis badus, padéti gyventojams nugaléti saugumo ir privatumo
apsaugos baime aiSkinant ir jgyvendinant su tuo susijusias saugumo uztikrinimo
priemones, pateikti procesy (UML) modelius, kurie vizualiai parodo e. paslaugos
aptarnavimo veiklos etapus, spresti skaitmeninés atskirties ir prisijungimo prie
interneto bei informaciniy technologijy jsigijimo problemas.

2.3. Svarbiu motyvuojanciu veiksniu, skatinanc¢iu pakartotinai naudotis e. pa-
slauga ir didinanciu paslaugos veiksminguma, tampa viesosios e. paslaugos povei-
kis vartotojams, kurj sitiloma vertinti pagal:

« vartotojy vie$yjy e. paslaugy poreikj, Zinojima apie paslaugg ir skelbiamg

informacija, reikalingg viesajai e. paslaugai atlikti;

« vartotojy technines galimybes - kompiuterine, programine jranga ir inter-
neto prieiga;

o suprantamg ir paprastg vie$osios e. paslaugos atlikimo eiga, o atlikus e. pa-
slaugg motyvuojanciu veiksniu tampantj pasitenkinimg - tai skatina gy-
ventojus pakartotinai naudotis e. paslaugomis.

2.4. Jgyvendinus vie$gsias e. paslaugas pastebimas teigiamas poveikis eko-

nomikai ir visuomenei. Tai lemia didesnj valdzios ir administravimo institucijy
darbo veiksmingumag ir efektyvuma: sumazinama administraciné nasta, tobuli-
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namos organizacinés procediiros, kuriama darni naujy technologijy ekonomika,
igyvendinamas elektroninis duomeny vartojimas ir archyvavimas, teikiamos ge-
resnés, maziau intervencinés, darnesnés ir spartesnés paslaugos.

3. Didéjant darbo naudojantis informacinémis komunikacinémis technolo-
gijomis priemoniy jvairovei, Lietuvoje gyventojy darbo jgiidziy vertinimo me-
todikos e. valdzios studijose atsilieka nuo naujy technologijy teikiamy paslaugy
jvairovés, naudojami vertinimo rodikliai turéty atspindéti platesne informaciniy
technologijy vartojimo jvairove. Pasialyta daugiakriteriné gyventojy darbo jgi-
dziy su informacinémis komunikacinémis technologijomis vertinimo metodika,
pasitelkiant kokybés vertinimo formule, nustatant jvairiy veikly su IKT svorio ko-
eficientus, kurie leidzia jvertinti lyginamyjy gyventojy grupiy galimybes naudo-
tis vieSosiomis e. paslaugomis. Gyventojy aktyvumas e. erdvéje ir darbo jgdziai
yra pagrindiniai e. paslaugy vartojima didinantys veiksniai, kuriy jtaka viesyjy
e. paslaugy veiksmingumui yra reik§minga. Pasialyta daugiakriteriné vertinimo
metodika leidzia tiksliau jvertinti gyventojy pasirengimga ir jy aktyvuma, pasireis-
kiantj vartojant viesgsias e. paslaugas.

4. Daugiakriteriné analizé parodé - tiriamos Lietuvos gyventojy (45-74 m.)
vyresnés amziaus grupés kompiuterinio rastingumo Zinios, darbo jgidziai, e. da-
lyvavimas ir informuotumas nepakankamas, kad didzigjq tiesioginio bendravimo
su vieSojo sektoriaus darbuotojais dalj galéty pakeisti automatizuotu aptarnavi-
mu - internetu teikiamomis vieSosiomis e. paslaugomis.

5. Kiekybinio tyrimo rezultatai atskleidé, kad viesyjy e. paslaugy prieigos
kokybés rodikliy sarase darbo kompiuteriu jgadziai, zinios ir mokéjimas ko-
munikuoti internetu bei interneto prieigos kaina yra pazeidziamiausi rodikliai.
Vyresnio amziaus grupés (45-74 m.) gyventojai neturi gery jgudziy dirbti nau-
dojantis naujausiomis IKT, $ioje grupéje labiausiai pazeidziami yra 65-74 m. am-
Ziaus gyventojai.

6. Jgyvendinant vie$gsias e. paslaugas informaciniy technologijy inovaciniy
slenksciy sgrase neigiamg jtaka daro kvalifikacijos, jgudziy, i$silavinimo ir patir-
ties stoka. Galimg neigiama jtaka daro tradicijos, stereotipinis mastymas - tai pa-
sireigkia tuo, kad daugiau nei penktadalis vartotojuy nesiruosia dirbti kompiuteriu
ir nezino, kas yra vieSosios e. paslaugos.

7. Viesajame sektoriuje kei¢iantis valdymo modeliui, kai naujosios vie$osios
vadybos modelj kei¢ia j socialumg ir visuomeniskuma nukreiptas naujojo viesojo
valdymo modelis, esama padétis viesyjy e. paslaugy srityje galéty buti pateikia-
ma Socialinés kokybés kvadrato vertinimo priemonémis. Sis vertinimo modelis,
kurio komponentai: socialinis-ekonominis saugumas, socialiné jterptis, socialiné
sanglauda, jgalinimas, atskleidzia egzistuojancias vie$ujy e. paslaugy veiksmin-
gumo problemas ir vyresnio amziaus gyventojy grupiy socialinj nesauguma bei
socialinés skaitmeninés atskirties egzistavima.
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