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1 Introduction to the Project “Benchmarking in a Policy Perspective”

1.1 Objectives 

The project “Benchmarking in a Policy Perspective” was started by the European Commission in January 2006.

The objective of the “Benchmarking in a Policy Perspective” project initiated by the European Commission is to carry out an in-depth analysis of the results of the annual Information Society Surveys of households and enterprises and to relate them to a number of specific themes. The aim is to address areas beyond simple ICT connectivity and highlight intensity of use and wider impact on individuals, enterprises and communities.

1.2 Expected Outcomes

Altogether 10 Topic Reports will be developed for which an in-depth analysis of available survey results is carried out. These include the following. A further report will include a summary of key findings.

Table 1‑1:  Topic Reports of the Project “Benchmarking in a Policy Perspective

	No.
	Topic
	Date

	1
	e-Business and the reorganisation of business processes
	March 2006

	2
	Use of broadband 
	May 2006

	3
	Take up of advanced services
	July 2006

	4
	Use of public services on line (including e-government and e-health)
	September 2006

	5
	Inclusion
	November 2006

	6
	Digital literacy
	2007

	7
	Consumer protection in the information society 
	2007

	8
	Security in a broad sense including trust and confidence
	2007

	9
	Virtual companies and new forms of eBusiness
	2007

	10
	ICT skills
	2007

	11
	Summary report of key findings
	2007


Each topic report will cover the following items:

· Review of the basic concept and policy issues related to the theme, 

· An analysis of past and current Community survey results to provide an overview of progress in the EU, 

· A comparison with existing empirical evidence on the same issue to assess the robustness of the results and provide additional qualitative analysis,

· An investigation of international sources to compare EU achievements with its main competitors,

A proposal for re-wording or expanding the questionnaire used by EUROSTAT for future surveys.

2 Research Approach and Methodology

An identical work procedure will be implemented for the development of each of the 10 Topic Reports, each including the following tasks:

1.1 Topic Area Definition, Review of Concepts and Policy Issues: Definition of topic area and review of basic concept in the area; review of key policy issues related to the theme;

1.2 Current Situation and Progress – Empirical Evidence from EU Surveys: analysis of past and current Community survey results to provide an overview of progress in the EU;

1.3 Validation of EU Statistics Using Data from Other Sources: comparison of findings from EU surveys with empirical evidence on the same issue available from other sources (industry data; surveys conducted on behalf of member states, etc.) to assess the robustness of the results and provide additional qualitative analysis;

1.4 Comparison with USA, Japan and other OECD countries: investigation of international sources to compare EU achievements with its main competitors;

1.5 Future Developments and Recommendations for Survey and Questionnaire Design: identification of gaps and specification of further research needs relating to indicator development, monitoring and benchmarking and the requirements and implications for future action; concrete proposal for re-wording or expanding the current EUROSTAT questionnaire. 

These tasks will be performed in each report. The main chapter headings of each report will be as follows:

Topic Area Definition, Review of Concepts and Policy Issues

· Current Situation and Progress – Empirical Evidence from EU Surveys (including the validation of the EU statistics using data from other sources and a comparison with USA, Japan and other OECD countries)

· Future Developments and Recommendations for Survey and Questionnaire Design

3 Topic Area Definition, Review of Concepts and Policy Issues

Chapter 3 will provide a brief definition of the topic area followed by an overview of relevant policy issues.

3.1 Definition of topic area and basic concepts

In European Commission policies, online public services regularly include those services provided to businesses and individuals for:

· interacting with public authorities (e-government)

· training and education (e-learning)

· health related activities (e-health).

E-government 

The European Commission defines e-government as “the use of information and communication technologies in public administrations - combined with organisational change and new skills - to improve public services and democratic processes and to strengthen support to public policies”.

e-government is a way for public administrations to become:

· more open and transparent, and to reinforce democratic participation;

· more service-oriented, providing personalised and inclusive services to each citizen;

· productive, delivering maximum value for taxpayers' money.

Most of the existing approaches to defining e-government only show minor deviation to the one above. All have an objective for improvement of public services and democratic processes in common. In view of the recent years a remarkable remodelling regarding the concepts of government has taken place or has been initiated with strongly contributing and having an essential impact.
E-government is therefore a eEurope 2005 policy priority. E-government targets have been part of the eEurope 2005 Action Plan, including a summary of the Commission's Communication on the role of e-Government for Europe's future and the 2005 eGovernment Benchmarking Report. On 25 April 2006 the European Commission launched the “i2010 eGovernment Action Plan: Accelerating eGovernment in Europe for the Benefit of All” (http://ec.europa.eu/information_society/activities/egovernment_research/doc/highlights/comm_pdf_com_2006_0173_f_en_acte.pdf) and on 27 July 2006 the eParticipation Work programme was adopted by the Commission (http://ec.europa.eu/information_society/
activities/egovernment_research/eparticipation/index_en.htm) and the Call for Proposals launched.

E-government covers a wide area. The area can best be structured in “Public Services for Citizens” and “Public Services for Businesses”. Typically a public service for citizens would be e.g. declaration, notification of assessment of income taxes, or job search services offered by labour offices. A public service for businesses would be e.g. social contribution for employees or declaration and notification of corporate tax. As part of the eEurope initiative a list of 20 basic public services was established which has been and still is used as a guide in this area. The list is provided in the figure below.

Figure 3‑1 eEurope common list of 20 basic public services  

	Public Services for Citizens

	1.
	Income taxes: declaration, notification of assessment

	2.
	Job search services by labour offices

	3.
	Social security contributions:

	
	a)       Unemployment benefits

	
	b)       Family allowances

	
	c)       Medical costs (reimbursement or direct settlement)

	
	d)       Student grants

	4.
	Personal documents:

	
	a)       passport

	
	b)       driver's licence

	5.
	Car registration (new, used and imported cars)

	6.
	Application for building permission

	7.
	Declaration to the police (e.g. in case of theft)

	8.
	Public libraries (availability of catalogues, search tools)

	9.
	Certificates, request and delivery:

	
	a)       birth

	
	b)       marriage

	10.
	Enrolment in higher education  / university

	11.
	Announcement of moving (change of address)

	12.
	Health related services (e.g. interactive advice on the availability of services in different hospitals; appointments for hospitals.)

	Public Services for Businesses

	13.
	Social contribution for employees

	14.
	Corporation tax: declaration, notification

	15.
	VAT: declaration, notification

	16.
	Registration of a new company

	17.
	Submission of data to statistical offices

	18.
	Customs declarations

	19.
	Environment-related permits (incl. reporting)

	20.
	Public procurement


(Source: European Commission, 2000a and 2000b)

Typically online public services for businesses for interacting with public authorities are either used for

· obtaining information

· obtaining forms 

· returning filled in forms full electronic case handling 

· submitting a proposal in an electronic tender system (e-procurement).

From a citizen’s perspective online interaction with public authorities typically takes the form of
 

· obtaining information from public authorities web sites

· downloading official forms

· sending filled in forms.

Commonly, online public services are therefore differentiated into 

· Information Services (e.g. obtaining information from authorities web sites)

· Communication Services (e.g. making  an appointment online with a practitioner)

· Transaction Services (e.g. sending filled in forms).

E-learning

The development of new multimedia technologies and the growth of the Internet in recent years have given Europeans access to an incredible range of information and resources. Successfully exploiting this potential for improving education and training depends far more on pedagogical and organisational issues than on the technologies themselves.

The introduction of information and communication technology (ICT) has to be accompanied by a far-reaching reorganisation of learning structures. In addition, it is vital that technological innovation is developed to serve education in highly diverse learning contexts, while respecting linguistic, cultural and social differences.

Offering more Europeans the opportunity to develop new skills at any age and to any standard will not only improve the competitiveness of EU enterprises and the employability of EU citizens, but will also promote social inclusion, active citizenship and personal development.

The definitions on e-learning which circulate are various and stretch from normative definitions used by the European Commission to technology-oriented definitions used by industry. The term is defined in the European Commission’s eLearning Action Plan of 2001 as 

The use of new multimedia technologies and the Internet to improve the quality of learning by facilitating access to resources and services as well as remote exchanges and collaboration.

Lifelong learning has been a core EU policy since 2001, when EU Member States agreed, in an EU Council Resolution on e-Learning, to act together to enable easier integration of ICT into education and training systems.

European action in this field is set by following key documents:

· Designing Tomorrow's Education (European Commission's eLearning Initiative). This 2000 strategy paper sets out the need for new approaches to education and training and continued development of quality multimedia contents and services. This initiative has been fleshed out by measures taken under the European Commission's eLearning Action Plan (2001-2004), and the eLearning Programme for  2004-2006 which focuses on a series of priority areas chosen for their strategic relevance to the modernisation of Europe's education and training systems.

· A European Area of Lifelong Learning.  Since its adoption by the European Commission in 2001, the Communication entitled, "Making a European Area of Lifelong Learning a Reality" has been the guiding principle for the development of education and training measures across Europe. This document stresses the need for EU Member States to adapt their formal education and training systems to the demands of the modern environment, breaking down barriers between different forms of learning and giving all EU citizens the chance to develop information and communication technology (ICT) skills.

· Future Objectives of Education and Training Systems. This report, adopted by the Ministers of Education in 2001, set a number of shared objectives to be achieved by 2010 and emphasises the importance of ICT in modern education and training systems. It was followed by a 10-year work programme, approved by the European Council. These documents constitute the EU strategic framework of co-operation in the fields of education and training

(Source: http://ec.europa.eu/information_society/edutra/inno/index_en.htm)

E-health

The Information Society offers new possibilities for improving almost every aspect of healthcare, from making medical systems more powerful to providing better health information to everyone. In the Ministerial Declaration of 22 May 2003 the ministers of EU Member States, Acceding and Associated countries, as well as EFTA together with the European Commission and the Greek Presidency of the Council agreed on an e-health definition: 

“eHealth refers to the use of modern information and communication technologies to meet needs of citizens, patients, healthcare professionals, healthcare providers, as well as policy makers.”

On this occasion, the ministers expressed their commitment to the development of national and regional e-health implementation plans for:

· Promoting quality of and enhancing efficiency in health care through e-health applications

· Facilitating citizen involvement through access to high quality information

· Implementing and sharing best practices of e-health

The European Commission considers e-Health as a “today’s tool for substantial productivity gains, while providing tomorrow’s instrument for restructured, citizen-centred health care systems and, at the same time, respecting the diversity of Europe’s multi-cultural, multi-lingual health care traditions. There are many examples of successful e-Health developments including health information networks, electronic health records, telemedicine services, wearable and portable monitoring systems, and health portals.”

The European Commission’s view of e-Health was developed in the 2004 e-Health Communication “e-Health - making healthcare better for European citizens: An action plan for a European e-Health Area” (http://europa.eu.int/information_society/doc/qualif/health/
COM_2004_0356_F_EN_ACTE.pdf).

At the recent eHealth 2006 High Level Conference in Malaga, Spain the relevant European stakeholders including governments and industry, national implementation authorities, care providers and purchasers, healthcare professionals, patients, and citizens, as appropriate, call to take practical steps to:

· facilitate information and communication technologies to ensure independent living (improving better lifestyle and healthcare; improving primary health; treating people in their appropriate individual settings), for example, through the EU Public Health Portal, support tools for specific groups such as elderly people and disabled people, and other similar national initiatives

· encourage e-health tools to improve quality and timeliness of health monitoring in Europe, including in the primary health sector, making data comparable

· promote e-health information tools to provide health professionals in Europe with access to up to date information and knowledge tools

· improve e-health deployment

· strengthen e-health interoperability in Europe, and move it forward in a positive, pro-active, and constructive way by giving support to four principal activities (patient summaries, patient and professional identifiers, minimum emergency data sets, and online prescriptions)

· share existing, and developing, good practice in an effective and analytical way

develop ongoing and new avenues of research that will strengthen healthcare of the mid- and long-term future.

In previous studies and through the Eurostat Community surveys ICT-enabled public services were benchmarked according to their availability and sophistication, access to as well as take-up and use by citizens and businesses. The impact dimension was not yet addressed but is deemed important and relevant despite the difficulties of defining a simple indicator for its measurement. 

In future surveys a more detailed set of questions on e-government take-up will be included. This will also address the intention to use different services and also ask the respondents about barriers to use.

It is also argued that thought should be given to including measuring other aspects relating to quality of service and good governance such as user friendliness, accessibility or multiplatform availability.

According to the i2010 Benchmarking framework, these issues – especially in relation to e-government - will have to be tackled in coming Eurostat Community surveys but most likely only in the framework of a special questionnaire module to be added to the surveys in one of the coming years. Extensions to the modules on e-health and e-learning are not explicitly mentioned. Only reference is made to the need for the development of indicators for the e-health monitoring which requires the involvement of health specialists.
3.2 Policy Issues

Key policy issues related to the topic of public service use include the following objectives:

· accelerate the application of public services by citizens and businesses (among other things with an increased marketing conception)

· to harmonise the structures and workings of government in order to enhance the cooperation of different agencies and thus effecting interoperable workflows as well as a rationalisation 

· to ameliorate the knowledge and implementation of the users (e.g. politicians at each level) to elevate the quality of public services

· to improve technology interoperability

· to attain more efficiency and transparency in the public sector

Sources for empirical data which are not contained in the eEurope 2005 list of policy and supplementary benchmarking indicators include:

· eUser 

· Industry surveys

Selected sources for data about main competitor countries: 

· Pew Internet surveys (USA, various years);

· Data from surveys conducted on behalf the National Telecommunications and Information Administration (USA, various years);

· Industry surveys.

Previous empirica studies in which statistical data were analysed in-depth and reported on:

· eUser (2004 – 2006) issued evidence-based support for the design and delivery of user-centred online public services

· SIBIS eEurope Topic Reports (June 2003)

4 Current Situation and Progress – Empirical Evidence from EU Surveys

4.1 Overview

This report analyses the take up of public services by individuals and businesses on the basis of the Eurostat survey data and other empirical sources. It looks into
· time series of public service uptake 

· inter-country differences

· usage pattern differences between different types of public services (Information Services, Communication Services and Transaction Services).

Observable trends with regard to use and uptake over time are analysed and answers are sought to questions such as: in which countries are electronic public services most widely adopted, how common is the usage of public services in a particular country, and is there a gap between "old" Member States and New Member States.
It also provides an analysis according to industrial sectors following the NACE classification and company size. The latter is to give hints on issues such as: does company size matter and does the data indicate a catch-up by SMEs, and if so, in which areas?

A comparison of the Eurostat data with existing empirical evidence on the same issue – especially with the eUser data to assess the robustness of the results and provide additional qualitative analysis, is carried out as part of the analysis chapter. Also an investigation of international sources to compare EU achievements with those of its main oversee competitors is undertaken.

4.2 Analysis of European Community Survey Results

E-government: Online Public Services usage 
Marked differences can be observed between countries with regard to demand side penetration of various types of online public services. There is in most of the countries a solid amount of people obtaining information from public services via the internet.
Three kinds of e-government activities have been surveyed in the Eurostat ICT household surveys, namely

· Obtaining information from public authorities web sites

· Downloading official forms

· Sending filled in forms. 

Of these, the number of citizens who obtain information from public authorities’ web sites is consistently across countries the highest one, followed by downloading official forms. At the same time, rather few people send filled in forms (table 4-1). This pattern is observable in nearly each country.
People in EU15 countries altogether interact with public authorities via the internet more frequently than people in the new member states. In these countries, online public services are used only half as much.

Table 4‑1  Interaction with public authorities in Europe 2005
	
	Country
	Obtaining information from public authorities web sites
	Downloading official forms
	Sending filled in forms
	Any e-government (either of the three items)

	EU25
	European Union 
(25 countries)
	20.7
	10.5
	5.5
	22.1

	EU15
	European Union
(15 countries)
	22.9
	11.3
	6.0
	24.7

	NMS10
	New EU Member States (10 countries)
	11.7
	7.0
	3.8
	13.6

	Euro zone
	Euro-zone
	22.2
	11.6
	5.7
	23.6

	BE
	Belgium
	15.9
	7.6
	4.4
	18.2

	CZ
	Czech Republic
	3.3
	2.4
	1.4
	4.6

	DK
	Denmark
	42.5*)
	16.4*)
	13.9*)
	43.8*)

	DE
	Germany
	31.3*)
	13.6*)
	6.9*)
	33.4*)

	EE
	Estonia
	29.0
	17.5
	16.6
	31.1

	GR
	Greece
	4.7
	1.8
	3.2
	7.1

	ES
	Spain
	22.5
	12.5
	6.0
	:

	FR
	France
	:
	:
	:
	:

	IE
	Ireland
	14.4
	11.8
	9.2
	17.6

	IT
	Italy
	13.0
	9.1
	3.6
	14.1

	CY
	Cyprus
	10.9
	4.8
	1.7
	11.4

	LV
	Latvia
	12.2
	4.9
	5.0
	13.4

	LT
	Lithuania
	11.3
	6.6
	5.6
	12.1

	LU
	Luxembourg
	38.2
	32.0
	18.7
	46.0

	HU
	Hungary
	15.1
	12.3
	7.3
	17.9

	MT
	Malta
	:
	:
	:
	:

	NL
	Netherlands
	40.7
	21.8
	:
	:

	AT
	Austria
	24.9
	11.1
	12.3
	29.2

	PL
	Poland
	10.7
	5.7
	2.6
	12.5

	PT
	Portugal
	11.8
	8.3
	9.0
	14.0

	SI
	Slovenia
	17.6
	9.5
	2.9 :)
	19.2

	SK
	Slovakia
	23.7
	13.5
	6.5
	26.6

	FI
	Finland
	44.6
	21.5
	11.2
	47.3

	SE
	Sweden
	48.7
	30.7
	21.4
	51.7

	UK
	United Kingdom
	22.1
	7.1
	4.8
	24.3

	BG
	Bulgaria
	3.9 :)
	3.4
	2.6 :)
	5.4*)

	RO
	Romania
	2.5 :)
	0.7 :)
	1.1 :)
	:

	IS
	Iceland
	50.3
	29.3
	19.9
	55.3

	NO
	Norway
	46.4
	23.8
	21.4
	51.7


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
(:) Data not available   *) data from 2004
Table 4‑2  Rankings of use according the interaction with public authorities in European households 2005

	Obtaining information from public authorities web sites

	Frontrunner (>38%)
	Average users (>10%)
	Laggards (<10%)
	No data available

	Iceland
	Germany*
	Hungary
	Greece
	France

	Sweden
	Estonia
	Ireland
	Bulgaria*
	Malta

	Norway
	Austria
	Italy
	Czech Republic
	 

	Finland
	Slovakia
	Latvia
	Romania*
	 

	Denmark*
	Spain
	Portugal
	 
	 

	Netherlands
	United Kingdom
	Lithuania
	 
	 

	Luxembourg
	Slovenia
	Cyprus
	 
	 

	 
	Belgium
	Poland
	 
	 

	Downloading official forms

	Frontrunner (>16%)
	Average users (>5%)
	Laggards (<5%)
	No data available

	Luxembourg
	Germany*
	Austria
	Lithuania
	France

	Sweden
	Slovakia
	Slovenia
	Poland
	Malta

	Iceland
	Spain
	Italy
	Latvia
	 

	Norway
	Hungary
	Portugal
	Cyprus
	 

	Netherlands
	Ireland
	Belgium
	Bulgaria*
	 

	Finland
	
	United Kingdom
	Czech Republic
	 

	Estonia
	
	
	Greece
	 

	Denmark* 
	
	
	Romania*
	 

	Sending filled in forms

	Frontrunner (>15%)
	Average users (>4%)
	Laggards (<4%)
	No data available

	Sweden
	Denmark*
	Slovakia
	Italy
	France

	Norway
	Austria
	Spain
	Greece
	Malta

	Iceland
	Finland
	Lithuania
	Slovenia*
	Netherlands

	Luxembourg
	Ireland
	Latvia
	Bulgaria*
	 

	Estonia
	Portugal
	United Kingdom
	Poland
	 

	 
	Hungary
	Belgium
	Cyprus
	 

	 
	Germany*
	
	Czech Republic
	 

	 
	
	
	Romania*
	 


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households 
* data from 2004 

The largest shares of e-government users are found in the Nordic countries, the Netherlands, Luxembourg and Estonia. People in Greece, Bulgaria, Czech Republic and Romania scarcely use e-government.

Estonians use the internet for interaction with public authorities to a degree well above the average of the new member states. The usage in Greece is significant below the average of the old member states.

Figure 4-1 illustrates the results of those five EU countries which have the largest population (excluding France, where no data are available). Germany reveals above average results user rates comparing the EU25 countries in all three activities, followed by Spain. Poland is in the last position of the countries with the highest population. Compared to the other New Member States, Poland shows average results. 
Figure 4‑1  Interaction with public authorities in countries with a high population in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
Data from 2005; with exception of Germany, whose data are from 2004

Obtaining information from public authorities web sites
The frontrunners concerning the interaction with public authorities for obtaining information are the Nordic countries (Sweden, Finland, Norway, Denmark), Iceland as well as Luxembourg and the Netherlands. At the other end of the continuum, Greece, with 5%, has a low rate. In the new member states, e-government use penetration is generally lower than in the old Member States. Estonia is an exemption, situated in the upper third of countries.
Considering the trend from 2002 to 2005, most of the countries show continuous advancements. However, the development in many new member states (Czech Republic, Poland, Cyprus, Lithuania, Latvia and Hungary) is unlike the development of most of the EU15 countries and little progress can be observed.
Especially in countries like the Netherlands, Luxembourg, Germany, Austria, United Kingdom, continued increase has been clearly recognisable. Finland, Denmark, Sweden, Iceland and Norway have shown increasing shares of e-government users from an already high usage level. The Netherlands reveals a remarkable increase between 2004 and 2005. Table 4-3 illustrates these data.
Table 4‑3  Percentage of population who have used the Internet in the last 3 months for obtaining information from public authorities’ web sites
	
	Country
	2002
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	:
	21.2
	20.7

	EU15
	European Union (15 countries)
	:
	20.6
	24.1
	22.9

	NMS10
	New EU Member States (10 countries)
	:
	:
	11.5
	11.7

	Euro zone
	Euro-zone
	:
	:
	:
	22.2

	BE
	Belgium
	:
	:
	:
	15.9

	CZ
	Czech Republic
	:
	3.4
	3.1
	3.3

	DK
	Denmark
	35.1
	39.4
	42.5
	:

	DE
	Germany
	14.0
	23.3
	31.3
	:

	EE
	Estonia
	:
	:
	14.2
	29.0

	GR
	Greece
	3.5
	6.1
	7.2
	4.7

	ES
	Spain
	:
	19.5
	22.0
	22.5

	FR
	France
	:
	:
	:
	:

	IE
	Ireland
	:
	9.6
	11.4
	14.4

	IT
	Italy
	:
	:
	:
	13.0

	CY
	Cyprus
	:
	:
	10.4
	10.9

	LV
	Latvia
	:
	:
	12.1
	12.2

	LT
	Lithuania
	:
	6.0
	8.9
	11.3

	LU
	Luxembourg
	14.9
	25.0
	35.6
	38.2

	HU
	Hungary
	:
	:
	14.9
	15.1

	MT
	Malta
	:
	:
	:
	:

	NL
	Netherlands
	11.6
	14.7
	17.2
	40.7

	AT
	Austria
	7.9
	14.4
	17.6
	24.9

	PL
	Poland
	:
	:
	11.9
	10.7

	PT
	Portugal
	3.9
	9.7
	10.3
	11.8

	SI
	Slovenia
	:
	:
	11.7
	17.6

	SK
	Slovakia
	:
	:
	20.9
	23.7

	FI
	Finland
	31.4
	38.5
	43.3
	44.6

	SE
	Sweden
	40.0
	41.1
	35.8
	48.7

	UK
	United Kingdom
	6.4
	18.8
	19.5
	22.1

	BG
	Bulgaria
	:
	:
	3.9
	:

	RO
	Romania
	:
	:
	2.5
	:

	IS
	Iceland
	:
	48.9
	55.7
	50.3

	NO
	Norway
	:
	43.4
	37.3
	46.4


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
(:)  Data not available
Figure 4‑2  Percentage of population who have used the Internet in the last 3 months for obtaining information from public authorities’ web sites in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

According to a survey by Pew
, 29% of US American respondents stated that they visited a government Web site to contact government. According to a survey report of the “World Internet Project”
, 53% of Chinese Internet users said that they never visit government web sites, 34% seldom, 10% sometime, 3% often and 0.2% frequently. In a Canadian survey
 26% of all households said that they have searched government information online in 2001, the number of usage increased in 2002 to 29%.
Even though these data refer to different questions and points in time difficult to compare, one can identify the tendency that Canada (in comparison to the European data from 2002) is situated in the upper one third relating the ranking of the ICT household survey (table 4-1). In opposition to USA and Canada, the use of public services in China seems to be below average.
Downloading official forms

The ranking is altogether similar in comparison to the previous item of interaction with public services. Estonia reveals a higher value than most of the New Member States.
People from Luxembourg download official forms the most. In Sweden, Iceland, Norway and the Netherlands also a high percentage of users can be found. On the other hand, Romania, Czech Republic, Bulgaria and Greece show relatively lower values.

In terms of the evolution between 2004 and 2005, Sweden has witnessed a huge increase of this e-government item, whereas the majority of the countries has seen a rather marginal increase. A continuous decrease in Iceland in the last three years is remarkable. 
Table 4‑4  Percentage of population who have used the Internet in the last 3 months for downloading official forms 

	
	Country
	2002
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	:
	9.8
	10.5

	EU15
	European Union (15 countries)
	:
	10.3
	11.1
	11.3

	NMS10
	New EU Member States (10 countries)
	:
	:
	5.9
	7.0

	Euro zone
	Euro-zone
	:
	:
	:
	11.6

	BE
	Belgium
	:
	:
	:
	7.6

	CZ
	Czech Republic
	:
	1.0
	2.2
	2.4

	DK
	Denmark
	11.4
	15.1
	16.4
	:

	DE
	Germany
	6.9
	12.1
	13.6
	:

	EE
	Estonia
	:
	:
	14.3
	17.5

	GR
	Greece
	0.3
	2.0
	2.8
	1.8

	ES
	Spain
	:
	10.2
	11.6
	12.5

	FR
	France
	:
	:
	:
	:

	IE
	Ireland
	:
	6.6
	8.7
	11.8

	IT
	Italy
	:
	:
	:
	9.1

	CY
	Cyprus
	:
	:
	3.5
	4.8

	LV
	Latvia
	:
	:
	4.2
	4.9

	LT
	Lithuania
	:
	3.2
	5.7
	6.6

	LU
	Luxembourg
	4.9
	16.7
	28.8
	32.0

	HU
	Hungary
	:
	:
	6.9
	12.3

	MT
	Malta
	:
	:
	:
	:

	NL
	Netherlands
	:
	:
	:
	21.8

	AT
	Austria
	5.2
	10.6
	13.9
	11.1

	PL
	Poland
	:
	:
	5.6
	5.7

	PT
	Portugal
	0.5
	5.3
	7.6
	8.3

	SI
	Slovenia
	:
	:
	7.0
	9.5

	SK
	Slovakia
	:
	:
	12.9
	13.5

	FI
	Finland
	11.8
	16.1
	13.2
	21.5

	SE
	Sweden
	23.1
	23.1
	20.2
	30.7

	UK
	United Kingdom
	:
	7.5
	6.9
	7.1

	BG
	Bulgaria
	:
	:
	3.4
	:

	RO
	Romania
	:
	:
	0.7
	:

	IS
	Iceland
	:
	41.2
	30.0
	29.3

	NO
	Norway
	:
	22.5
	18.2
	23.8


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
(:)  Data not available
Figure 4‑3  Percentage of population who have used the Internet in the last 3 months for downloading official forms in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

Sending filled in forms

Citizens in Sweden, Norway, Iceland, Luxembourg and Estonia send filled in forms most of all. The laggards are Romania, Czech Republic, Cyprus, Poland and Bulgaria. There are only slight differences in comparison with the previous types of e-government (cf. table 4-1).

Table 4‑5  Percentage of population who have used the Internet in the last 3 months for sending filled in forms
	
	Country
	2002
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	:
	5.6
	5.5

	EU15
	European Union (15 countries)
	:
	6.0
	6.3
	6.0

	NMS10
	New EU Member States (10 countries)
	:
	:
	3.6
	3.8

	Euro zone
	Euro-zone
	:
	:
	:
	5.7

	BE
	Belgium
	:
	:
	:
	4.4

	CZ
	Czech Republic
	:
	0.4
	1.4
	1.4

	DK
	Denmark
	13.8
	13.7
	13.9
	:

	DE
	Germany
	3.3
	6.7
	6.9
	:

	EE
	Estonia
	:
	:
	13.1
	16.6

	GR
	Greece
	1.1
	2.8
	2.4
	3.2

	ES
	Spain
	6.4
	5.7
	6.7
	6.0

	FR
	France
	:
	:
	:
	:

	IE
	Ireland
	:
	4.9
	6.3
	9.2

	IT
	Italy
	:
	:
	:
	3.6

	CY
	Cyprus
	:
	:
	1.4
	1.7

	LV
	Latvia
	:
	:
	3.6
	5.0

	LT
	Lithuania
	:
	3.0
	5.5
	5.6

	LU
	Luxembourg
	4.9
	10.9
	21.2
	18.7

	HU
	Hungary
	:
	:
	4.0
	7.3

	MT
	Malta
	:
	:
	:
	:

	NL
	Netherlands
	:
	:
	:
	:

	AT
	Austria
	3.1
	5.4
	8.1
	12.3

	PL
	Poland
	:
	:
	3.5
	2.6

	PT
	Portugal
	0.5
	5.2
	7.6
	9.0

	SI
	Slovenia
	:
	:
	2.9
	:

	SK
	Slovakia
	:
	:
	4.9
	6.5

	FI
	Finland
	4.3
	8.8
	9.9
	11.2

	SE
	Sweden
	11.4
	11.5
	11.3
	21.4

	UK
	United Kingdom
	:
	4.1
	3.4
	4.8

	BG
	Bulgaria
	:
	:
	2.6
	:

	RO
	Romania
	:
	:
	1.1
	

	IS
	Iceland
	:
	39.4
	18.7
	19.9

	NO
	Norway
	:
	13.2
	8.5
	20.6


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
 (:)  Data not available

Similarly most of the countries have only seen little increase of up to 3 percentage points, Norway (with an increase of about 13%) and Sweden (with an increase of about 10%) being the sole exceptions.  In the United Kingdom, Spain and Denmark, usage rates have not changed from 2002 to 2005.

Figure 4‑4  Percentage of population who have used the Internet in the last 3 months for sending filled in forms in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

One can compare Eurostat figures with those of the eUser project
, as shown in the following figure. However, a direct comparison of data results is not possible because of rather different approaches and methodologies used. While eUser chose a service based approach (asking for the need to get in contact with government for each of four generic government services, and continuing with the media used only for government users in this sense), Eurostat abstracts from services and merely asks about obtaining information from government websites. According to both data sources, Denmark has a high user rate of e-government and in both studies, the penetration in Czech is low. Regarding the other countries surveyed, however, there is a less consistent picture.
Figure 4‑5  E-government figures compared with eUser findings
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

The following figure shows the results of a survey of the level of e-government use in 2001
. With this report, an international comparison is possible with main countries worldwide. However, given the very dynamic nature of the subject, these data can only give a very tentative picture of today's situation.
Figure 4‑6  Results regarding the “International perspective of governments on-line” survey
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Interaction with public authorities by socio-demographic characteristics 
Age
Persons between 25 and 44 years are most frequent to interact with public authorities online. Older persons (65 years and older) use the internet scarcely for interaction with public authorities. 
This trend is observable in EU15 countries as well as in New Member states for all three types of interaction with public authorities.
Table 4‑6  Use of Online Public Services by age groups in Europe 2005 
	 
	Obtaining information from public authorities web sites
	Downloading official forms
	Sending filled forms

	16-24
	21.9
	8.7
	5.2

	25-34
	30.1
	16.6
	8.3

	35-44
	26.3
	13.6
	7.4

	45-54
	21.4
	11.3
	6.0

	55-64
	13.6
	6.9
	3.6

	65-74
	4.9
	1.8
	0.9


Source: 
Eurostat 2005 Community ICT Household survey
Table 4-6 displays the spread of e-government usage with regard to age groups. Across all services, the age group of 25 to 34 is most prone to be e-government users followed by the 35 to 44 year olds. Obviously the age group between 16 and 24 years shows a rather low usage considering their frontrunner status when it comes to other ICT uses. One can only speculate, but this could express the little need within this age group to get in contact with government in the first place. In many countries many of this age still live at their parents' home and may have rather little contact with public authorities and hence consequently little need for e-government as well.
Figure 4‑7  Percentage of population by age groups who have used the Internet in the last three months for interaction with public authorities in 2005
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Source: 
Eurostat 2005 Community ICT Household survey

However, there are considerable country differences with regard to age related usage patterns. For example, the frontrunners (Luxembourg, the Netherlands, Finland, Sweden, Norway, and Iceland) have in each age group an above-average amount of users, as can be seen in table 4-7.
While younger people are less likely to be e-government users presumably because of fewer opportunities to interact with government, older persons interact online with public authorities more seldom because they are less likely to use the internet in the first place. This becomes apparent when looking at the e-government user figures based on internet users only. 

The data of internet users, who interact with public authorities, clearly show a different pattern of the age group rankings. In nearly each country the youngest age bracket  (between 16 and 24 years) is the one least likely to interact with public authorities.  Figure 4-8 indicates the results of the internet users differentiated between the age. 

Table 4‑7  Interaction with public authorities by age groups in frontrunner countries in 2005

	
	16 – 24 years
	25 – 34 years
	35 – 44 years
	45 – 54 years
	55 – 64 years
	65 – 74 years

	
	Obtaining information from public authorities web sites

	LU
	33.0
	38.7
	49.2
	43.7
	38.2
	10.8

	NL
	41.4
	51.9
	50.3
	43.4
	28.7
	13.4

	FI
	48.0
	66.4
	55.8
	48.6
	29.6
	8.6

	SE
	39.0
	64.0
	58.7
	53.5
	47.7
	16.8

	NO
	42.5
	56.8
	64.6
	48.9
	33.1
	12.0

	IS
	49.4
	70.9
	58.6
	45.9
	36.7
	17.6

	
	Downloading official forms

	LU
	29.9
	36.3
	37.0
	40.4
	26.0
	9.5

	NL
	15.6
	31.2
	27.3
	24.6
	15.9
	6.8

	FI
	15.5
	34.1
	27.1
	24.9
	17.9
	3.2

	SE
	23.6
	42.5
	36.0
	35.2
	29.4
	9.5

	NO
	22.8
	29.4
	34.3
	22.2
	16.8
	7.7

	IS
	23.0
	42.5
	39.6
	25.0
	20.8
	11.1

	
	Sending filled in forms

	LU
	16.5
	22.8
	22.0
	21.9
	15.6
	5.3

	NL
	:
	:
	:
	:
	:
	:

	FI
	9.6
	16.0
	12.1
	13.8
	10.8
	1.7

	SE
	16.5
	28.2
	25.0
	23.9
	22.6
	6.3

	NO
	21.3
	21.0
	27.5
	21.3
	18.1
	7.7

	IS
	18.2
	31.0
	25.6
	16.4
	12.2
	5.2


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
(:)  Data not available

Figure 4‑8 Percentage of internet users who have used the Internet in the last 3 months to interact with public authorities in 2005
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Source: 
Eurostat 2005 Community ICT Household survey

Gender
Men use e-government slightly more than women do and the difference remains after controlling for internet use. In Czech Republic, Greece, Ireland, Cyprus, Lithuania, Poland and Portugal, where rather few people use the internet for interacting with public authorities, the differences between male and female percentages are minor. In the Netherlands, Sweden, Island and Norway the differences are more explicit (the difference is about 10 percentage points). In Luxembourg the difference between male and female is very high.
Table 4‑8 Percentage of population by gender who have used the Internet in the last 3 months for obtaining information from public authorities’ web sites in Europe 2005
	 
	Obtaining information from public authorities web sites
	Downloading official forms
	Sending filled in forms

	
	
all
internet users
	
all
internet users
	
all
internet users

	Female
	
18.2
38.8
	
8.5
18.2
	
4.6
10.1

	Male
	
23.4
42.4
	
12.4
22.5
	
6.5
12.0






Source: 
Eurostat 2005 Community ICT Household survey

Educational attainment
The use of e-government eminently depends on people’s educational attainment. People with a higher level are much more likely to interact with public authorities via the internet. The better the educational attainment is, the more the person uses the Internet for this public service. This pattern is identical in all countries and is stable after controlling for internet use.
Table 4‑9 Percentage of population by educational attainment who have used the Internet in the last 3 months for interaction with public authorities in Europe 2005
	 
	Obtaining information from public authorities web sites
	Downloading official forms
	Sending filled in forms

	Educational attainment
	
all
internet users
	
all
internet users
	
all
internet users

	Low 
	
7.6
26.6
	
2.8
9.9
	
1.4
4.9

	Medium 
	
21.9
38.7
	
10.6
18.7
	
5.7
10.3

	High 
	
43.6
53.9
	
25.0
31.0
	
13.4
16.8


Source: Eurostat 2005 Community ICT Household survey
In countries with a high user rate of online public services, the following can be considered: persons with a low educational attainment use e-government nevertheless more often in comparison to other respondents in other countries (table 4-10).
Table 4‑10 Percentage of population in Sweden and the Netherlands by educational attainment who have used the Internet in the last 3 months for obtaining information from public authorities’ web sites in 2005

	 
	Low educational attainment
	Medium educational attainment
	High educational attainment

	
	
all
internet users
	
all
internet users
	
all
internet users

	SE
	
28.6
42.3
	
45.4
57.6
	
69.1
72.1

	NL
	
22.7
37.5
	
43.6
50.4
	
62.3
65.9


Source: Eurostat 2005 Community ICT Household survey
Comparing the development of the interactions with public authorities between 2004 and 2005, it is in evident that there is, with the exception of downloading official forms, in most of the educational attainment rather a slight decline (table 4-11).
Table 4‑11  Percentage of population by educational attainment who have used the Internet to interact with public authorities in 2004 and 2005
	
	
	2004
	2005

	
	
	Low education
	Medium education
	High education
	Low education
	Medium education
	High education

	Obtaining information from public authorities web sites
	EU15
	9.2
	26.6
	46.0
	8.5
	26.1
	45

	
	New MS
	4.6
	9.9
	35.1
	2.9
	10.1
	35.6

	Downloading official forms
	EU15
	3.2
	11.6
	23.3
	3.2
	12.3
	25.2

	
	New MS
	1.3
	4.8
	21.8
	1.0
	5.6
	24.2

	Sending filled in forms
	EU15
	1.9
	6.2
	13.6
	1.5
	6.7
	13.4

	
	New MS
	0.7
	2.8
	13.9
	0.5
	3.0
	13.7


Source: Eurostat 2005 Community ICT Household survey

Employment situation
Retired and other inactive persons are least likely to interact with public authorities online. It corresponds with the result that older persons use public services rather seldom. Also unemployed persons use public services via internet rather little. The results of the other four categories (employee, self-employed, student) are more or less similar. Table 4-12 displays a general survey.
Table 4‑12  Percentage of population by employment situation who have used the Internet to interact with public authorities in Europe 2005
	 
	Obtaining information from public authorities web sites
	Downloading official forms
	Sending filled in forms

	
	
all
internet users
	
all
internet users
	
all
internet users

	In Employment 
	
27.6
43.9
	
14.8
25.9
	
8.0
14.3

	Employee
	
28.4
44.0
	
15.0
23.2
	
8.1
12.8

	Self-employed 
	
23.4
43.3
	
13.9
23.6
	
7.6
13.0

	Unemployed
	
16.8
40.9
	
7.8
19.1
	
3.9
10.0

	Retired and other inactive
	
7.8
38.1
	
3.0
14.6
	
1.3
7.0

	Student
	
24.3
27.5
	
10.1
11.4
	
5.2
5.9


Source: Eurostat 2005 Community ICT Household survey
There are no significant changes both in the development between 2004 and 2005 in each employment situation and in the differences between the employment situations.
Type of locality

People living in densely populated areas are most likely to use public services. In contrast, people living in thinly populated areas interact with public authorities via internet least of all. However, the differences almost disappear when controlling for internet use.
Table 4‑13  Percentage of population by type of locality who have used the Internet to interact with public authorities in Europe 2005
	 
	Obtaining information from public authorities web sites
	Downloading official forms
	Sending filled in forms

	
	
all
internet users
	
all
internet users
	
all
internet users

	Living in densely populated areas
	
24.0
42.5
	
12.1
21.5
	
6.2
11.3

	Living in intermediate populated areas
	
19.3
39.1
	
9.9
20.0
	
5.1
10.5

	Living in thinly populated areas
	
16.5
39.4
	
8.4
20.1
	
4.8
12.0


Source: Eurostat 2005 Community ICT Household survey

Broadband access and e-government use 

Usage of e-government is significantly more widespread among broadband household dwellers than in non-broadband internet households. Differences between broadband and dial-up users are more pronounced in some countries than in others. For instance, in the Czech Republic a comparatively larger share of broadband users is using e-government (1.5 times the share of non-broadband internet users). In Estonia and Lithuania, on the other hand, the share of e-government users is higher among the dial-up internet users than among broadband users.
The headstart of broadband households can be found with regard to any of the government interactions surveyed, as shown in the following figures.
Table 4‑14  Percentage of population who have used Internet, in the last 3 months, for interaction with public authorities by household connection type

	
	Total Population
	Live in broadband household
	Live in non-broadband household
	All internet users
	Internet users in broadband households
	Internet users in non broadband households

	EU25
	22.1
	43.2
	31.2
	43.9
	50.4
	42.3

	EU15
	24.7
	44.0
	32.4
	45.3
	50.9
	43.4

	NewMS
	13.6
	38.4
	23.5
	36.8
	47.3
	34.9

	Eurozone
	23.6
	:
	:
	47.3
	:
	:

	BE
	18.2
	31.2
	21.9
	31.7
	33.8
	25.8

	CZ
	4.6
	19.0
	11.6
	14.3
	21.1
	14.1

	DK
	:
	:
	:
	:
	:
	:

	DE
	:
	:
	:
	:
	:
	:

	EE
	31.1
	55.3
	55.0
	52.5
	59.2
	64.9

	EL
	7.1
	30.3
	24.3
	31.7
	39.1
	34.4

	ES
	:
	:
	:
	:
	:
	:

	IE
	17.6
	:
	:
	47.3
	:
	:

	IT
	14.1
	29.7
	23.5
	42.0
	44.1
	41.1

	CY
	11.4
	33.4
	22.7
	36.7
	46.1
	37.6

	LV
	13.4
	28.3
	17.8
	32.2
	36.2
	33.0

	LT
	12.1
	33.2
	30.3
	35.2
	40.0
	40.6

	LU
	46.0
	66.1
	54.0
	66.6
	70.8
	63.9

	HU
	17.9
	58.3
	44.7
	48.0
	59.8
	47.0

	NL
	:
	:
	:
	:
	:
	:

	AT
	29.2
	50.4
	39.2
	53.1
	59.3
	51.3

	PL
	12.5
	35.2
	19.7
	35.7
	46.4
	35.0

	PT
	14.0
	35.3
	19.1
	43.8
	51.7
	39.7

	SI
	19.2
	39.3
	27.3
	41.1
	48.2
	39.3

	SK
	26.6
	65.0
	50.6
	52.9
	67.2
	55.2

	FI
	47.3
	68.4
	48.8
	65.1
	71.2
	59.5

	SE
	51.7
	70.1
	51.4
	63.6
	72.3
	57.5

	UK
	24.3
	40.3
	27.1
	36.7
	44.2
	33.3

	IS
	55.3
	65.5
	47.4
	64.5
	68.6
	54.2

	NO
	51.7
	65.7
	54.5
	64.7
	69.2
	60.4


Percentage of respondents who have used Internet, in the first 3 months of 2005, in any of these respects:  

· for obtaining information from public authorities web sites

· for downloading official forms

· for sending filled forms

Source: 
Eurostat 2005 Community ICT Household survey   
(:) Data not available

Figure 4‑9  Percentage (base=all internet users) of e-government users according to household connection type 
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Source: 
Eurostat 2005 Community ICT Household survey
Figure 4‑10  Percentage (base=total population) of e-government users according to household connection type 
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Source: 
Eurostat 2005 Community ICT Household survey
E-learning: Online training and education
Three kinds of education related activities are surveyed in the 2005 ICT household surveys: namely:

C7) For which of the following activities did you use the internet in the last three months for private purposes?… 

r)  Formalised educational activities (school, university, etc.)

s)  Post educational courses
t)  Other educational activities related specifically to employment opportunities.

The uptake of all three activities remains at rather low levels in Europe with a EU25-total of  8.5%, 5.4% and 6.8 percent respectively. The frontrunners with regard to (this kind of) e-learning are Finland, United Kingdom, Germany and Luxembourg. Romania, Czech Republic, Bulgaria, Greece and Poland show the least developed penetration rates. The new member states show below average use rates, two exceptions being Lithuania and Slovenia. Altogether the uptake of education related activities via the internet is not widespread for the time being. In addition, there is no tendency visible of an increasing use of e-learning.
Compared to the results of e-government uptake previously described, Sweden and Norway scarcely use e-learning. People in Germany, United Kingdom and Lithuania use e-learning more frequently than e-government while the contrary pattern is visible throughout the rest of Europe.

Formalised educational activities (school, university etc.)

Formalised educational activities in school, university as a form of e-learning is most widely spread in Finland, where 22% of citizens report to have done it in the three months prior to the survey, a figure that is clearly above the average of the EU25 and EU15. Following Finland are the United Kingdom and Slovenia, while the lowest percentages are found in the Czech Republic, Greece, Norway and Poland.

Table 4‑154  e-learning in Europe 2005
	
	Country
	Formalised educational activities
	Post educational courses
	Other educational activities related specifically to employment opportunities
	Any e-learning (either of the three items)

	EU25
	European Union 
(25 countries)
	8.5
	5.4
	6.8
	15.7

	EU15
	European Union 
(15 countries)
	9.1
	6.5
	8.0
	18.0

	NMS10
	New EU Member States (10 countries)
	5.9
	2.2
	2.4
	7.9

	Euro zone
	Euro-zone
	7.5
	6.6
	5.1
	14.8

	BE
	Belgium
	13.0
	3.3
	2.5
	15.8

	CZ
	Czech Republic
	1.3
	0.6
	0.7
	2.4

	DK
	Denmark
	13.7
	5.9
	4.6
	17.5

	DE
	Germany
	12.2*)
	21.2*)
	13.2*)
	27.5*)

	EE
	Estonia
	5.9
	2.3
	3.1
	8.5

	GR
	Greece
	3.4
	3.8
	2.5
	6.8

	ES
	Spain
	5.5
	3.1
	4.5
	:

	FR
	France
	:
	:
	:
	:

	IE
	Ireland
	6.2
	3.1
	3.2
	9.1

	IT
	Italy
	6.2
	4.8
	5.7
	11.0

	CY
	Cyprus
	9.0
	4.1
	1.8
	10.7

	LV
	Latvia
	8.8
	3.1
	4.8
	13.1

	LT
	Lithuania
	13.9
	13.2
	12.5
	21.9

	LU
	Luxembourg
	14.5
	4.1
	13.4
	23.3

	HU
	Hungary
	11.0
	6.3
	6.9
	15.4

	MT
	Malta
	:
	:
	:
	:

	NL
	Netherlands
	:
	:
	:
	:

	AT
	Austria
	8.8
	2.6
	1.6
	11.3

	PL
	Poland
	4.6
	0.6
	0.4
	5.3

	PT
	Portugal
	6.0
	1.3
	0.6
	6.8

	SI
	Slovenia
	16.0
	5.2
	4.8
	19.7

	SK
	Slovakia
	5.5
	0.6
	3.4
	8.0

	FI
	Finland
	22.4
	7.0
	3.1
	26.6

	SE
	Sweden
	5.3
	2.7
	2.6
	7.3

	UK
	United Kingdom
	16.3
	13.3*)
	21.3
	30.5

	BG
	Bulgaria
	3.3*)
	0.4*)
	2.1*)
	4.4*)

	RO
	Romania
	0.7*)
	0.1*)
	1.2*)
	:

	IS
	Iceland
	7.2
	2.6
	4.8
	11.6

	NO
	Norway
	4.5
	1.6
	2.7
	6.9


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
(:) : Data not available     *) : data of 2004
Table 4‑16  Rankings of usage rates of educational and training activities via the internet in European households 2005
	Formalised educational activities

	Frontrunner (>13%)
	Average users (>6%)
	Laggards (<6%)
	No data available

	Finland
	Germany*
	Estonia
	France

	United Kingdom
	Hungary
	Spain
	Malta

	Slovenia
	Cyprus
	Slovakia
	Netherlands

	Luxembourg
	Austria
	Sweden
	

	Lithuania
	Latvia
	Poland
	

	Denmark
	Iceland
	Norway
	

	Belgium
	Italy
	Greece
	

	
	Ireland
	Bulgaria*
	

	
	Portugal
	Czech Republic
	

	
	
	Romania*
	

	Post educational courses

	Frontrunner (>13%)
	Average users (>3%)
	Laggards (<3%)
	No data available

	Germany*
	Finland
	Sweden
	France

	United Kingdom*
	Hungary
	Austria
	Malta

	Lithuania
	Denmark
	Iceland
	Netherlands

	
	Slovenia
	Estonia
	

	
	Italy
	Norway
	

	
	Cyprus
	Portugal
	

	
	Luxembourg
	Slovakia
	

	
	Greece
	Czech Republic
	

	
	Belgium
	Poland
	

	
	Latvia
	Bulgaria*
	

	
	Ireland
	Romania*
	

	
	Spain
	
	

	Other educational activities related specifically to employment opportunities

	Frontrunner (>12%)
	Average users (>3%)
	Laggards (<4%)
	No data available

	United Kingdom
	Hungary
	Norway
	France

	Luxembourg
	Italy
	Sweden
	Malta

	Germany
	Iceland
	Greece
	Netherlands

	Lithuania
	Latvia
	Belgium
	

	
	Slovenia
	Bulgaria*
	

	
	Denmark
	Cyprus
	

	
	Spain
	Austria
	

	
	Slovakia
	Romania*
	

	
	Ireland
	Czech Republic
	

	
	Finland
	Portugal
	

	
	Estonia
	Poland
	


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
(:)  Data not available

Table 4‑17  Percentage of population who have used the Internet in the last 3 months for formalised educational activities (school, university, etc.)
	
	Country
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	10.1
	8.5

	EU15
	European Union (15 countries)
	10.6
	11.5
	9.1

	NMS10
	New EU Member States (10 countries)
	:
	5.8
	5.9

	Euro zone
	Euro-zone
	:
	:
	7.5

	BE
	Belgium
	:
	:
	13.0

	CZ
	Czech Republic
	:
	1.4
	1.3

	DK
	Denmark
	11.9
	14.1
	13.7

	DE
	Germany
	9.0
	12.2
	:

	EE
	Estonia
	:
	20.6
	5.9

	GR
	Greece
	7.0
	7.8
	3.4

	ES
	Spain
	7.5
	7.0
	5.5

	FR
	France
	:
	:
	:

	IE
	Ireland
	6.2
	6.9
	6.2

	IT
	Italy
	:
	:
	6.2

	CY
	Cyprus
	:
	9.6
	9.0

	LV
	Latvia
	:
	8.7
	8.8

	LT
	Lithuania
	:
	19.6
	13.9

	LU
	Luxembourg
	22.2
	13.5
	14.5

	HU
	Hungary
	:
	10.0
	11.0

	MT
	Malta
	:
	:
	:

	NL
	Netherlands
	:
	:
	:

	AT
	Austria
	7.2
	8.4
	8.8

	PL
	Poland
	:
	3.5
	4.6

	PT
	Portugal
	5.9
	5.9
	6.0

	SI
	Slovenia
	:
	9.9
	16.0

	SK
	Slovakia
	:
	8.1
	5.5

	FI
	Finland
	19.2
	20.4
	22.4

	SE
	Sweden
	5.5
	4.2
	5.3

	UK
	United Kingdom
	17.3
	16.6
	16.3

	BG
	Bulgaria
	:
	3.3
	:

	RO
	Romania
	:
	0.7
	:

	IS
	Iceland
	6.0
	6.5
	7.2

	NO
	Norway
	3.2
	2.9
	4.5


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
 (:)  Data not available

Comparing old and new member states, old member states on average reveal higher uptake figures. But in contrast to the findings with regard to e-government differences between the old and the new member states regarding e-learning are not as consistent and extensive. For example, Slovenia, Lithuania and Hungary show a significantly higher uptake of e-learning than other new member states. Greek citizens use e-learning less than half as much as the average of the old member states.

Compared to their high rates of e-government uptake, people in Norway (5%) and Sweden (5%) use formalised educational activities significantly less.

In addition, there is no consistent tendency of increasing use rates observable. In Denmark, Finland and United Kingdom, the user rates have been stagnating at high level. A decrease in Estonia between 2004 (21%) and 2005 (6%) can be observed, whereas the use in Slovenia increased about around 6%.

Figure 4‑11  Percentage of population who have used the Internet in the last 3 months for formalised educational activities (school, university, etc.) in 2005
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Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

The penetration of formalised e-learning is strongly concentrated on students. Hence a look at the penetration among students reveals a somewhat different picture: more than 70 percent of all students use e-learning in UK, Finland, Germany, Lithuania and Estonia.

Figure 4‑12  Percentage of students who have used the Internet in the last 3 months for formalised educational activities (school, university, etc.) in 2005
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Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

Post educational and employment related learning activities 

The take-up of internet supported adult education activities
 can be considered to be rather in its infancy. Only in some countries can one speak of a more common adoption. 

Table 4‑18  Percentage of population who have used the Internet in the last 3 months for post educational courses or other educational courses related specifically to employment
	
	Country
	Post educational 
courses
	Other employment related educational activities

	
	
	2003
	2004
	2005
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	:
	5.4
	:
	8.7
	6.8

	EU15
	European Union (15 countries)
	10.2
	:
	6.5
	10.1
	10.6
	8.0

	NMS10
	New EU Member States (10 countries)
	:
	:
	2.2
	:
	2.3
	2.4

	Euro zone
	Euro-zone
	:
	:
	6.6
	:
	:
	5.1

	BE
	Belgium
	:
	:
	3.3
	:
	:
	2.5

	CZ
	Czech Republic
	0.4
	0.5
	0.6
	0.4
	0.7
	0.7

	DK
	Denmark
	5.2
	5.2
	5.9
	4.5
	3.9
	4.6

	DE
	Germany
	13.0
	21.2
	:
	10.2
	13.2
	:

	EE
	Estonia
	:
	:
	2.3
	:
	:
	3.1

	GR
	Greece
	4.5
	5.2
	3.8
	3.3
	3.6
	2.5

	ES
	Spain
	5.1
	:
	3.1
	3.4
	5.7
	4.5

	FR
	France
	:
	:
	:
	:
	:
	:

	IE
	Ireland
	2.1
	2.2
	3.1
	3.5
	3.6
	3.2

	IT
	Italy
	:
	:
	4.8
	:
	:
	5.7

	CY
	Cyprus
	:
	5.0
	4.1
	:
	2.7
	1.8

	LV
	Latvia
	:
	2.2
	3.1
	:
	3.8
	4.8

	LT
	Lithuania
	:
	:
	13.2
	:
	:
	12.5

	LU
	Luxembourg
	10.3
	4.4
	4.1
	7.6
	22.7
	13.4

	HU
	Hungary
	:
	4.5
	6.3
	:
	6.0
	6.9

	MT
	Malta
	:
	:
	:
	:
	:
	:

	NL
	Netherlands
	:
	:
	:
	:
	:
	:

	AT
	Austria
	2.4
	3.0
	2.6
	1.9
	1.4
	1.6

	PL
	Poland
	:
	0.7
	0.6
	:
	0.7
	0.4

	PT
	Portugal
	0.9
	1.2
	1.3
	1.0
	1.1
	0.6

	SI
	Slovenia
	:
	3.8
	5.2
	:
	3.7
	4.8

	SK
	Slovakia
	:
	0.8
	0.6
	:
	8.6
	3.4

	FI
	Finland
	4.7
	5.5
	7.0
	2.5
	2.8
	3.1

	SE
	Sweden
	2.7
	1.6
	2.7
	2.5
	1.7
	2.6

	UK
	United Kingdom
	16.5
	13.3
	:
	21.9
	18.4
	21.3

	BG
	Bulgaria
	:
	0.4
	:
	:
	2.1
	:

	RO
	Romania
	:
	0.1
	:
	:
	1.2
	:

	IS
	Iceland
	1.6
	2.0
	2.6
	3.6
	5.3
	4.8

	NO
	Norway
	1.0
	1.2
	1.6
	1.8
	2.3
	2.7


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
 (:)  Data not available

Highest usage figures can be found in Germany, United Kingdom, Lithuania and Luxembourg. Romania, Bulgaria, Poland and Czech Republic show the lowest user percentages. In Luxembourg and Slovakia there is a decrease of "other educational activities" between 2004 and 2005. In many other countries, comparisons over time do not reveal significant increases or decreases of usage rates.

Figure 4‑13  Percentage of population who have used the Internet in the last 3 months for post educational courses in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

Figure 4‑14  Percentage of population who have used the Internet in the last 3 months for other educational courses related specifically to employment in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
Figure 4‑15 compares Eurostat data with data from the eUser project. The eUser project uses two definitions of e-Learning which are different from the Eurostat approach. A broad definition qualifies respondents as e-learners if they 

· have taken part in adult education activities
, and, in relation to this

· did research as part of learning course, or

· exchanged messages online with other learners, or 

· downloaded learning content, or 

· did an online e-learning course 

The narrow definition of e-learning qualifies respondents as e-learners if they 

· have taken part in adult education activities, and, in relation to this

· did an online e-learning course 

Figure 4‑15  E-learning figures compared with eUser findings
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households, and empirica eUser  surveys 2005.

Obviously both kinds of question wordings come to rather different results in most countries. It remains to be analysed which wording comes closer to the original intention of the indicator. 
Use according to socio-demographic characteristics 

Age

Persons between 16 and 34 years are most likely to use e-learning while the two oldest age groups barely use the internet for training and education.
Table 4‑19  Percentage of the population by age groups who have used e-education in Europe 2005
	 
	Formalised educational activities
	Post educational courses
	Other employment related educational activities

	16-24
	28.4
	9.3
	10.1

	25-34
	11.0
	8.1
	11.0

	35-44
	6.0
	6.3
	8.4

	45-54
	4.1
	4.2
	6.5

	55-64
	1.5
	2.8
	2.5

	65-74
	0.6
	1.1
	0.3


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
However, in Denmark, Finland and Iceland this is not the case with regard to post educational internet courses. In these countries, people aged between 16 and 24 years are very unlikely to use the internet for post educational activities These results do not change when considering only the group of internet users in this age group.
Gender
The use of e-learning is more or less balanced between males and females. Considering particular countries, there is no consistent tendency whether males or females more frequently use the internet for training and education.
Table 4‑20  Percentage of the population by gender who have used e-education in Europe 2005

	 
	Formalised educational activities
	Post educational courses
	Other employment related educational activities 

	Female
	8.8
	4.6
	6.1

	Male
	8.2
	6.3
	7.5


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
In Table 4‑21 those countries are displayed where the difference between male and female usage rates are highest.
Table 4‑21  Percentage of the population in Slovenia, Finland and Luxembourg who have used e-education in 2005
	Formalised educational activities

	Slovenia
	Female
	18.1

	
	Male
	13.8

	Finland
	Female
	25.2

	
	Male
	19.6

	Other educational activities related specifically to employment opportunities

	Luxembourg
	Female
	8.6

	
	Male
	18.6


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
Educational attainment
In Europe, the general trend is that the higher a person's educational attainment the more they are likely to use the internet for e-learning. Especially with regard to "other educational activities related specifically to employment opportunities" differences between the observed levels of educational attainment are very distinct.
Table 4‑22  Percentage of the population by education who have used e-education in Europe 2005

	 Educational attainment
	Formalised educational activities
	Post educational courses
	Other employment related educational activities 

	Low
	5.5
	2.9
	1.9

	Medium 
	8.8
	5.6
	6.7

	High
	13.6
	10.7
	17.0


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
In some countries, however, the association between educational attainment and formalised educational activities is not as clear or even reversed. The following table displays these cases.

Table 4‑23  Formalised educational activities by education in Denmark, Germany, Lithuania and Luxembourg in 2005

	 
	Low educational attainment
	Medium educational attainment
	High educational attainment

	Denmark
	18.0
	10.4
	14.4

	Germany
	17.4*
	10.9*
	8.8*

	Lithuania
	20.1
	9.1
	19.2

	Luxembourg
	12.6
	8.6
	24.6


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households   *2004
Employment situation

Students most frequently use the internet for formalised educational activities and post educational courses. On the other hand, retired and other inactive people use e-learning rather seldom.
Table 4‑24  Percentage of the population who have used e-education regarding their employment situation in Europe 2005

	 
	Formalised educational activities
	Post educational courses
	Other employment related educational activities 

	In employment
	7.7
	6.6
	10.2

	Employees
	8.3
	6.8
	10.7

	Self-employed 
	4.8
	5.4
	7.9

	Unemployed
	5.5
	4.6
	5.9

	Retired or inactive
	1.4
	1.8
	0.5

	Student
	40.5
	11.3
	7.3


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
Broadband access and e-learning

As has already been shown with regard to e-government, also the usage of e-learning is significantly more widespread among broadband household dwellers than in non-broadband internet households. 
Table 4‑25  Percentage of population who have used Internet, in the last 3 months, for training and education by household connection type

	
	Total Population
	Live in broadband household
	Live in non-broadband household
	All internet users
	Internet users in broadband households
	Internet users in non broadband households

	EU25
	15.7
	29.5
	21.4
	30.8
	34.3
	29.0

	EU15
	18.0
	31.3
	22.8
	32.7
	36.1
	30.4

	NewMS
	7.9
	17.8
	12.9
	21.3
	22.0
	19.1

	Eurozone
	14.8
	:
	:
	29.7
	:
	:

	BE
	15.8
	27.4
	18.0
	27.5
	29.7
	21.2

	CZ
	2.4
	4.8
	5.2
	7.6
	5.3
	6.3

	DK
	17.5
	23.7
	12.3
	22.6
	25.2
	14.4

	DE
	:
	:
	:
	:
	:
	:

	EE
	8.5
	14.1
	:
	14.4
	15.1
	:

	EL
	6.8
	28.7
	22.6
	30.5
	37.1
	32.1

	ES
	:
	:
	:
	:
	:
	:

	IE
	9.1
	:
	:
	24.5
	:
	:

	IT
	11.0
	22.7
	18.9
	32.6
	33.8
	33.1

	CY
	10.7
	32.6
	22.4
	34.6
	45.0
	37.1

	LV
	13.1
	27.4
	15.0
	31.4
	35.0
	27.7

	LT
	21.9
	53.2
	46.1
	63.6
	64.1
	61.7

	LU
	23.3
	34.1
	29.5
	33.6
	36.6
	34.9

	HU
	15.4
	46.5
	34.3
	41.4
	47.6
	36.1

	NL
	:
	:
	:
	:
	:
	:

	AT
	11.3
	19.7
	15.5
	20.5
	23.2
	20.3

	PL
	5.3
	10.2
	8.1
	15.0
	13.5
	14.3

	PT
	6.8
	15.7
	9.9
	21.2
	23.0
	20.7

	SI
	19.7
	40.6
	28.1
	42.1
	49.9
	40.5

	SK
	8.0
	19.5
	17.3
	16.0
	20.1
	18.9

	FI
	26.6
	39.1
	24.8
	36.6
	40.7
	30.3

	SE
	7.3
	10.0
	6.7
	9.0
	10.3
	7.5

	UK
	30.5
	44.1
	35.3
	46.0
	48.4
	43.5

	IS
	11.6
	13.8
	11.4
	13.6
	14.4
	13.1

	NO
	6.9
	8.5
	7.7
	8.6
	8.9
	8.5


Percentage of respondents who have used Internet, in the first 3 months of 2005, in any of these respects:  

· for formalised educational activities (school, university, etc.)

· for post educational courses

· for other educational courses related specifically to employment

Source: 
Eurostat 2005 Community ICT Household survey   
(:) Data not available

Figure 4‑16  Percentage (base=all internet users) of e-learning users according to household connection type 
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Source: 
Eurostat 2005 Community ICT Household survey
Figure 4‑17  Percentage (base=total population) of e-learning users according to household connection type 
[image: image18.emf]0

10

20

30

40

Broadband

Non-

broadband Total Broadband

Non-

broadband Total Broadband

Non-

broadband Total Broadband

Non-

broadband Total

Formalised

educational activities

Post educational

courses

Other employment

related courses

Any 


Source: 
Eurostat 2005 Community ICT Household survey
Differences between broadband and dial-up users are more pronounced in some countries than in others. For instance, in Denmark, a comparatively larger share of broadband users is using e-learning (1.8 times the share of non-broadband internet users). In ´the Czech Republic and Poland, on the other hand, the share of e-learning users is higher among the dial-up internet users than among broadband users.

The headstart of broadband households can be found with regard to any of the three learning interactions surveyed, as shown in the following figures.
E-health: Online use of health related activities 
Four kinds of health related activities are surveyed in the 2005 ICT household surveys: namely:

C7) For which of the following activities did you use the internet in the last three months for private purposes?… 

u) seeking health-related information, e.g. injury, disease,  nutrition, improving health, etc.

v) making an appointment online with a practitioner

w) requesting a prescription online from a practitioner 

x) seeking medical advice online from a practitioner.

Regarding these four health-related activities, seeking health-related information is the one most widespread. The other three health related activities can be considered as being in their infancy still.
Of the four types of e-health surveyed, merely "seeking health information online" can be described as further proceeded in Europe. The other three health related activities arguably are in their infancy across Europe. A time series analysis is not feasible due to rather poor data availability.

Most common is online seeking of health information in Luxembourg, the Nordic countries and United Kingdom. Regarding the other types of e-health, only Estonia witnesses a commencing uptake. 

Table 4‑26  Rankings of use according health related activities in European households 2005

	Seeking health information

	Frontrunner (>20%)
	Average users (>9%)
	Laggards (<9%)
	No data available

	Luxembourg
	Belgium
	Italy
	Germany

	Iceland
	Estonia
	Lithuania
	France

	Finland
	Austria
	Cyprus
	Malta

	Norway
	Slovenia
	Latvia
	Netherlands

	United Kingdom
	Spain
	 Poland
	Romania

	Denmark
	Ireland
	 Czech Republic
	 

	Sweden
	Portugal
	 Greece
	 

	
	Hungary
	 Bulgaria*
	 

	
	Slovakia
	 
	 


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households 
* 2004 data 

Table 4‑27  Health related online activities in Europe 2005
	
	Country
	Seeking health information 
	Appointment with a practitioner
	Requesting a prescription 
	Seeking medical advice 

	EU25
	European Union (25 countries)
	15.1
	0.5
	0.4
	1.7

	EU15
	European Union (15 countries)
	17.0
	0.6
	0.4
	2.0

	NMS10
	New EU Member States (10 countries)
	7.5
	0.4
	0.2
	0.7

	Euro zone
	Euro-zone
	14.6
	0.5
	0.2
	1.3

	BE
	Belgium
	19.1
	:
	:
	:

	CZ
	Czech Republic
	3.5
	0.4
	:
	0.3

	DK
	Denmark
	23.8
	1.7
	0.7
	2.5

	DE
	Germany
	:
	:
	:
	:

	EE
	Estonia
	16.4
	8.4
	4.9
	10.9

	GR
	Greece
	2.2
	0.1
	0.0
	0.4

	ES
	Spain
	12.8
	0.4
	0.1
	2.4

	FR
	France
	:
	:
	:
	:

	IE
	Ireland
	10.5
	0.1
	0.1
	0.6

	IT
	Italy
	8.7
	0.4
	0.2
	1.6

	CY
	Cyprus
	8.0
	0.1
	0.2
	0.3

	LV
	Latvia
	7.4
	0.1
	0.1
	0.5

	LT
	Lithuania
	8.5
	0.3
	0.0
	1.2

	LU
	Luxembourg
	41.0
	0.7
	0.8
	1.6

	HU
	Hungary
	9.6
	0.4
	0.2
	0.8

	MT
	Malta
	:
	:
	:
	:

	NL
	Netherlands
	:
	:
	:
	:

	AT
	Austria
	16.0
	0.8
	0.3
	0.5

	PL
	Poland
	7.1
	0.1
	0.1
	0.4

	PT
	Portugal
	10.0
	:
	:
	0.4

	SI
	Slovenia
	15.4
	:
	0.0
	:

	SK
	Slovakia
	9.1
	0.2
	0.0
	0.0

	FI
	Finland
	39.0
	3.4
	:
	2.7

	SE
	Sweden
	23.2
	0.0
	1.0
	4.2

	UK
	United Kingdom
	25.5
	:
	:
	4.4

	BG
	Bulgaria
	:
	:
	:
	:

	RO
	Romania
	:
	:
	:
	:

	IS
	Iceland
	39.5
	1.3
	0.8
	2.7

	NO
	Norway
	25.7
	0.9
	0.3
	1.1


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
 (:)  Data not available

Seeking health related information

The frontrunners concerning the indicator "searching for health-related information online" are Luxembourg, Iceland and Finland. Greece, Bulgaria and Czech Republic have a rather low spread. The new member states show (with the exception of Estonia and Slovenia) below average figures. Comparing EU15 (17%) with the new member states (8%), people in the new member states search for health information half as much as people in the old member states. 
Over the past few years, most countries including some of the frontrunners have seen little increase in percentages. Other countries, such as Austria between 2004 and 2005, have significantly ameliorated the number of users. Also several New Member states show an increase (e.g. Poland, Cyprus, Hungary and Slovenia). 

Table 4‑28  Percentage of population who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition
	
	Country
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	17.2
	15.1

	EU15
	European Union (15 countries)
	:
	19.6
	17.0

	NMS10
	New EU Member States (10 countries)
	:
	7.2
	7.5

	Euro zone
	Euro-zone
	:
	:
	14.6

	BE
	Belgium
	:
	:
	19.1

	CZ
	Czech Republic
	:
	:
	3.5

	DK
	Denmark
	34.6
	27.3
	23.8

	DE
	Germany
	:
	:
	:

	EE
	Estonia
	:
	:
	16.4

	GR
	Greece
	2.7
	6.1
	2.2

	ES
	Spain
	:
	9.2
	12.8

	FR
	France
	:
	:
	:

	IE
	Ireland
	6.5
	5.6
	10.5

	IT
	Italy
	:
	:
	8.7

	CY
	Cyprus
	:
	5.5
	8.0

	LV
	Latvia
	:
	7.6
	7.4

	LT
	Lithuania
	:
	:
	8.5

	LU
	Luxembourg
	21.3
	40.7
	41.0

	HU
	Hungary
	:
	7.8
	9.6

	MT
	Malta
	:
	:
	:

	NL
	Netherlands
	:
	:
	:

	AT
	Austria
	5.4
	5.9
	16.0

	PL
	Poland
	:
	5.3
	7.1

	PT
	Portugal
	:
	:
	10.0

	SI
	Slovenia
	:
	12.8
	15.4

	SK
	Slovakia
	:
	17.8
	9.1

	FI
	Finland
	32.0
	33.0
	39.0

	SE
	Sweden
	20.8
	17.5
	23.2

	UK
	United Kingdom
	28.8
	26.1
	25.5

	BG
	Bulgaria
	:
	3.1
	:

	RO
	Romania
	:
	:
	:

	IS
	Iceland
	45.7
	40.4
	39.5

	NO
	Norway
	28.3
	29.1
	25.7


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
 (:)  Data not available
Figure 4‑18  Percentage of population who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

Figure 4‑19  Comparison of data on percentage of health information seekers – eUser project and Eurostat data
[image: image20.emf]0

10

20

30

40

50

60

DE FR IT DK UK IE PL HU CZ Sl

eUser Percentage of population searching for health information via the internet in 2005

Eurostat Percentage of population who haved used the Internet in th elast 3 months for seeking health information


Comparing these results with data from USA, it is obvious that Americans seek health information online more than any other nation. According to the Pew Internet & Life Project
 in 2004, 50% of all the citizens and 79% of the internet users responded that they searched online for health information.
Table 4‑29  Percentage of internet users who have used the internet for seeking health information (data from 2004)

	Countries with more than 50%
	Countries with more than 25%
	Countries with under 25%

	USA (79%)
	Iceland (49%)
	Latvia (23%)

	Luxembourg (62%)
	Finland (47%)
	Spain (23%)

	 
	United Kingdom (42%)
	Sweden (22%)

	 
	Norway (39%)
	Bulgaria (20%)

	 
	Slovakia (38%)
	Poland (19%)

	 
	Denmark (36%)
	Hungary (18%)

	 
	Slovenia (35%)
	Cyprus (17%)

	
	Greece (31%)
	

	
	Hungary (28%)
	


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households; Pew Internet & Life Project
Other health-related activities

The other three health-related activities measured (comprising “making an appointment online with a practitioner”, “requesting a prescription online from a practitioner” as well as “seeking medical advice online from a practitioner”) are still in their infancy with regard to adoption in larger parts of the population. Among these three activities, yet most users have reported "seeking medical advice online from a practitioner".
Of these three activities, Estonians are most frequent users. Finland, Denmark and Iceland also show some uptake regarding the process of making an appointment online with a practitioner. Other countries either show only marginal activity or there are no data available. Regarding the answer “seeking medical advice online from a practitioner”, United Kingdom and Sweden present the highest results each with 4% behind Estonia.
Table 4‑30  General Practitioners with Websites
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Source: Eurobarometer Flash, 2002

Table 4‑30 shows the percentages of practitioners having a website according to a 2002 Flash Eurobarometer. Few practitioners have integrated the internet for communicating with patients.

Use according to socio-demographic characteristics of households and individuals

Because of the very initial uptake of all other e-health related indicators, we restrict the following analysis seeking health related information.
Age
Persons between 65 and 74 are least likely to seek health-related information followed by persons between 55 and 64. The remaining four age groups are more or less similarly seeking health-related information via internet. When controlling for internet use, all age groups except the youngest one show similar percentages of health information seekers among the internet users.
Table 4‑31  Percentage of population by age groups who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition in Europe 2005
	EU25
	16-24 years
	25-34 years
	35-44 years
	45-54 years
	55-64 years
	65-74 years

	Population
	15.4
	21.4
	19.6
	15.2
	10.2
	4.2

	Internet users
	19.5
	32.6
	33.3
	33.4
	33.2
	36.4


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

Attention should be paid to the fact that when only considering internet users, more older people seek for health related information via internet.
Figure 4‑20  Percentage of internet users by age groups who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition in 2005
[image: image22.emf]0

5

10

15

20

25

30

35

40

EU25 EU15 NewMS

16 - 24 years 25 - 34 years  35 - 44 years 45 - 54 years 55 - 64 years 65 - 74 years


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

Comparing Eurostat data with data from the Pew Internet & American Life Project
, the following conclusion can be drawn: in the U.S., persons older than 65 years are the least likely group to seek health related information via the internet. Persons between 30 and 49 years are those, who use this public service in the USA with 36% of the population most frequently. This result is similar to the results in Europe.

Gender
More women use internet for seeking health related information. This rule is valid in more or less every country, Luxembourg being an exception. However, in most of the countries the difference between genders is rather marginal, only in Denmark, Latvia, Lithuania, Finland, Sweden and Iceland is the difference more explicit.
Table 4‑32  Percentage of population by gender who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition in 2005 – in selected countries .
	 
	Women
	Men 

	EU25
	16.1
	14.0

	EU15
	18.0
	15.9

	NewMS
	8.8
	6.2

	Euro zone
	15.6
	13.5

	DK
	28.2
	19.5

	LV
	10.4
	3.8

	LT
	11.2
	5.5

	LU
	35.0
	47.5

	FI
	47.0
	31.0

	SE
	26.1
	20.4

	IS
	45.8
	33.3

	NO
	28.4
	23.1


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
                       (:)  Data not available
According to the Pew Internet & American Life Project more women use the internet for seeking health related information in the US as well.
Educational attainment
People with higher educational attainment use the internet for seeking health related information more than other education groups. 
Table 4‑33  Percentage of population by educational attainment who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition in 2005

	 
	Low educational attainment
	Medium educational attainment
	High educational attainment

	EU25
	6.3
	16.4
	29.2

	EU15
	7.0
	20.0
	30.5

	NewMS
	2.4
	6.5
	21.8

	Internet users EU25
	22.5
	29.3
	36.4

	Internet users EU15
	24.6
	31.2
	37.5

	Internet users NewMS
	9.5
	19.4
	29.5


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
Table 4‑34  Percentage of population who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition by educational attainment
	 
	2004 population
	2005 population 
	2004 
internet users
	2005 
internet users

	Low educational attainment
	7.3
	6.3
	24.8
	22.5

	Medium educational attainment
	20.0
	16.4
	36.8
	29.3

	High educational attainment
	30.4
	29.2
	38.9
	36.4


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households
Employment situation
When analysed by employment situation types, students are those who use the internet for health information seeking most often while among retired people the smallest share of users can be found. However, this "ranking" turns upside down when only looking at the internet users. Among them, health information seeking is most common among retired persons.

Across all employment statuses, there has been a decline in health information seeking activities from 2004 to 2005.
Table 4‑35  Percentage of population who have used the Internet in the last 3 months for seeking health information in 2005 by employment status

	 
	In employment
	Employees
	Self-employed
	Unemployed
	Retired or inactive
	Student

	EU25
	19.0
	19.8
	15.0
	10.7
	7.5
	18.8

	EU15
	20.8
	21.6
	16.7
	13.1
	8.9
	22.0

	NewMS
	10.5
	11.2
	6.6
	3.7
	2.2
	11.2

	Internet users EU25
	30.7
	31.1
	28.3
	26.7
	39.5
	21.2

	Internet users EU15
	31.7
	32.2
	29.3
	28.0
	40.7
	24.5

	Internet users NewMS
	23.4
	23.9
	19.6
	18.3
	27.1
	13.1


Source: Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Households

Table 4‑36  Percentage of population who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition by employment situation (EU25)
	 
	2004 
population
	2005 
population 
	2004 
internet users
	2005 
internet users

	In employment
	21.9
	19.0
	36.8
	30.7

	
Employees
	22.9
	19.8
	36.6
	31.1

	
Self-employed
	15.6
	15.0
	32.8
	28.3

	Unemployed
	13.4
	10.7
	32.1
	26.7

	Retired or inactive
	:
	7.5
	:
	39.5

	Student
	22.5
	18.8
	25.9
	21.2


Source: 
Eurostat Community Survey on ICT Usage and e-Commerce in Households.
(:)  Data not available
Type of locality 

People living in densely populated areas more frequently seek for health related information than people living in thinly populated areas. This trend is valid for all countries except Luxembourg and Sweden (figure 4-7). But altogether in these two countries the differences are rather low.
Figure 4‑21  Percentage of population who have used the Internet in the last 3 months for seeking health information on injury, disease or nutrition in 2005 by type of locality
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Source: Eurostat 2005 Community ICT Household survey

Broadband access and e-Health usage
There are significant differences as regards the use of the internet for health related activities. Health information seeking was reported by 37 percent of users in broadband households but only by 30 percent of all internet users.

Again, information can virtually only be analysed with regard to health information seeking, because all other items yield only very little yes-answers in the surveys. There is a very significant difference between broadband users and non-broadband internet users. 

Table 4‑37  Percentage of internet users who have used Internet, in the last 3 months, for health related activities by household connection type

	
	Internet users in broadband household
	Internet users in non-broadband household
	Internet users

	 
	A
info
	B
appoint
	C
prescr
	D
advice
	A
info
	B
appoint
	C
prescr
	D
advice
	A
info
	B
appoint
	C
prescr
	D
advice

	EU25
	37.2
	1.5
	1.1
	4.7
	27.7
	1.0
	0.6
	2.8
	30.1
	1.1
	0.7
	3.5

	EU15
	38.0
	1.5
	1.2
	4.9
	28.8
	1.0
	0.6
	3.0
	31.7
	1.1
	0.8
	3.7

	NewMS
	31.2
	1.8
	0.8
	3.0
	19.4
	0.9
	0.7
	1.8
	20.4
	1.0
	0.5
	1.9

	Eurozone
	35.7
	1.5
	0.8
	3.4
	27.6
	1.0
	0.4
	2.1
	29.8
	1.1
	0.5
	2.7

	BE
	36.2
	:
	:
	:
	28.8
	:
	:
	:
	33.2
	:
	:
	:

	CZ
	16.2
	:
	:
	:
	11.7
	1.5
	:
	1.3
	10.8
	1.2
	:
	1.0

	DK
	34.7
	2.6
	1.3
	3.8
	24.3
	1.1
	0.2
	2.1
	30.8
	2.2
	0.9
	3.2

	DE
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:

	EE
	34.7
	19.3
	9.0
	22.8
	27.8
	:
	:
	21.1
	27.7
	14.1
	8.3
	18.3

	EL
	5.5
	0.0
	0.0
	5.5
	11.3
	0.9
	0.3
	1.6
	9.6
	0.6
	0.2
	1.6

	ES
	33.8
	1.2
	0.3
	6.8
	30.4
	1.1
	0.3
	5.1
	28.7
	1.0
	0.2
	5.4

	IE
	:
	:
	:
	:
	:
	:
	:
	:
	28.1
	0.3
	0.2
	1.7

	IT
	30.0
	1.1
	0.7
	6.2
	25.4
	1.0
	0.6
	4.3
	25.9
	1.0
	0.6
	4.7

	CY
	37.9
	1.4
	0.7
	0.7
	27.0
	0.0
	0.7
	1.2
	25.8
	0.2
	0.5
	0.9

	LV 
	27.0
	0.9
	0.3
	2.4
	14.3
	0.1
	0.1
	0.5
	17.6
	0.3
	0.1
	1.1

	LT
	31.2
	0.8
	0.0
	3.7
	28.2
	1.8
	0.0
	4.9
	24.8
	0.8
	0.0
	3.6

	LU
	65.8
	1.4
	1.6
	3.6
	53.7
	0.7
	0.7
	1.2
	59.4
	1.0
	1.1
	2.3

	HU
	38.8
	1.6
	0.5
	3.3
	24.1
	1.7
	0.9
	2.4
	25.9
	1.2
	0.5
	2.0

	NL
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:

	AT
	34.2
	:
	:
	:
	29.2
	:
	:
	:
	29.1
	1.4
	0.5
	0.9

	PL
	30.9
	0.6
	0.3
	1.7
	19.5
	0.2
	0.5
	1.3
	20.4
	0.4
	0.3
	1.2

	PT
	34.9
	:
	:
	1.6
	28.7
	:
	0.0
	:
	31.3
	:
	:
	1.2

	SI
	37.8
	0.0
	0.0
	:
	32.3
	:
	0.0
	:
	32.8
	:
	0.0
	:

	SK
	31.5
	0.8
	0.1
	0.0
	20.0
	0.4
	0.0
	0.1
	18.2
	0.3
	0.0
	0.1

	FI
	60.0
	5.6
	:
	4.5
	45.3
	4.3
	:
	3.1
	53.6
	4.6
	:
	3.8

	SE
	33.8
	:
	1.2
	6.1
	23.3
	:
	1.3
	4.8
	28.5
	0.0
	1.2
	5.2

	UK 
	45.1
	:
	:
	8.2
	34.6
	:
	:
	5.6
	38.4
	:
	:
	6.7

	IS
	49.9
	1.7
	1.0
	3.6
	36.7
	1.1
	0.8
	2.6
	46.0
	1.5
	0.9
	3.2

	NO
	34.9
	0.9
	0.0
	1.4
	28.5
	1.5
	1.1
	1.1
	32.2
	1.1
	0.3
	1.4


A I have used Internet, in the last 3 months, for seeking health information on injury, disease or nutrition

B I have used Internet, in the last 3 months, for making an appointment online with a practitioner

C I have used Internet, in the last 3 months, for requesting a prescription online from a practitioner

D I have used Internet, in the last 3 months, for seeking medical advice online with a practitioner

Source: 
Eurostat 2005 Community ICT Household survey    
(:) Data not available

Table 4‑38  Percentage of population who have used Internet, in the last 3 months, for health related activities by household connection type

	
	Population in broadband household
	Population in non-broadband internet household
	Population

	 
	A
info
	B
appoint
	C
prescr
	D
advice
	A
info
	B
appoint
	C
prescr
	D
advice
	A
info
	B
appoint
	C
prescr
	D
advice

	EU25
	31.6
	1.3
	1.0
	3.9
	20.3
	0.7
	0.4
	2.1
	15.1
	0.5
	0.4
	1.7

	EU15
	32.4
	1.3
	1.0
	4.2
	21.4
	0.7
	0.4
	2.2
	17.0
	0.6
	0.4
	2.0

	NewMS
	25.4
	1.4
	0.6
	2.5
	13.1
	0.6
	0.5
	1.2
	7.5
	0.4
	0.2
	0.7

	Eurozone
	29.3
	1.2
	0.6
	2.8
	19.8
	0.7
	0.3
	1.5
	14.6
	0.5
	0.2
	1.3

	BE
	33.4
	:
	:
	:
	24.5
	:
	:
	:
	19.1
	:
	:
	:

	CZ
	14.6
	:
	:
	:
	9.6
	1.2
	:
	1.1
	3.5
	0.4
	:
	0.3

	DK
	32.6
	2.5
	1.2
	3.6
	20.7
	0.9
	0.1
	1.8
	23.8
	1.7
	0.7
	2.5

	DE
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:

	EE
	32.5
	18.1
	8.4
	21.3
	23.6
	:
	:
	17.9
	16.4
	8.4
	4.9
	10.9

	EL
	4.2
	0.0
	0.0
	4.2
	8.0
	0.6
	0.2
	1.1
	2.2
	0.1
	0.0
	0.4

	ES
	26.1
	0.9
	0.2
	5.3
	21.1
	0.8
	0.2
	3.5
	12.8
	0.4
	0.1
	2.4

	IE
	:
	:
	:
	:
	:
	:
	:
	:
	10.5
	0.1
	0.1
	0.6

	IT
	20.2
	0.7
	0.5
	4.2
	14.5
	0.6
	0.3
	2.4
	8.7
	0.4
	0.2
	1.6

	CY
	27.4
	1.0
	0.5
	0.5
	16.3
	0.0
	0.4
	0.7
	8.0
	0.1
	0.2
	0.3

	LV
	21.1
	0.7
	0.2
	1.8
	7.7
	0.1
	0.0
	0.3
	7.4
	0.1
	0.1
	0.5

	LT
	25.9
	0.6
	0.0
	3.1
	21.1
	1.3
	0.0
	3.6
	8.5
	0.3
	0.0
	1.2

	LU
	61.4
	1.3
	1.5
	3.3
	45.4
	0.6
	0.6
	1.0
	41.0
	0.7
	0.8
	1.6

	HU
	37.8
	1.6
	0.5
	3.2
	22.9
	1.6
	0.9
	2.3
	9.6
	0.4
	0.2
	0.8

	NL
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:
	:

	AT
	29.1
	:
	:
	:
	22.3
	:
	:
	:
	16.0
	0.8
	0.3
	0.5

	PL
	23.4
	0.5
	0.2
	1.3
	11.0
	0.1
	0.3
	0.7
	7.1
	0.1
	0.1
	0.4

	PT
	23.9
	:
	:
	1.1
	13.8
	:
	0.0
	:
	10.0
	:
	:
	0.4

	SI
	30.8
	0.0
	0.0
	:
	22.4
	:
	0.0
	:
	15.4
	:
	0.0
	:

	SK
	30.5
	0.8
	0.1
	0.0
	18.3
	0.3
	0.0
	0.1
	9.1
	0.2
	0.0
	0.0

	FI
	57.6
	5.3
	:
	4.3
	37.2
	3.5
	:
	2.6
	39.0
	3.4
	:
	2.7

	SE
	32.8
	:
	1.1
	5.9
	20.9
	:
	1.1
	4.3
	23.2
	0.0
	1.0
	4.2

	UK
	41.1
	:
	:
	7.5
	28.1
	:
	:
	4.6
	25.5
	:
	:
	4.4

	IS
	47.7
	1.7
	1.0
	3.4
	32.1
	0.9
	0.7
	2.3
	39.5
	1.3
	0.8
	2.7

	NO
	33.2
	0.9
	0.0
	1.3
	25.7
	1.4
	1.0
	1.0
	25.7
	0.9
	0.3
	1.1


A I have used Internet, in the last 3 months, for seeking health information on injury, disease or nutrition

B I have used Internet, in the last 3 months, for making an appointment online with a practitioner

C I have used Internet, in the last 3 months, for requesting a prescription online from a practitioner

D I have used Internet, in the last 3 months, for seeking medical advice online with a practitioner

Source: 
Eurostat 2005 Community ICT Household survey    
(:) Data not available

Figure 4‑22  Percentage (base=all internet users) of e-health users according to household connection type 
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Source: 
Eurostat 2005 Community ICT Household survey
Figure 4‑23  Percentage (base=total population) of e-health users according to household connection type 
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Source: 
Eurostat 2005 Community ICT Household survey
E-government: Online Public Services in European enterprises

Enterprises were asked "Did your enterprise use the Internet for interaction with public authorities, during 2004?" as a filter question. All positive enterprises were further asked 

Did your enterprise interact with public authorities in the following ways, during 2004?

a) For obtaining information

b) For obtaining forms, e.g. tax forms

c) For returning filled in forms, e.g. provision of statistical information to public authorities

d) For full electronic case handling, e.g. return filled tax form and include electronic payment

e) Submitted a proposal in an electronic tender system (e-procurement)
The uptake of e-government in enterprises is generally rather widespread in most of Europe. Especially regarding the items "obtaining information" and "obtaining forms", many European enterprises report using the internet for these activities.
Enterprises in the Nordic Countries and Greece interact with public authorities via the internet most numerously. In Latvia, United Kingdom, Cyprus and Germany, rather few enterprises use e-government.
The new member states indicate higher user figures than the old member states. Among the old member states, United Kingdom and Germany reveal below average results. Among the new member states, electronic interaction with public authorities is most widely adopted in the Czech Republic and Ireland.
Across all various items of e-government interaction the user rates increased consistently in the past.
Table 4‑39  Rankings of use according the interaction with public authorities in European enterprises 2005
	(Any) Online interaction with public authorities

	Frontrunner (>75%)
	Average users (>60%)
	Laggards (<60%)
	No data available

	Iceland**
	Luxembourg*
	Portugal
	France

	Finland
	Italy
	Netherlands
	

	Denmark
	Slovenia
	Slovakia
	

	Norway
	Lithuania
	Spain
	

	Greece
	Estonia
	Germany
	

	Sweden
	Malta
	Cyprus
	

	Czech Republic
	Hungary
	United Kingdom
	

	Ireland
	Poland
	Latvia
	

	Austria
	Belgium
	Romania*
	

	
	
	Bulgaria*
	

	Interaction for: obtaining information

	Frontrunner (>65%)
	Average users (>52%)
	Laggards (<52%)
	No data available

	Iceland**
	Luxembourg*
	Poland
	France

	Finland
	Ireland
	Slovakia
	

	Denmark
	Hungary
	Cyprus
	

	Sweden
	Austria
	United Kingdom
	

	Norway
	Belgium
	Germany
	

	Czech Republic
	Netherlands
	Latvia
	

	Slovenia
	Portugal
	Bulgaria*
	

	Lithuania
	Spain
	Romania*
	

	Estonia
	
	
	

	Malta
	
	
	

	Italy
	
	
	

	Interaction for: obtaining forms

	Frontrunner (>69%)
	Average users (>51%)
	Laggards (<51%)
	No data available

	Finland
	Ireland
	Poland
	France

	Sweden
	Italy
	Belgium
	

	Denmark
	Estonia
	Germany
	

	Norway
	Hungary
	United Kingdom
	

	Greece
	Slovenia
	Latvia
	

	Lithuania
	Malta
	Cyprus
	

	Iceland**
	Portugal
	Bulgaria*
	

	Austria
	Netherlands
	Romania*
	

	Luxembourg*
	Slovakia
	
	

	
	Spain
	
	


	Interaction for: returning filled in forms

	Frontrunner (>48%)
	Average users (>35%)
	Laggards (<35%)
	No data available

	Finland
	Malta
	Belgium
	France

	Poland
	Slovenia
	Luxembourg*
	

	Norway
	Netherlands
	Czech Republic
	

	Denmark
	Ireland
	Italy
	

	Greece
	Austria
	Germany
	

	Portugal
	Spain
	United Kingdom
	

	Lithuania
	Hungary
	Slovakia
	

	Estonia
	
	Latvia
	

	Sweden
	
	Cyprus
	

	Iceland**
	
	Bulgaria*
	

	
	
	Romania*
	

	Interaction for: full electronic case handling

	Frontrunner (>44%)
	Average users (>21%)
	Laggards (<21%)
	No data available

	Greece
	Finland
	Hungary
	France

	Estonia
	Austria
	Poland
	

	Portugal
	Slovenia
	Belgium
	

	Iceland**
	Norway
	Luxembourg*
	

	
	Malta
	Germany
	

	
	Denmark*
	Czech Republic
	

	
	Ireland
	Netherlands
	

	
	Lithuania
	United Kingdom
	

	
	Slovakia
	Latvia
	

	
	Spain
	Bulgaria*
	

	
	Sweden
	Romania*
	

	
	Italy
	
	

	Interaction for: e-procurement

	Frontrunner (>13%)
	Average users (>7%)
	Laggards (<7%)
	No data available

	Greece
	Germany
	Portugal
	Belgium

	Norway
	Austria
	Poland
	Denmark

	Czech Republic
	Sweden
	Slovenia
	Estonia

	Ireland
	Italy
	Spain
	France

	
	Lithuania
	Slovakia
	Luxembourg

	
	Malta
	Cyprus
	Netherlands

	
	
	Latvia
	Finland

	
	
	
	United Kingdom

	
	
	
	Bulgaria

	
	
	
	Romania

	
	
	
	Iceland


Source: Eurostat 2005 Community ICT Household survey
*data from 2004   **data from 2003

Table 4‑40  Percentage of enterprises which have used e-government in Europe 2005

	
	Country
	Interaction with public authorities
	Obtaining information
	Obtaining forms
	Returning filled in forms
	Full electronic case handling
	e-procurement



	EU25
	European Union
(25 countries)
	57.4
	51.4
	49.7
	33.0
	19.3
	9.2

	EU15
	European Union 
(15 countries)
	55.8
	50.1
	48.9
	31.2
	19.6
	:

	NMS
10
	New EU Member States (10 countries)
	65.9
	58.1
	53.8
	42.7
	17.7
	:

	Euro
zone
	Euro-zone
	57.7
	51.1
	50.3
	32.6
	21.4
	9.6

	BE
	Belgium
	61.5
	56.5
	43.6
	33.4
	14.8
	:

	CZ
	Czech Republic
	78.9
	72.9
	65.0
	31.6
	13.8
	16.5

	DK
	Denmark
	86.9
	81.4
	76.6
	56.4
	:
	:

	DE
	Germany
	43.6
	36.5
	36.0
	24.4
	14.3
	12.6

	EE
	Estonia
	69.9
	66.3
	61.8
	49.9
	51.9
	:

	GR
	Greece
	81.3
	72.2
	69.3
	55.7
	75.7
	20.8

	ES
	Spain
	55.2
	51.8
	50.8
	34.7
	23.0
	2.5

	FR
	France
	:
	:
	:
	:
	:
	:

	IE
	Ireland
	76.1
	63.6
	64.1
	41.6
	30.9
	13.9

	IT
	Italy
	72.6
	65.5
	63.7
	28.9
	20.9
	9.8

	CY
	Cyprus
	39.5
	38.9
	23.2
	9.0
	2.9
	0.0

	LV
	Latvia
	35.2
	32.3
	29.7
	15.2
	2.6
	0.0

	LT
	Lithuania
	71.8
	66.7
	69.1
	51.5
	28.1
	7.7

	LU
	Luxembourg
	:
	:
	:
	:
	:
	:

	HU
	Hungary
	67.3
	62.5
	61.4
	34.7
	16.4
	:

	MT
	Malta
	68.3
	65.8
	60.4
	45.4
	32.2
	7.3

	NL
	Netherlands
	56.9
	52.5
	51.3
	43.6
	10.4
	:

	AT
	Austria
	75.2
	56.7
	68.8
	41.5
	36.3
	10.9

	PL
	Poland
	64.1
	51.7
	46.7
	60.2
	15.5
	5.5

	PT
	Portugal
	57.9
	52.2
	53.5
	52.5
	43.9
	6.1

	SI
	Slovenia
	72.1
	69.1
	60.6
	44.7
	34.6
	5.1

	SK
	Slovakia
	56.6
	50.5
	50.9
	16.3
	23.5
	1.7

	FI
	Finland
	91.3
	87.6
	86.7
	71.5
	36.4
	:

	SE
	Sweden
	79.6
	78.0
	77.5
	47.8
	22.4
	9.9

	UK
	United Kingdom
	38.8
	37.5
	34.3
	19.2
	9.7
	:

	BG
	Bulgaria
	:
	:
	:
	:
	:
	:

	RO
	Romania
	:
	:
	:
	:
	:
	:

	IS
	Iceland
	:
	:
	:
	:
	:
	:

	NO
	Norway
	83.5
	75.4
	71.0
	59.2
	34.6
	20.2


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
                       (:)  Data not available
Table 4‑41  Percentage of enterprises interacting with public authorities

	
	Country
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	51.5
	57.4

	EU15
	European Union (15 countries)
	:
	49.5
	55.8

	NMS10
	New EU Member States (10 countries)
	:
	63.0
	65.9

	Euro zone
	Euro-zone
	:
	51.2
	57.7

	BE
	Belgium
	:
	60.0
	61.5

	CZ
	Czech Republic
	:
	74.7
	78.9

	DK
	Denmark
	74.7
	84.6
	86.9

	DE
	Germany
	35.4
	36.3
	43.6

	EE
	Estonia
	:
	83.9
	69.9

	GR
	Greece
	:
	77.2
	81.3

	ES
	Spain
	43.5
	50.4
	55.2

	FR
	France
	:
	:
	.

	IE
	Ireland
	:
	69.3
	76.1

	IT
	Italy
	:
	65.0
	72.6

	CY
	Cyprus
	:
	35.3
	39.5

	LV
	Latvia
	:
	40.5
	35.2

	LT
	Lithuania
	:
	64.7
	71.8

	LU
	Luxembourg
	64.8
	71.5
	:

	HU
	Hungary
	:
	34.7
	67.3

	MT
	Malta
	:
	:
	68.3

	NL
	Netherlands
	41.0
	46.7
	56.9

	AT
	Austria
	81.1
	74.3
	75.2

	PL
	Poland
	:
	73.8
	64.1

	PT
	Portugal
	:
	57.2
	57.9

	SI
	Slovenia
	:
	47.0
	72.1

	SK
	Slovakia
	:
	47.1
	56.6

	FI
	Finland
	88.9
	90.8
	91.3

	SE
	Sweden
	:
	91.8
	79.6

	UK
	United Kingdom
	28.5
	32.5
	38.8

	BG
	Bulgaria
	:
	37.7
	:

	RO
	Romania
	:
	30.9
	:

	IS
	Iceland
	97.4
	:
	:

	NO
	Norway
	64.8
	68.7
	83.5


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
(:)  Data not available

Figure 4‑24  Percentage of enterprises interacting with public authorities in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
Obtaining information online from public authorities

Enterprises in Finland, Iceland, Denmark and Sweden are most frequent to obtain information from public authorities online. The laggards are Romania, Latvia, Bulgaria, Germany, United Kingdom and Cyprus. Enterprises in these countries use this online public service less than enterprises in other countries. 

Most of the countries show similar high figures regarding this online interaction with public authorities. Some countries which have seen lower penetration rates in previous years (e.g. Germany, United Kingdom, Cyprus, Slovakia, Spain, Portugal and the Netherlands) have witnessed growth in usage rates. However, especially Germany and United Kingdom still find themselves below the European average use rates. Significant growth can be found in Slovenia and Hungary between 2004 and 2005 as well.
Table 4‑42  Percentage of enterprises obtaining information from public authorities

	
	Country
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	44.9
	51.4

	EU15
	European Union (15 countries)
	43.7
	43.3
	50.1

	NMS10
	New EU Member States (10 countries)
	:
	53.9
	58.1

	Euro zone
	Euro-zone
	46.2
	44.5
	51.1

	BE
	Belgium
	59.3
	48.6
	56.5

	CZ
	Czech Republic
	77.3
	67.5
	72.9

	DK
	Denmark
	61.5
	:
	81.4

	DE
	Germany
	29.7
	34.2
	36.5

	EE
	Estonia
	:
	78.0
	66.3

	GR
	Greece
	68.6
	61.0
	72.2

	ES
	Spain
	40.3
	47.7
	51.8

	FR
	France
	:
	:
	:

	IE
	Ireland
	56.3
	59.8
	63.6

	IT
	Italy
	68.4
	50.3
	65.5

	CY
	Cyprus
	:
	34.7
	38.9

	LV
	Latvia
	:
	37.7
	32.3

	LT
	Lithuania
	:
	62.6
	66.7

	LU
	Luxembourg
	61.2
	64.1
	:

	HU
	Hungary
	:
	34.0
	62.5

	MT
	Malta
	76.1
	:
	65.8

	NL
	Netherlands
	37.3
	42.6
	52.5

	AT
	Austria
	63.7
	52.7
	56.7

	PL
	Poland
	:
	56.6
	51.7

	PT
	Portugal
	45.6
	50.9
	52.2

	SI
	Slovenia
	:
	46.1
	69.1

	SK
	Slovakia
	:
	42.5
	50.5

	FI
	Finland
	85.7
	87.8
	87.6

	SE
	Sweden
	85.4
	90.2
	78.0

	UK
	United Kingdom
	26.0
	31.0
	37.5

	BG
	Bulgaria
	:
	36.5
	:

	RO
	Romania
	:
	29.2
	:

	IS
	Iceland
	84.8
	:
	:

	NO
	Norway
	51.5
	55.8
	75.4


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
(:)  Data not available
Figure 4‑25  Percentage of enterprises obtaining information from public authorities in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
Obtaining forms online from public authorities

In Finland, the largest share of enterprises reports to obtain forms from public authorities via the internet. The other Nordic countries also show a rather widespread adoption, even if to a somewhat smaller extent than in Finland. 
Table 4‑43  Percentage of enterprises obtaining forms online from public authorities

	
	Country
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	41.0
	49.7

	EU15
	European Union (15 countries)
	37.8
	40.1
	48.9

	NMS10
	New EU Member States (10 countries)
	:
	46.1
	53.8

	Euro zone
	Euro-zone
	40.2
	41.6
	50.3

	BE
	Belgium
	40.4
	42.4
	43.6

	CZ
	Czech Republic
	55.7
	54.8
	65.0

	DK
	Denmark
	53.8
	:
	76.6

	DE
	Germany
	27.8
	28.4
	36.0

	EE
	Estonia
	:
	73.1
	61.8

	GR
	Greece
	55.3
	58.4
	69.3

	ES
	Spain
	37.2
	45.3
	50.8

	FR
	France
	:
	:
	:

	IE
	Ireland
	45.0
	54.4
	64.1

	IT
	Italy
	54.1
	49.9
	63.7

	CY
	Cyprus
	:
	24.3
	23.2

	LV
	Latvia
	:
	32.7
	29.7

	LT
	Lithuania
	:
	60.1
	69.1

	LU
	Luxembourg
	53.0
	62.5
	:

	HU
	Hungary
	:
	31.4
	61.4

	MT
	Malta
	55.3
	:
	60.4

	NL
	Netherlands
	33.0
	38.5
	51.3

	AT
	Austria
	72.6
	68.0
	68.8

	PL
	Poland
	:
	46.6
	46.7

	PT
	Portugal
	38.2
	46.7
	53.5

	SI
	Slovenia
	:
	42.8
	60.6

	SK
	Slovakia
	:
	40.9
	50.9

	FI
	Finland
	78.3
	84.3
	86.7

	SE
	Sweden
	83.5
	87.4
	77.5

	UK
	United Kingdom
	20.1
	26.6
	34.3

	BG
	Bulgaria
	:
	26.7
	:

	RO
	Romania
	:
	22.5
	:

	IS
	Iceland
	72.8
	:
	:

	NO
	Norway
	47.1
	52.9
	71.0


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
 (:)  Data not available
In most of the countries growth in use has been observable over recent years, particularly in Denmark, Norway, Hungary and Slovenia. An about 10% decrease has been found in Sweden and Estonia over the last two years.

Figure 4‑26  Percentage of enterprises obtaining forms online from public authorities in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
Returning filled in forms

This service is most used by enterprises in Finland, Iceland and Poland. Especially in Poland, a frontrunner among the new member states, more enterprises report "returning filled in forms" than any other online interaction item. All in all, in new member states enterprises are more likely to report returning filled in forms than in the old member states. Bulgaria, Cyprus and Romania have the smallest share of enterprises reporting to return filled in forms.
There has been an increase with regard to this item in many countries. Norway, Denmark and Lithuania increased their rates at around about 20% within the last two years.
Table 4‑44  Percentage of enterprises returning filled in forms
	
	Country
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	28.5
	33.0

	EU15
	European Union (15 countries)
	23.1
	26.2
	31.2

	NMS10
	New EU Member States (10 countries)
	:
	41.5
	42.7

	Euro zone
	Euro-zone
	26.0
	28.7
	32.6

	BE
	Belgium
	24.7
	26.1
	33.4

	CZ
	Czech Republic
	21.8
	23.7
	31.6

	DK
	Denmark
	34.9
	:
	56.4

	DE
	Germany
	13.9
	16.8
	24.4

	EE
	Estonia
	:
	54.3
	49.9

	GR
	Greece
	56.6
	44.9
	55.7

	ES
	Spain
	25.5
	32.3
	34.7

	FR
	France
	:
	:
	:

	IE
	Ireland
	24.5
	32.4
	41.6

	IT
	Italy
	34.5
	35.4
	28.9

	CY
	Cyprus
	:
	11.0
	9.0

	LV
	Latvia
	:
	14.6
	15.2

	LT
	Lithuania
	:
	30.1
	51.5

	LU
	Luxembourg
	25.0
	25.6
	:

	HU
	Hungary
	:
	23.2
	34.7

	MT
	Malta
	35.5
	:
	45.4

	NL
	Netherlands
	23.1
	27.1
	43.6

	AT
	Austria
	42.3
	46.5
	41.5

	PL
	Poland
	:
	67.5
	60.2

	PT
	Portugal
	42.5
	50.1
	52.5

	SI
	Slovenia
	:
	35.6
	44.7

	SK
	Slovakia
	:
	18.2
	16.3

	FI
	Finland
	55.0
	60.9
	71.5

	SE
	Sweden
	40.3
	52.6
	47.8

	UK
	United Kingdom
	7.7
	11.3
	19.2

	BG
	Bulgaria
	:
	8.7
	:

	RO
	Romania
	:
	11.6
	:

	IS
	Iceland
	63.1
	:
	:

	NO
	Norway
	23.0
	40.0
	59.2


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
 (:)  Data not available
Figure 4‑27  Percentage of enterprises returning filled in forms in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
Interaction with public authorities for full electronic case handling

The highest share of enterprises interacting with public authorities for full electronic case handling is reached in Greece. Estonia shows the second highest figure, about around 25% less than in Greece. Enterprises in Bulgaria, Latvia and Cyprus scarcely interact with public authorities for full electronic handling.
There little growth visible comparing the results over time.
Table 4‑45  Percentage of enterprises interacting with public authorities for full electronic case handling
	
	Country
	2003
	2004
	2005

	EU25
	European Union (25 countries)
	:
	15.9
	19.3

	EU15
	European Union (15 countries)
	12.0
	15.0
	19.6

	NMS10
	New EU Member States (10 countries)
	:
	20.8
	17.7

	Euro zone
	Euro-zone
	14.3
	18.1
	21.4

	BE
	Belgium
	12.9
	14.4
	14.8

	CZ
	Czech Republic
	:
	6.8
	13.8

	DK
	Denmark
	29.8
	:
	:

	DE
	Germany
	5.6
	5.2
	14.3

	EE
	Estonia
	:
	57.9
	51.9

	GR
	Greece
	39.7
	69.9
	75.7

	ES
	Spain
	18.3
	23.4
	23.0

	FR
	France
	:
	:
	:

	IE
	Ireland
	5.2
	6.5
	30.9

	IT
	Italy
	18.5
	25.1
	20.9

	CY
	Cyprus
	:
	5.8
	2.9

	LV
	Latvia
	:
	3.2
	2.6

	LT
	Lithuania
	:
	4.7
	28.1

	LU
	Luxembourg
	13.9
	10.1
	:

	HU
	Hungary
	:
	12.4
	16.4

	MT
	Malta
	4.8
	:
	32.2

	NL
	Netherlands
	9.8
	11.8
	10.4

	AT
	Austria
	21.0
	39.7
	36.3

	PL
	Poland
	:
	30.9
	15.5

	PT
	Portugal
	35.3
	40.9
	43.9

	SI
	Slovenia
	:
	33.7
	34.6

	SK
	Slovakia
	:
	25.0
	23.5

	FI
	Finland
	:
	25.3
	36.4

	SE
	Sweden
	12.9
	16.7
	22.4

	UK
	United Kingdom
	1.0
	1.3
	9.7

	BG
	Bulgaria
	:
	2.1
	:

	RO
	Romania
	:
	6.7
	:

	IS
	Iceland
	45.5
	:
	:

	NO
	Norway
	13.1
	17.2
	34.6


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
(:)  Data not available
Figure 4‑28  Percentage of enterprises interacting with public authorities for full electronic case handling in 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
E-procurement

Data on participation in electronic tenders are available for only a few countries. Greece and Norway have the highest penetration with around 20% of enterprises. Latvia, Cyprus, Slovakia and Spain have the lowest user rates.
Table 4‑46  Percentage of enterprises using e-procurement
	
	Country
	2005

	EU25
	European Union (25 countries)
	9.2

	EU15
	European Union (15 countries)
	:

	NMS10
	New EU Member States (10 countries)
	:

	Euro zone
	Euro-zone
	9.6

	BE
	Belgium
	:

	CZ
	Czech Republic
	16.5

	DK
	Denmark
	:

	DE
	Germany
	12.6

	EE
	Estonia
	.

	GR
	Greece
	20.8

	ES
	Spain
	2.5

	FR
	France
	:

	IE
	Ireland
	13.9

	IT
	Italy
	9.8

	CY
	Cyprus
	0.0

	LV
	Latvia
	0.0

	LT
	Lithuania
	7.7

	LU
	Luxembourg
	:

	HU
	Hungary
	:

	MT
	Malta
	7.3

	NL
	Netherlands
	:

	AT
	Austria
	10.9

	PL
	Poland
	5.5

	PT
	Portugal
	6.1

	SI
	Slovenia
	5.1

	SK
	Slovakia
	1.7

	FI
	Finland
	:

	SE
	Sweden
	9.9

	UK
	United Kingdom
	:

	BG
	Bulgaria
	:

	RO
	Romania
	:

	IS
	Iceland
	:

	NO
	Norway
	20.2


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
 (:)  Data not available
Comparing available European data with its strongest international competitors, the International Benchmarking Study 2004
 can be consulted as a source. This study surveys enterprises in Korea, United States, Canada, Australia, Japan and several European countries.

Figure 4‑29  Percentage of enterprises obtaining information from public authorities (according to International Benchmarking Study)
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Source: Booz Allen Hamilton: International Benchmarking Study 2004

Although these two different studies are not directly comparable, the following trend can be assumed: enterprises in Australia and Japan use online public services about as much as enterprises in Germany or Italy: rather not as widespread as in other countries of their economic potential. As regards the International Benchmarking Study, enterprises in Canada, Korea and USA appear to be using e-government more than enterprises in Italy or Ireland, the enterprises in these countries being comparable to European enterprises of the upper third regarding the penetration of online public services. In addition, enterprises in Canada appear to use online public services more frequently than enterprises in USA. France shows similar results as Ireland.
Use according to different classifications

Company size

For each type of interactions with public authorities the larger it is the more likely an enterprise is to use e-government. Differences between small and medium enterprises are significant. In countries of widespread penetration of online public services, there are high rates in each size class. on the other hand, laggard countries have little spread of e-government in each size class. 
In Spain, Hungary, Malta, Poland and Portugal, the differences between small and medium enterprises are very high. In Iceland, Finland and Slovenia in most of the interactions the gap between small and medium enterprises is very low. 

Table 4‑47  Percentage of enterprises by company size using e-government in Europe 2005
	
	10 - 49 employees (small enterprises)
	50 - 249 employees (medium enterprises)
	250 or more employees (large enterprises)
	Frontrunners (Range: small – large enterprises)
	Laggards (Range: small – large enterprises)

	Interaction with public authorities
	54%
	72%
	76%
	IS*:
FI: 90% - 98%
	RO*: 25% - 69%
LV: 31% - 73%

	Obtaining information
	48%
	66%
	72%
	FI: 86% - 97%
IS*: 83% - 97%
	RO*: 23% - 66%
LV: 28% - 70%

	Obtaining forms
	46%
	66%
	69%
	FI: 85% - 92%
SE: 76: - 84%
	RO*: 17% - 57%
CY: 20% - 40%

	Returning filled in forms
	29%
	50%
	58%
	FI: 69% - 85%
IS*: 60% – 91%
	BG*: 7% - 25%
CY: 8% - 17%

	Full electronic case handling
	17%
	30%
	34%
	EL: 73% - 91%
EE: 50% - 61%
	BG*: 2% - 7%
LV: 2% - 6%

	e-procurement 
	8%
	13%
	15%
	EL: 19% - 37%
NO: 19% - 32%
	CY: 0%
LV: 0%


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
* Iceland: data from 2003; Romania: data from 2004; Bulgaria: data from 2004NACE classes
Comparing industries (NACE classes) differences between countries appear. But altogether enterprises in “Electricity, gas and water supply” and “Real estate, renting and business activities” are most advanced users. “Hotels and Camping sites and other provision of short-stay accommodation” as well as “Wholesale and retail trade” are those NACE classes with the lowest use of e-government. 
Figure 4‑30  Percentage of enterprises by industry using e-government in Europe 2005
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Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises 
Table 4‑48  E-government by NACE classes in Europe 2005
	
	Electricity, gas and water supply
	Real estate, renting and business activities
	Manufacturing
	Transport, storage and communication
	Wholesale and retail trade
	Construction

	Interaction with public authorities for obtaining information

	EU25
	75%
	61%
	51%
	50%
	48%
	48%

	Range of figures
	43% (LV) - 99% (FI)
	42% (LV) - 93% (FI)
	28% (RO) - 89% (FI)
	30% (LV) - 92% (IS)
	28% (RO) - 87% (FI)
	26% (RO) - 86% (FI)

	Interaction with public authorities for obtaining forms

	EU25
	71%
	59%
	50%
	49%
	47%
	46%

	Range of figures
	41% (LV) - 98% (FI)
	37% (BG) - 90% (FI)
	17% (CY) - 89% (FI)
	23% (LV) - 79% (FI)
	21% (RO) - 84% (FI)
	15% (CY) - 89% (FI)

	Returning filled in forms

	EU25
	60%
	39%
	34%
	31%
	33%
	27%

	Range of figures
	0% (MT) - 91% (FI)
	16% (CY) - 75% (NO)
	4% (CY) - 77% (FI)
	14% (BG) - 64% (FI)
	7% (BG) - 64% (FI)
	5% (CY) - 74% (FI)

	Interaction with public authorities for full electronic case handling

	EU25
	30%
	23%
	20%
	19%
	19%
	15%

	Range of figures
	4% (BG) - 81% (EL)
	5% (LV) - 74% (EL)
	1% (CY) - 74% (EL)
	3% (LV) - 71% (PT)
	1% (BG) - 82% (EL)
	0.3% (BG) - 74% (EL)

	e-procurement

	EU25
	:
	12%
	8%
	8%
	8%
	11%

	Range of figures
	0% (LV) - 41% (EL)
	0% (LV, CY) - 34% (EL)
	0% (LV, CY) - 25% (EL)
	0% (LV, CY) - 21% (NO)
	0% (LV, CY) - 20% (EL)
	0% (LV, CY) - 28% (EL)


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises
(:)  Data not available
Table 4‑49  Percentage of enterprises by NACE classes using e-government in 2005

	Interaction with public authorities for obtaining information

	>95%
	Motion picture and video activities and Radio and television activities
	Czech Republic: 98%,  Luxembourg: 100%, Malta: 100%, Finland: 97%, Norway: 100%

	
	Electricity, gas and water supply
	Greece: 98%, Finland: 99%, Sweden: 95%, Norway: 100%

	
	Hotels and Camping sites and other provision of short-stay accommodation
	Finland: 97%

	
	Other service activities
	Greece: 98%

	<20%
	Restaurants, bars, canteens
	Germany: 16%, Latvia: 15%, Slovakia: 18%, Romania: 16%

	
	Hotels and Camping sites and other provision of short-stay accommodation
	United Kingdom (7%)

	Interaction with public authorities for obtaining forms

	90%
	Motion picture and video activities and Radio and television activities
	Italy: 90%, Lithuania: 91%, Norway: 100%

	
	Hotels and Camping sites and other provision of short-stay accommodation
	Finland: 93%

	
	Electricity, gas and water supply
	Finland: 98%

	
	Real estate, renting and business activities
	Finland: 90%

	
	Other Recreational, cultural and sporting activities
	Lithuania: 92%

	<15%
	Hotels and Camping sites and other provision of short-stay accommodation
	Cyprus: 15%, United Kingdom: 7%

	
	Restaurants, bars, canteens
	United Kingdom: 14%, Romania: 10%

	
	Construction
	Cyprus: 15%

	Interaction with public authorities for returning filled in forms

	>85%
	Electricity, gas and water supply
	Poland: 85%, Finland: 91%, Norway: 88%

	
	Hotels and Camping sites and other provision of short-stay accommodation
	Finland: 85%

	<7%
	Restaurants, bars, canteens
	Germany: 8%, Latvia: 3%, Romania: 6%

	
	Hotels and Camping sites and other provision of short-stay accommodation
	Slovakia: 7%, United Kingdom: 4%

	
	Construction
	Cyprus: 5%, Bulgaria: 5%

	
	Manufacturing
	Cyprus: 4%

	
	Wholesale and retail trade
	Bulgaria: 7%


Broadband access and e-government use by enterprises 

Broadband access can enable enterprises' use of e-government. While 66 percent of all European broadband enterprises are e-government users, 54 percent of non-broadband enterprises are and 57 percent in total. The differences between broadband and non-broadband enterprises are found in all Member States. As percentage difference compared to the national average, broadband enterprises are particularly advanced in Cyprus, Latvia, Hungary and Poland. In Finland, Sweden and Denmark, broadband enterprises do not behave much different from the average enterprise, which is of course also due to the high share of broadband enterprises in these countries.

Table 4‑50  Use Internet for interaction with public authorities

	
	Broadband enterprises
	Non-Broadband enterprises
	All enterprises

	
	E-Gov User
	E-Gov Non-User
	E-Gov User
	E-Gov Non-User
	E-Gov User
	E-Gov Non-User

	EU25
	66.9
	32.9
	54.1
	45.5
	62.9
	36.8

	EU15
	64.9
	34.9
	50.3
	49.2
	60.6
	39.0

	NewMS
	81.7
	18.3
	68.6
	31.4
	75.9
	24.1

	Eurozone
	66.9
	32.8
	52.7
	46.9
	62.6
	37.0

	BE
	68.5
	30.7
	48.0
	50.1
	64.8
	34.2

	CZ
	90.0
	10.0
	79.4
	20.6
	85.4
	14.6

	DK
	91.2
	8.6
	79.4
	18.0
	89.4
	10.0

	DE
	50.5
	49.2
	37.9
	61.6
	46.2
	53.4

	EE
	79.7
	20.3
	73.0
	27.0
	78.0
	22.0

	EL
	95.0
	5.0
	82.8
	17.2
	88.7
	11.3

	ES
	64.9
	34.9
	42.1
	57.6
	61.4
	38.3

	IE
	90.7
	7.9
	74.1
	22.0
	82.7
	14.7

	IT
	85.4
	14.6
	69.1
	30.9
	79.2
	20.8

	CY
	57.2
	42.8
	37.3
	62.7
	46.7
	53.3

	LV
	50.8
	49.2
	40.4
	59.6
	47.1
	52.9

	LT
	86.9
	13.1
	75.6
	24.4
	83.1
	16.9

	LU
	:
	:
	:
	:
	:
	:

	HU
	90.2
	9.8
	80.5
	19.5
	86.4
	13.6

	NL
	67.4
	32.6
	46.0
	54.0
	62.8
	37.2

	AT
	83.9
	16.0
	70.6
	28.9
	79.1
	20.7

	PL
	81.2
	18.8
	66.8
	33.1
	73.9
	26.1

	SI
	79.7
	20.3
	60.1
	39.9
	75.2
	24.8

	SK
	68.6
	31.4
	53.6
	46.4
	61.3
	38.7

	FI
	94.4
	4.5
	86.9
	:
	93.1
	5.2

	SE
	85.6
	13.8
	67.2
	24.3
	83.1
	15.3

	UK
	46.7
	53.3
	33.1
	66.9
	43.0
	57.0

	NO
	92.7
	5.5
	74.0
	18.4
	89.7
	7.6


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises. Note: All sectors without financial sector (10 employed persons or more)  
(:) Data not available

Figure 4‑31  Use of Internet for interaction with public authorities by connection type as percentage of national averages
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Table 4‑51 Enterprise online interaction with public authorities, 2005

	
	Broadband enterprises
	Non-Broadband enterprises
	All enterprises

	
	obtaining information
	obtaining forms
	returning filled in forms
	full electronic case handling
	submit a proposal in electronic tender
	obtaining information
	obtaining forms
	returning filled in forms
	full electronic case handling
	submit a proposal in electronic tender
	obtaining information
	obtaining forms
	returning filled in forms
	full electronic case handling
	submit a proposal in electronic tender

	EU25
	61.5
	59.6
	40.6
	24.5
	11.1
	45.1
	43.2
	26.6
	13.8
	8.1
	51.4
	49.7
	33.0
	19.3
	9.2

	EU15
	59.6
	58.1
	38.6
	24.5
	:
	42.2
	41.3
	22.7
	13.6
	:
	50.1
	48.9
	31.2
	19.6
	:

	NewMS
	75.5
	71.0
	55.2
	24.9
	:
	56.0
	50.6
	41.6
	14.6
	:
	58.1
	53.8
	42.7
	17.7
	:

	Eurozone
	60.8
	59.7
	40.3
	26.7
	11.3
	43.3
	42.8
	23.8
	15.2
	8.7
	51.1
	50.3
	32.6
	21.4
	9.6

	BE
	63.4
	48.5
	37.5
	16.9
	:
	42.2
	34.2
	24.8
	9.3
	:
	56.5
	43.6
	33.4
	14.8
	:

	CZ
	84.8
	76.0
	40.3
	18.1
	20.1
	71.3
	62.9
	26.4
	10.8
	14.9
	72.9
	65.0
	31.6
	13.8
	16.5

	DK
	85.8
	81.1
	61.4
	:
	:
	71.5
	65.7
	39.1
	:
	:
	81.4
	76.6
	56.4
	:
	:

	DE
	43.6
	43.0
	29.5
	18.1
	14.8
	29.2
	28.6
	18.7
	9.4
	10.3
	36.5
	36.0
	24.4
	14.3
	12.6

	EE
	76.1
	71.4
	58.1
	60.2
	:
	67.7
	62.0
	48.7
	51.5
	:
	66.3
	61.8
	49.9
	51.9
	:

	EL
	89.2
	88.2
	76.1
	89.9
	29.4
	69.1
	63.7
	46.4
	75.7
	16.4
	72.2
	69.3
	55.7
	75.7
	20.8

	ES
	61.1
	60.1
	41.5
	27.9
	3.1
	38.2
	36.4
	22.6
	12.8
	1.1
	51.8
	50.8
	34.7
	23.0
	2.5

	IE
	77.6
	81.0
	56.2
	42.4
	21.1
	60.0
	57.5
	33.5
	24.0
	8.7
	63.6
	64.1
	41.6
	30.9
	13.9

	IT
	78.3
	76.9
	37.5
	28.7
	12.4
	60.4
	57.3
	21.7
	13.0
	8.0
	65.5
	63.7
	28.9
	20.9
	9.8

	CY
	56.4
	39.4
	16.6
	5.6
	0.0
	36.6
	16.7
	5.4
	1.4
	0.0
	38.9
	23.2
	9.0
	2.9
	0.0

	LV
	47.1
	42.7
	21.7
	3.5
	0.0
	36.4
	34.7
	18.0
	3.4
	0.0
	32.3
	29.7
	15.2
	2.6
	0.0

	LT
	80.5
	84.5
	65.6
	35.8
	9.4
	70.7
	71.1
	47.8
	26.1
	7.8
	66.7
	69.1
	51.5
	28.1
	7.7

	HU
	85.6
	83.4
	51.5
	25.4
	:
	72.1
	71.6
	33.6
	14.2
	:
	62.5
	61.4
	34.7
	16.4
	:

	NL
	63.3
	61.2
	51.7
	12.6
	:
	38.1
	39.6
	34.8
	7.3
	:
	52.5
	51.3
	43.6
	10.4
	:

	AT
	67.8
	77.4
	49.9
	41.9
	11.9
	45.2
	63.4
	32.6
	31.5
	10.5
	56.7
	68.8
	41.5
	36.3
	10.9

	PL
	72.1
	67.4
	75.7
	22.7
	8.5
	47.5
	40.7
	63.3
	13.2
	4.4
	51.7
	46.7
	60.2
	15.5
	5.5

	PT
	72.3
	72.1
	72.1
	62.1
	8.9
	37.8
	43.8
	37.9
	26.1
	#WERT!
	52.2
	53.5
	52.5
	43.9
	6.1

	SI
	77.1
	69.5
	52.0
	39.9
	5.4
	55.2
	42.1
	28.8
	23.5
	5.2
	69.1
	60.6
	44.7
	34.6
	5.1

	SK
	63.4
	63.5
	34.1
	29.3
	1.8
	45.4
	46.4
	0.0
	21.3
	1.9
	50.5
	50.9
	16.3
	23.5
	1.7

	FI
	91.3
	89.9
	76.1
	38.9
	:
	79.7
	81.2
	57.2
	28.6
	:
	87.6
	86.7
	71.5
	36.4
	:

	SE
	84.4
	83.4
	52.2
	24.7
	11.3
	63.0
	65.0
	36.0
	15.1
	4.6
	78.0
	77.5
	47.8
	22.4
	9.9

	UK
	45.1
	41.4
	24.0
	13.1
	:
	32.1
	29.3
	14.2
	4.4
	:
	37.5
	34.3
	19.2
	9.7
	:

	NO
	85.2
	80.1
	67.6
	40.5
	23.3
	40.7
	38.5
	29.3
	13.7
	9.3
	75.4
	71.0
	59.2
	34.6
	20.2


Source: 
Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises. Note: All sectors without financial sector (10 employed persons or more)
(:) Data not available

Online Availability of Public Services 

The e-government study by Cap Gemini
 examines the availability of e-government for European Citizens and Businesses.
Analysing the so-called online sophistication of public services (for citizens as well as for businesses), Austria, Malta and Estonia are found to have the highest indices of online sophistication. Many of the new member states show an increase in the last two years. Especially Malta and Hungary improved their online sophistication about around 25%. In contrast the old member states reveal a rather slight increase.
Figure 4‑32  "Online Sophistication" according to a Cap Gemini study in Europe 2004/2005
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Source: Copied from the eGovernment Study 2006 by Cap Gemini
Citizens

The study also measured the level of supply. The highest levels of online public services supply has been found in Austria, Malta and United Kingdom at around 90%. There is still a significant margin between supply and demand (use) of online public services in almost every country analysed: more than 40% in many countries. Luxembourg is an exception to this situation as the difference between supply and use is marginal. The supply of online public services is clearly below 50% in Czech Republic, Latvia, Poland and Slovakia. Supply for businesses is significant higher than supply for citizens. 

Figure 4‑33  "Supply and Use for/by citizens" according to a Cap Gemini study in Europe 2005
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Source: Copied from the eGovernment Study 2006 by Cap Gemini
Businesses

Supply for business exceeds 75% in almost every country. Compared to the supply of e-government services for citizens, online availability for businesses is much better. In Austria, Denmark and Estonia there is full availability of online public services. The margin between supply and use is smaller compared to the supply and use situation for citizens. In Austria, Belgium, Cyprus, Estonia, Germany, Latvia, the Netherlands, Portugal, Spain and United Kingdom, the gap between supply and demand is more than 25%. In some countries there is a marked difference between the supply and use so that one can say that the poor uptake can not be attributed to a poor supply side picture. 
Figure 4‑34  "Supply and Use for/by businesses" according to a Cap Gemini study in Europe 2005
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Source: eGovernment Study 2006 by Cap Gemini
Comparing the use of online public services in households and enterprises, it is observable in all countries that enterprises use online public services more frequently. The difference between use in households and enterprises lower than 20% in Latvia, the Netherlands and United Kingdom. Apart from Latvia and United Kingdom, the use is not widespread in Cyprus and Slovakia in both groups. In the Netherlands, there is a rather high penetration of online public services in households. In contrast, enterprises in the Netherlands use online public services to a lesser extent. In most of the countries (Austria, Belgium, Estonia, Finland, Hungary, Portugal) the difference between use in households and enterprises amounts to nearly 40%. In Czech Republic, Ireland, Italy, Lithuania, Slovenia and Latvia, the difference is even larger.
Table 4‑52  Results of a Cap Gemini study – comparison of use by citizens and by enterprises
	 
	Use of online public services in households
	Use of online public services in enterprises

	Latvia
	13%
	30%

	Netherlands
	45%
	55%

	United Kingdom
	25%
	37%

	Cyprus
	12%
	40%

	Slovakia
	27%
	55%

	Austria
	30%
	75%

	Belgium
	20%
	62%

	Estonia
	28%
	70%

	Finland
	48%
	87%

	Hungary
	20%
	62%

	Portugal
	15%
	58%

	Czech Republic
	5%
	77%

	Ireland
	15%
	75%

	Italy
	10%
	73%

	Lithuania
	12%
	70%

	Greece
	5%
	80%

	Slovenia
	20%
	70%

	Sweden
	51%
	80%

	Norway
	52%
	82%


Source: eGovernment Study 2006 by Cap Gemini
Comparison between the use of e-government in households and enterprises
Figure 4‑35 to Figure 4‑37 indicate the use of three various types of e-government interaction by enterprises and citizens. Whether "obtaining information",  "downloading forms" or "returning filled in forms", enterprises are much heavier users of e-government in all countries.
Figure 4‑35 E-Government use by citizens and enterprises: "obtaining information online" 2005
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Percentages of businesses and individuals.  Source: Eurostat 2005 Community ICT Household survey, Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises.  RO, BG, SI, UK, SK, DE, SE, DK: Citizen data 2004. RO, BG, LU: business data 2004.
Figure 4‑36 E-Government use by citizens and enterprises: "obtaining forms online" 2005
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Percentages of businesses and individuals.  Source: Eurostat 2005 Community ICT Household survey, Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises.  RO, BG, DE, DK: Citizen data 2004. RO, BG, LU: business data 2004.

Figure 4‑37 E-Government use by citizens and enterprises: "returning filled in forms online" 2005
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Percentages of businesses and individuals.  Source: Eurostat 2005 Community ICT Household survey, Eurostat 2005 Community Survey on ICT Usage and e-Commerce in Enterprises.  RO, BG, SI, DE, DK: Citizen data 2004. RO, BG, LU: business data 2004.

4.3 Other approaches to surveying public online services
E-government 

Eurostat Surveys gather information on three kinds of e-government activities. The comprehensive question C7 asks "For which of the following activities did you use the Internet in the last 3 months for private purpose? (tick all that apply)" and then list as items number 15,16 and 17:

· Obtaining information from public authorities' web sites

· Downloading official forms

· Sending filled in forms. 

These question items will be used unchanged also in the 2007 survey wave.
Other surveys: eUser 
The eUser project
 has found out, that there are significant differences between European countries with regard to the frequency of government contact – whether online or traditional – that a typical citizen faces. Therefore it might be necessary to qualify the percentages of citizens getting in touch with government online by the percentage of people who contact government at all. 
eUser further asked about the subject area in which a government contact has taken place. eUser introduced four types of purposes, as the following eUser question shows:
Have you had contact with public authorities in the last 12 months, …

· (a)
concerning taxes, such as your income tax declaration

· (b)
to make any necessary declaration or to get permits, for instance to get a passport [where applicable: ID-card] or declare change of address, or to get a building permission or a parking permission 

· (c)
To draw on public services and offers such as public libraries or health and education services

· (d)
Receiving financial benefits and grants, such as retirement or old age pensions, unemployment grants and benefits, social benefits, child allowance, student grants, etc.
This question is later followed by query about the contact media used

And how have you got in contact? 

· Concerning taxes, such as your income tax declaration

· To make any necessary declaration or to get permits, for instance to get a passport [where applicable: ID-card] or declare change of address, or to get a building permission or a parking permission 

· To draw on public services and offers such as public libraries or health and education services

· Receiving financial benefits and grants, such as retirement or old age pensions, unemployment grants and benefits, social benefits, child allowance, student grants, etc.

EACH:

· (a) by face-to-face visits

· (b) the post

· (c) telephone calls

· (d) fax

· (e) the Internet or e-mail

· (f) SMS text messaging

This way an e-government user is identified as someone who answers either item (e) or (f) on any government contacts. As reference denominator either the whole population can be used or only those who actually got in contact with government.
Further questions asked in eUser include:

Do you intend to use the Internet or e-mail for this purpose in the future?
Also a question about the type of planned interaction was included:

In any of your matters with public authorities, could you imagine that you 

· (a)
searched for general information online?

· (b)
supplied information online, for example through a form?

· (c)
sought advice by an agency staff by e-mail or online?

· (d)
signed any document online, by means of the so called digital signature?

· (e)
made payments online?

E-government can be used by the respondent for him/herself or on behalf on somebody who is not usually involved with government contacts. On the other hand, the respondent may be supported by a family member to settle things with local authorities. Respondent can then be thought of as e-government users. The following three questions tried to account of this:

Have you in the last 12 months used online public services on behalf of family or friends?

Have you in the last 12 months used online public services as part of your job?

When using electronic public services in the last 12 months, have you undertaken the respective tasks

· (1)
entirely on your own or 

· (2)
did someone else do everything for you

· (3)
or did you do some things on your own whilst other things you were helped with?

A question about the potential demand for more e-government was included: 

All in all, when you think about the occasions to get in touch with public services, would you like to settle more things by e-mail and the internet or would you not like to, if it was possible?

· (1)
would like to do more

· (2)
would not like to do more

And two questions about the potential barriers: 

Please tell whether the following things prevent you from settling more things by e-mail and the internet or not .

· b)
The respective online services do not exist according to your knowledge 

· c)
It is difficult or involves too much effort to find the service website or right e-mail address 

· d)
You would need to go to the office anyway to sign something

· e)
For complex forms you think it is necessary to have face-to-face advice from government staff

· f)
You tried but found that electronic services are too complex to use 

· g)
You tried but found that electronic services leave you alone with problems or questions upcoming while you use it

· h)
You tried but found that electronic services cannot be adapted to your specific needs/case

· i)
You do not have the technical means to properly use online services or the services are not usable with your technical equipment

· j)
You are concerned about supplying your personal data online

And: 

From your experience with e-mail and internet contact with public authorities, how much do agree or not agree with the following statements. Please tell me on  a scale from 1 to 5 where 1 means disagree completely and 5 agree completely. By the values in between you may grade your opinion.  

· (a)
The online government services you used can take account of your personal circumstances

· (b)
It is easy to see whether an email message has reached the right contact person in the government agency

· (c)
I was able to completely do or get what I wanted from the electronic service

· (d)
Information on public web sites was up-to-date and accurate

· (e)
Public websites provided enough information about what to do in my specific situation 

· (f)
Supplementary telephone support should be provided for internet services users

· (g)
All public services should be offered from one website or internet portal

· (h)
All public services should as far as possible also be offered via telephone 

Finally it was asked how user identified when using e-government: 

Have you used any of the following to identify yourself when in contact with public authorities by internet or e-mail?

· (a) PIN code

· (b) User ID and password

· (c) Keying in your credit card details

· (d) SMS messaging

· (e) Specialised smart cards

· (f) Digital signatures

Other surveys: Australia: Australians' use of and satisfaction with e-government services
This study
 by the Australian Department of Finance and Administration looks into e-government usage, the profile of e-government users, motivations for using the Internet to contact government, barriers to e-government use, satisfaction with government services accessed via all channels and future use of the Internet to access government services. Unfortunately, the study questionnaires are currently not available.
Other surveys: Canadian Internet Project: Canada Online 
The Canadian Internet Project: Canada Online
 asks about site visits and further investigates into the purpose of these.
Q49. In the past twelve months, have you visited any of the following kinds of Internet sites? 

· Federal government department or agency site;

· A Provincial government department or agency site; 

· A Municipal government department or agency site. 

· A Canadian political party site or the site of an individual Canadian politicians; 

· An independent Canadian site that provides information on public policy.

Q 50A. For more clarity, in the last 12 months, have you used the internet for any of the following reasons?

· 50A-Access information on a government program or service or download a government form (ONLY IF NEEDED : SIN, Passport, etc.)

· 50D-Submit an application for a government program or service online
· 50F-Provide your opinion during an online government consultation or online survey
Other surveys: Canadian Internet Use Survey
The Canadian Internet Use Survey
 by Statistics Canada surveys six types of e-government interaction (information, file tax, download form, submit form, access information on government program or service, communicate with government departments) and three kinds of e-participation interactions (communicate with elected official, vote, provide one's opinion in government consultation. Other follow up questions include some open ended questions.
During the past 12 months, have you used the Internet for personal non-business use for any of the following reasons? 
· 01 Search for government related information 

· 02 File your income tax 

· 03 Download a government form (e.g., a passport or Social Insurance Number form) 

· 04 Submit a completed form 

· 05 Access information on a government program or service 

· 06 Communicate with government departments or employees 

· 07 Communicate with an elected official (e.g., member of parliament) 

· 08 Vote in a municipal, provincial or federal election 

· 09 Provide your opinion during an online government consultation 

· 10 I do not search for government information 

· 11 Other – Specify
What other reasons have you used the Internet for personal non-business use? (open ended question)

During the past 12 months, how often did you use the Internet to search for information on Canadian government programs or services? 
· 1 At least once a day 
· 2 At least once a week (but not every day) 
· 3 At least once a month (but not every week) 
· 4 Less than once a month 
· 5 Not at all
During the past 12 months, did you use the Internet to express your opinion related to Canadian government policies, laws, causes or issues that you feel are important? (Yes/No)

During the past 12 months, what levels of Canadian government did you obtain information from or communicate with using the Internet? 
· 1 Municipal 
· 2 Provincial 
· 3 Federal

What is the main reason why you do not use the Internet to search for information or to communicate with Canadian municipal, provincial or federal government(s)?
· 01 Too difficult to find correct website 
· 02 It is easier to contact the government in person 
· 03 Easier to use telephone (to do business with government) 
· 04 Concern for privacy when providing information 
· 05 Concern for security of financial transactions 
· 06 I do not have convenient access to the Internet 
· 07 Other - Specify................................................................................

· 08 Get the information from newspapers, radio or TV 
· 09 Never thought of searching or communicating that way 
· 10 No Need 
· 11 Not Interested 
· 12 No Time, too busy 
What are the other reason(s) you do not use the Internet to search for information or to communicate with Canadian municipal, provincial or federal government(s)? (open ended question)

Other surveys: Japan: MIC Communications Usage Trend Survey in 2004

In Japan, only two simple e-government indicators are used in the MIC Communications Usage Trend Survey, namely the use of information services and of online applications and notifications.

Over the past year, what have you used the internet for? (for each household member) 

Circle all that apply, in each category (Computer and Cell Phone)

· […]

· 12. Government information services

· 13. Government applications and notifications

· […]

Other surveys: UK: Oxford Internet Survey

In the UK, the Oxford Internet Survey gathers information about a number interactions with government, namely:
"Talking now about government information and services, have you used the internet in the past year for the following purposes?
· To get information about local council services

· To pay for a local council tax, fine, rent or service online

· To get information about Central Government services, such as benefits, taxes, driving license or passport 
· To pay for a central government tax, fine, license or service online

· To get information about schools or education

· To look for information about an MP, local councillor, political party or candidate

· To email a councillor

· To email an MP "

Here are things people sometimes say about using the internet. Using the scale on this card, please can you tell me to what extent do you agree or disagree with each statement. (Disagree strongly, Disagree, Neither disagree nor agree, Agree, Agree strongly, Don't know)
· […]

· The internet helps people express their concerns to government.

What about internet voting. Do you think that at some point it should be

· Compulsory

· An option to voters

· Limited to people who cannot go to the polls

· Not be permitted

· Don't know

· No opinion

E-health 

Other surveys: eUser 

The eUser surveys had a very extensive module on e-health
, therefore only the questions that identify e-health users are reproduced here:

Have you ever looked for information about health matters of concern to you or your family, for example in books on health topics, on the internet or other sources?

Have you ever used the Internet for this

Have you used the Internet to:

· (a)
get information on healthy lifestyles, such as fitness, diet or similar?

· (b)
to obtain information on a specific health matter, disease or medication?

· (c)
to find information about health services, e.g. what services are available, your entitlements for treatment and so on ?

For the remainder of questions, cf. the eUser website www.euser-eu.org
Other surveys: Canadian Internet Project: Canada Online 
The Canadian Internet Project surveys only asks about information retrieval:

Q 42L. Here are some other things people do on the internet. Please tell us how many hours you spend on each of these during a typical week

· […]

· 42O- Reading or searching for medical / health information

Other surveys: Canadian Internet Use Survey

During the past 12 months, what kind of medical or health-related information did you search for using the Internet?
· 01 Lifestyle (e.g., diet, nutrition, exercise, health promotion, illness prevention) 
· 02 Alternative therapy (e.g., herbal medications, aromatherapy, acupuncture) 
· 03 Health care system or delivery (e.g., structure, physicians) 
· 04 Drugs or medications (e.g., aspirin, corticosteroids, Viagra) 
· 05 Surgeries (e.g., hernia, appendectomy) 
· 06 Specific diseases (e.g., diagnosis, new research, treatment) 
· 07 Analysis for specific symptoms (e.g., rash, fatigue, mole) 
· 08 Other
During the past 12 months, have you communicated (about your health or that of another family member) with your family doctor or general practitioner? (Communicated by Internet, e-mail, in person, phone or other method.) (Yes/No)

During the past 12 months, have you discussed with your family doctor or general practitioner, medical or health information you obtained from the Internet? (Communicated by Internet, e-mail, in person, phone or other method about your health or that of another family member) (Yes/No)

During the past 12 months, have you used the Internet to obtain the following from your family doctor or general practitioner ... ? 
· 1 Appointments 
· 2 Prescription renewals 
· 3 Advice 
· 4 Other
· 5 No / I have not used the Internet to obtain anything from my family doctor or general practitioner

Other surveys: UK: Oxford Internet Survey

As the Canadian Internet Project, also the Oxford Internet Survey only asks about information retrieval:

Have you accessed health care information online within the last twelve months (No/ Yes once/ Several times/ Don't know)
Other surveys: USA: PEW Internet November 2004 Activity Tracking Survey

Please tell me if you ever use the internet to do any of the following things.  Do you ever use the internet to…/Did you happen to do this yesterday, or not?

· […]

· Go to websites that provide information or support for people interested in a specific medical condition or personal situation
·  […]
Now, we’d like to ask if you’ve looked for information online about certain health or medical issues.  Specifically, have you ever looked for online for…?  
· Information about a specific disease or medical problem

· Information about a certain medical treatment or procedure

· Information about experimental treatments or medicines

· Information about alternative treatments or medicines

· Information about diet, nutrition, vitamins, or nutritional supplements

· Information about exercise or fitness

· Information about prescription or over the counter drugs

· Information about immunizations or vaccinations

· Information about how to quit smoking

· Information about problems with drugs or alcohol

· Information about depression, anxiety, stress or mental health issues

· Information about environmental health hazards

· Information about sexual health

· Information about a particular doctor or hospital

· Information related to health insurance

· Information about Medicare or Medicaid
Other surveys: USA: Kaiser Family Foundation: e-Health and the Elderly: How Seniors Use the Internet for Health Information

This is a dedicated telephone survey by the Kaiser Family Foundation
. It asks rather extensively about all kinds of e-health usage.
Now, I’d like to ask you about some specific sources you might use to get information about health problems or issues that are important to you. Please tell me how much information about these kinds of issues you generally get from each of the following sources. First, what about…?  [A lot; Some; A little; None]
· Doctors or other health care professionals 
· Pharmacists 
· […]

· The Internet
· […]

Please tell me how much you would TRUST each of the following sources to provide accurate information about health problems or issues that are important to you. What about...

· Doctors or other health care professionals 
· Pharmacists 
· […]

· The Internet
· […]

Some people use the Internet to look for information on many different topics, and others don’t. Please tell me if you’ve ever looked for information about each of the following HEALTH CARE topics online. (First,) what about…

· Prescription drugs
· Alternative or experimental treatments
· Health or medical products such as eyeglasses, hearing aids, or walkers
· Medicare, the program that provides health insurance to people age 65 and older

· Medicaid (Medi-Cal, Mass Health, Carolina Access or Health Check, Health Choices, Tenn Care, Star Plus), the program that provides health insurance and long term care to certain low income people
· Health insurance policies, such as Medigap or long term care insurance
Now, please tell me if you have ever used the Internet to look for information about any of the following specific health problems or medical conditions. (First/Next,) what about…

· Cancer

· Heart disease

· Arthritis

· Diabetes

· Alzheimers

· Osteoporosis
· High cholesterol
· Nutrition, exercise or weight issues
· Mental health issues like depression or anxiety
· Any other illness or medical condition that I haven’t already mentioned
Have you ever used the Internet…

· To get information about a doctor, hospital, nursing home, home health agency or other health care provider 

· To look for news about health policy issues, such as changes in Medicare, or coverage of prescription drug costs
Have you ever used the Internet…

· To compare prices for prescription drugs
· To purchase prescription drugs
· To purchase vitamins or other nutritional supplements
· To purchase any other medical products such as hearing aids or walkers

Now, please tell me if you have ever heard of any of the following Web sites. (

· Medicare.gov
· WebMD

Have you ever visited the (INSERT ITEM FROM Q.24) site on the Internet, or not?

· Medicare.gov

· WebMD

How useful did you find the Medicare.gov web site? Would you say it was very useful, somewhat useful, not too useful, or not at all useful?

You mentioned having used the Internet to look for information about health-related issues. How often do you use the Internet to look for any kind of health or medical information?

· Every day

· A few times a week

· About once a week

· Once or twice a month 

· Less often

· Don’t look for health info online

· Don’t go online

How much has the information you have found on the Internet helped you take care of your health? Has it helped…

· A lot 
· Somewhat 
· Only a little 
· Not at all

Thinking about all the times you’ve gone on the Internet to look for health or medical information, have you ever…

· Had a conversation with a friend or family member about health information you found online

· Changed your own behavior because of health information you saw online

· Made a decision about how to treat an illness or condition because of information you found online
· Visited a doctor or other health care provider because of information you found online
· Talked with a doctor or other health care provider about information you found online
· Changed your health insurance plan because of information you found online

As I read you some statements that describe people’s feelings about looking for health information on the Internet, please tell me if you agree or disagree with each statement.

· It’s frustrating because it’s hard to find what I’m looking for
· It’s good because I can get information quickly
· It helps me feel more informed when I go to the doctor
· It’s confusing because there’s too much information
· It’s good because I can get information from a lot of different sources
How often do you look to see who provides the health and medical information you find on the Internet? Do you do this always, most of the time, only sometimes, hardly ever, or do you never do this?

Has your doctor ever asked if you have access to the Internet or go online? (Y/N)

Has a doctor ever recommended a particular health or medical Web site to you? (Y/N)

Have you ever communicated with a doctor or other health care provider through e-mail? (Y/N/don't use e-mail)

Please tell me if you have ever received any e-mails advertising each of the following. What about e-mails advertising…

· Prescription drugs
· Over-the-counter drugs
· Vitamins or herbal supplements
· Sexual health medications like Viagra
· Other health or medical products, such as hearing aids or walkers
Have you ever participated in a chat room, online support group, or e-mail list for people concerned about a particular health or medical issue?

How useful did you find the chat room, online support group or e-mail list you participated in most recently? Was it…

· Very useful
· Somewhat useful
· Not too useful
· Not at all useful

E-learning 

Other surveys: eUser 
In the eUser surveys there is a rather extensive module about adult learning in general: participation, intensity, attitudes, work related or not, whom the initiative comes from, unmet (further) demand, barriers, preferred modes of learning, self-efficacy, intrinsic motivation etc. Only after this e-learning is surveyed. This approach was justified by the results which include that non-learners and learners are much more distinct groups then learner and e-learning users. 
Now I would like to ask you some questions on the use of the Internet for learning. In the last 12 months, have you used the Internet, to

· (a) Look for information about training offers and courses

· (b) Do research as part of a training course or your education

· (c) Exchange messages with other learners

· (d) Download learning content which was provided online 

· (e) Do an online course over the Internet [INT: On request: This means that a significant part of the learning content is being received via the Internet]

You said that you have done an online course. When doing this course, have you used… :

· (a) a chat facility or chatroom?

· (b) a bulletin board, i.e. an electronic black board to post and pick messages and files?

· (c) interactive lectures, i.e. online lectures where you can ask questions to the tutor in real time?

· (d) audio conferences through the Internet?

· (e) video conferences through the Internet?

· (f) video streams on the Internet?

· (g) traditional classroom instruction?

· (h) face-to-face meetings with other persons taking the same course?
Tell me on a scale from 1 to 5 where 1 means it does not apply at all and 5 means it applies fully. By the values in between you may grade your opinion. To what extent did the online-course allow you 

· (a) to choose yourself the speed of learning
· (b) to check the progress you have made already whenever you wanted?

· (c) to adapt the learning content to your own specific needs and preferences?

· (d) to contact and interact with other participants of the course?

· (e) to receive sufficient advice and guidance?

· (f) to motivate yourself for continuing the course?

· (g) to get to know new people with similar interests?

· (h) to do your learning wherever it was most convenient to you?
Please tell me on a scale from 1 to 5 where 1 means it does not apply at all and 5 means it applies fully. By the values in between you may grade your opinion.

· (a) Would you say that the interface of the online course you took was attractive, in terms of design, colours and graphics or not?

· (b) The interface was easy to understand

· (c) The interface was easy to use

· (d) The online course had all the functions you expected to find

· (e) The content of the online course was well-organised

· (f) You got all the technical assistance which you needed
Overall, how satisfied have you been with what you got from the online course? Please tell me on a scale from 1 to 5 where 1 means "not at all satisfied" and 5 means "very satisfied". By the values in between you may grade your opinion.

If that training course had not been available online, how likely would it have been for you to take a comparable course in a traditional way, that means through classroom instruction only? Would you say it would have been

· (4) very likely

· (3) rather likely

· (2) rather unlikely

· (1) very unlikely

And how likely would it have been for you to take a comparable course as a traditional correspondence course, that means with learning content and assignments being sent to you through the post? Would you say it would have been

· (4) very likely

· (3) rather likely

· (2) rather unlikely

· (1) very unlikely

In the near future, could you imagine taking a training course over the Internet (again)? (Yes/No)
Why can you not imagine this. Would you say that 

· (a0) you generally have no need or interest in doing such a training course? 

· (a) traditional training courses would work better for you 

· (b) you have concerns about privacy when transferring exam data on the internet

· (c) you would miss the personal contact to other learners

· (d) you would miss the personal contact to the tutor or teacher

· (e) you would lack sufficient motivation to learn by yourself

· (f) you could not learn very well at home
Why have you not done any online training course in the last 12 months?

· (a) Would you say that in the last 12 months you had generally no  need or interest in such a training course? IF NO

And which of the following reasons apply?

· (b) there were no interesting or suitable offers?

· (c) it would have been too costly?

· (d) you had no trust in the quality of online courses?

· (e) your computer equipment or Internet connection was not sufficient?

· (g) you were not sure whether training via online courses really works?

· (h) you did not want to have to deal with computer problems on your own?

· (f) [IF EMPLOY = 1] My employer did not offer any e-Learning courses?
Other surveys: Canadian Internet Project: Canada Online
Q 18. During a typical week, about how many hours, if any, do you use the Internet for…?

· […]

· D. School related work

· E. Online distance learning

Other surveys: Canadian Internet Use Survey

You previously indicated Internet use for education, training, or for school work. For what specific educational purposes did you use the Internet, during the past 12 months?
· 01 Distance education, self directed learning or correspondence courses 
· 02 Research information for project assignments or for solving academic problems 
· 03 Communicate with teachers and peers (includes submission of projects or assignments) 
· 04 Communicate with administration, register, or obtain marks 
· 05 Other – Specify

·  06 Do not use Internet for education or training
For what other educational purpose, not previously mentioned, did you use the Internet? (open ended question)

Other surveys: Japan: MIC Communications Usage Trend Survey in 2004
In Japan, only a simple e-learning indicator is used in the MIC Communications Usage Trend Survey, namely the use of information services and of online applications and notifications.

Over the past year, what have you used the internet for? (for each household member) 

Circle all that apply, in each category (Computer and Cell Phone)

· […]

· 14. Online courses (e-learning)
· […]

Other surveys: USA: PEW Internet November 2004 Activity Tracking Survey
Please tell me if you ever use the internet to do any of the following things.  Do you ever use the internet to…/Did you happen to do this yesterday, or not?

· […]

· Take a class online for credit toward a degree of some kind, like a high school or college diploma or an advanced degree.  Prior to January 2005, item wording was “Take a class online for college credit.”

· Take a class online just for personal enjoyment or enrichment.  Prior to January 2005, item wording was “Take any other class online.

· […]

· Get information online about a college, university, or other school you or another family member is thinking of attending

5 Summary and Conclusions
E-government

E-government services are used more than e-learning or e-health services. 22percent of Europeans report that they have visited government websites for some purpose. Most widespread in Europe is "information retrieval from public authorities' websites". On the other hand, 57 percent of European firms use the internet for interaction with government.
Significant differences exist between old and new member states. Altogether citizens of the new member states use e-government about half as much as people in the old member states, Estonia being a remarkable exception. Altogether, adoption of online public services is strongly varying across member states. Frontrunners concerning e-government adoption are the Nordic countries, the Netherlands and Luxembourg.  People in Romania, Czech Republic Bulgaria and Greece use e-government very seldom. However, comparisons over time show a continuous increase in most of the countries.

The typical user of online public services is
· between 25 and 44 years old
· a male

· well educated

· an employee and
· more likely to live in densely populated areas.
As for enterprises, there are marked differences between countries and industries, and medium and larger enterprises are more likely to use e-government than smaller ones. broadband access is also influencing the likelihood significantly.

Altogether, the several types of online public services surveyed (obtaining information, obtaining forms and returning filled in forms) are rather widespread in most of the countries. The use of e-government for returning filled in forms as well as for full electronic case handling varies enormously across member states. 

Different from the usage patterns of online public services by European households, businesses in the new member states use online public services more frequently than in the old member states. Enterprises in the Nordic countries and Greece use online public services most frequently. The fewest enterprises use e-government in Latvia, United Kingdom, Cyprus and Germany. Enterprises in Greece use the internet for full electronic case handlings to an extent that is significantly higher than in any other country. 

E-learning
Using the internet for training or education is still in its infancy in most of Europe. Of the different types of e-learning activities surveyed, still most people use the internet for formalised educational activities, notably students more often than not. The frontrunners are Finland, United Kingdom, Germany and Luxembourg. Romania, Czech Republic, Bulgaria, Greece and Poland are lagging behind. The old member states show significantly higher indicator values than the new member states. Lithuania and Slovenia have above average figures in comparison to the new member states average. People in Sweden and Norway make unexpectedly little use of e-learning – contrary to their top position with regard to  e-government. Across most of Europe; no increasing tendency can be observed over time.
According to socio-demographic characteristics of individuals, people between 16 and 34 years with a high educational attainment use e-education the most. 
E-health

Spread of e-health usage is rather diverse across Europe regarding the various types of e-health. "Seeking health information" is quite common nowadays in several countries. People in Luxembourg, Iceland and Finland seek health related information via the internet the most. However, other e-health activities are hardly ever made use of in most of the countries. Estonia shows by far the best results concerning these other health related activities. Comparisons over time do not indicate an advancement of spread in most of Europe. 

Women between 16 and 34 with a high education use e-health most frequently. Comparing the results of internet users only, health information via the internet is sought more frequently by the older internet users.
6 Future Developments and Recommendations for Survey and Questionnaire Design
Research non-users

Apart from learning about patters of online service usage by internet users it is important for policy to start to learn about the large group non-users of public online services. This is most likely to be not a homogenous group, as not least the eUser surveys have shown. Non-users may be not interested, not in need of service not capable or be reluctant – and they may be either as result of a bundle of different barriers, attitudes, availabilities and lifestyles. To look into these inhibitors will help target these as of now underserved groups.

What are reasons non-users state to not use online public services; and do they intend to use online public services? The Eurostat survey does not consider reasons of non using online public services, or barriers. This information is however necessary to be able to draw conclusions to improve the situation; is there interest to use online public services? This also points towards the possibility to survey the user satisfaction with a service usage. 

More differentiated typology of users
People use the internet in general and public services in particular in different ways. These differences may have an impact on whether online public services are used but also the experiences of usage of such services by those who do not use them or try to use them. It can be expected and is already revealed by the analysis of the results from the 2005 household survey that specific types of users with very specific characteristics use different types of online public services more intensively (cf. above). 

Relevant dimensions along which users may vary include experience (length of time since starting to use the internet), intensity (amount / frequency of usage), online orientation (the types of things that users tend to do online) and skills (both technical skills and skills in doing things online may be relevant).

In the present Eurostat Community surveys on ICT usage such analysis opportunities do not exist although much of the necessary data is gathered. However, no such breakdowns along the above dimensions and no micro data are provided which constitute a prerequisite for such calculations.
Include offline and online service usage

Currently a question is missing that asks whether citizens or establishments need to get in touch with government at all during the time of reference. Not everyone in obliged to get in contact with public authorities. This has implications for the presumed existence of barriers to using online public services for firms and citizens. With regard to enterprises the indicator maybe misleading about the actual usage of e-government to the extent firms in a certain country more often than in others regularly assign external experts or enterprises to conduct the necessary interactions with public authorities.

Service usage not necessarily in person

This argument can similarly be made about the (often gender related) division of labour within households where some family member may conduct government interactions on behalf of their family. Currently, this is not included in the Eurostat survey. 
E-participation
E-participation and e-democracy are topics not yet included in the Eurostat surveys. These may be worth considering. 

Are concepts of "government" clear to respondent?
It may be worth considering to gather data broken down by type of government service to enhance the validity of the indicators. In the UK, the e-government questions used to be supported by showcards that listed existing government services and agencies during the interview. This practice has clear advantages because it is probably not clear to every respondent what "public authorities" they are supposed to include when answering these questions. Depending on the country these may range from administrative issues (getting one's passport, permissions, licenses) to police, schools and universities, public libraries, hospitals or health centres, post services, all kinds of offices issuing public benefits and subsidies, courts of law, military, ministries etc. All these should probably be taken into account by the respondent, which is virtually impossible without show cards or an example list on the telephone. In many cases there may be doubts whether an institution is public or not.
There have been discussions as to whether a reference period of twelve months is not more appropriate with regard to many e-government services which have seasonal variation.
Is "downloading" still appropriate?
It is observable that the items "downloading forms" and "returning filled in forms" have seen a decline in some countries. One may speculate that maybe this is an indication of a new pattern of e-government behaviour nowadays, such that individuals and enterprises do not download forms, but complete the form online and send it directly to the authority. This may be worth reflecting in the question wording.
Explain differences in educational concepts used
The differentiation between “Post educational courses” and “Other educational activities related specifically to employment situation” should be made clear. Maybe "post educational" is an established or legal concept in some countries, but certainly not in all Member States.

In the 2007 questionnaire, the e-learning questions have been changed to 

· looking for information about education, training and course offers

· doing an online course

· consulting the internet with the purpose of learning

Followed by a dedicated question about learning

In the past 3 months, have you taken part in a course (any training, not only computer or internet training, including school or university)
Followed by four items asked of those who agree to this question:

In the past 3 months, have you used the internet to "
· do research as part of a training course or your education
· exchange messages relating to the course content with other learners
· download learning content which was provided online
· look for the availability of a book or article for your course in a library
E-health
The e-health information surveyed has been reduced for the 2007 surveys to only asking about:
· Seeking health-related information, e.g. injury, disease,  nutrition, improving health, etc.

Taking the results analysed in this report into account it is deemed appropriate to first await further developments in the e-health area.
Data related recommendations
In the database, some inconsistent results are found, for instance the percentage of enterprises which have used Internet, in previous year, for interaction with public authorities (indicator e_igov) and the percentage of enterprises which have NOT used Internet, in previous year, for interaction with public authorities (indicator e_igovx) do not add up to 100 percent in any country. One can assume that the remainder is missing data especially due to "don't know" responses. However, the share of missing data ins considerable in many countries (>20% in Latvia, Hungary, and Portugal, >10% in Estonia, Spain, Ireland, Cyprus, Lithuania and Malta). In the 2004 data, both indicators sum up to >100% in Italy (and as a consequence in the EU15 and Euro zone aggregates).

Data for Estonia and Greece shows higher uptake rates of "full electronic case handling” than for “returning filled in forms” while the latter is larger than the former not in all countries. While it is possible that a "full electronic case handling”  does not contain the returning of forms this may nevertheless hint towards a different understanding of the question.

7 Conclusion

In the future we will be confronted with the replacement of more and more ‘traditional’ service uses through online services whether in e-government, e-health or e-learning. Policy needs to properly understand how the different types of service uses will change and what the determinants and underlying processes are, whether and where an online service is going to fully replace a ‘traditional’ service, whether there will be a division of labour between the old and the new service, how ‘traditional’ services are going to adapt to the changing situations since these issues will point to (other) areas of policy action likely to emerge in diverse policy fields.

In order to enable the European Commission for a focussed and targeted policy development in the field of online public services but also in the wider information society domain it appears worthwhile to gain more information and knowledge as well as a better understanding of the underlying aspects and determinants of observable developments and patterns.

This requires more knowledge about both current users and non-users of online services, their usage patterns, interests, etc. to reveal further insights of relevance for policy development. The conceptualisation and measurement of different user (and non-user) groups constitutes a key challenge but is crucial for the support of targeted and target group specific policy strategies. Information about online public service usage is incomplete without information about the factors that determine service usage (offline or online) in the first place.  

In doing this, statistical measurement needs to take account of the changing nature of its subject. The way people interact with public services is rapidly changing with the media used for this purpose. These changes need to be reflected in carefully adapted survey instruments. 
The growing importance of online public service delivery in government interaction, health and education, but also in democratic participation today is commonly assumed. At the same time the existing surveys already cover a broad diversity of topics such as access and equipment, security behaviour and security problems, e-commerce, e-skills, – and e-government, e-health, and e-learning. This bears the danger of excessively charging the survey with different topics at the expense of providing for scope for deeper analysis of single topics. In this sense it might be worthwhile to focus the surveys on only of the public services topics on an annually changing basis. 
















































































































































































































































































































































�	E-participation services are not considered in the present report since these have only started to be considered in the political arena and are not (yet) covered by the Eurostat Community surveys.


� In table 4-2, in general, the clusters were formed so as to have commensurate categories. Only concerning the first e-government indicator there is a different classification, for Germany as "best" average performer has a significantly lower indicator value than Luxembourg, the "last" of the frontrunners. The same significant gap can be found between Greece and Poland.


� John B. Horrigan (Pew Internet and American Life Project): How Americans Get in Touch With Government)                                                                                           http://www.pewinternet.org/pdfs/PIP_E-Gov_Report_0504.pdf


� Surveying Internet Usage and Impact in Five Chinese Cities, 2005 � HYPERLINK "http://www.worldinternetproject.net/publishedarchive/China%20Report%202005.pdf" ��http://www.worldinternetproject.net/publishedarchive/China%20Report%202005.pdf�


� Canada's Journey to an Information Society, 2003; Canadians usage of public services         http://dsp-psd.pwgsc.gc.ca/Collection/Statcan/56-508-X/56-508-XIE2003001.pdf
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