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1 Introduction
One-stop government is one of the most promising concepts of service delivery in public administration. Its implementation is part of e-government strategies of most countries. Originally one-stop government denoted physical location (i.e. one-stop shop) where the users (i.e. citizens or organisations) can settle their matters with public administration in one place and preferably with one contact. However, in the last decade within the e-government environment one-stop government presents more often virtual location, i.e. web portal, which through the means of modern information technology even enhances the possibilities and functionalities of one-stop shops. Being physical or virtual, one-stop government characterizes integration of public services from a users’ point of view. This integration most usually happens virtually at the front-office where public services are provided preferably according to users’ needs and circumstances, while back-office processes are by and large left unchanged. By this, one-stop government overcomes and hides the complexity and organisational diversity of existing public administration and focuses instead on what users perceive in their relationships with public bureaucracy. Hence, one-stop government acts as a mediator between users’ needs and problems on one side and internal fragmentation of competences and complexities of public administration in another. This leads to the realization of user-oriented or user-centred government, which is one of the main objectives of e-government development. 
Applying one-stop government concept can bring several benefits to users of public services, i.e. citizens and businesses as well as to public administration, from faster and cheaper services to better quality of services. However, implementation of one-stop government in its ‘true’ sense require interoperation and integration of back-office systems at the front-office side as well as redesigning and integration of service delivery processes. This requires involvement and cooperation of many public as well as other organizations from different jurisdictions and fields of operation. Moreover, changes in organizational structures, reassignment of working posts, changes in skills, regulations as well as changes in organizational culture are also needed, not to mention indispensable political support and strong commitment of all involved parties to the realization of one-stop government objectives. All these make implementation of one-stop government extremely demanding. 
Therefore it is not uncommon that practical experiences revealed that many efforts focused in implementation of online one-stop government solutions faced serious obstacles or even totally failed. Among the main reasons we can expose:
· lack of awareness and understanding of all varieties of possibilities and functionalities the concept can bring about,

· lack of strategic and holistic approach,

· lack of simple, concrete and comprehensive framework aiming to assist and guide public authorities in setting the objectives and implementing one-stop government.

The paper addresses mainly the first two issues by:
· presenting main characteristics, functionalities and principles, i.e. driving forces, benefits and barriers of one-stop government concept

· classifying different kinds of one-stop government services

· exploring different viewpoints of one-stop government (i.e. legal, organisational, technological, social, etc.)
· evaluating the current state and readiness for development of one-stop government in selected countries (i.e. Slovenia, Poland, Hungary and Kosovo).

Hence, the paper is aiming to contribute to the better understanding of one-stop government concept and to determine viewpoints and issues which should be taken into consideration when trying to implement one-stop government concepts in an individual county. Paper will define and describe the key elements on which a simple, concrete and comprehensive framework for implementation of one-stop government should be based. In addition, by evaluating the current state and readiness for implementation of one-stop government in selected countries the paper will try to evaluate the current experiences and to determine possibilities of best practice transfer. Prospects for (further) development of one-stop government services as well as some guidelines to overcome the current barriers will be given.
2 One-Stop government
Although different aspects of the one-stop government concept has been described by many scholars (for example: Kubicek and Hagen, 2000; Federal Benchmarking Consortium, 1997; Von Lucke, 2000; Wimmer and Tambouris, 2002; Tambouris and Wimmer, 2004; Kernaghan and Bernardi, 2001; Vintar and Leben, 2002; Vintar et al., 2004), practical experiences show that when come to the point of its implementation in practice, there is still lack of understanding and awareness of all kinds of possibilities and functionalities one-stop government can bring about.

In the following the origins of the concept are first described, followed by explanation of key principles and introduction of a blueprint describing how one-stop government solutions work in practice.
2.1 The problem setting

The whole idea comes from the notion of public sector reforms, which basic objectives are to make government more efficient and effective on one side, and transparent and user-oriented on another. However, with development of e-government, which denotes not only the use of information technology for all kinds of internal as well as external operations of public administration, but first of all the use of information technologies, particularly internet, as a tool to achieve better government (OECD, 2003; Gartner Group, 2000, Euroepan Commission, 2003), one-stop government got a fresh impetus to its development. Modern information technologies present key means which enable transformation or change towards more efficient, effective, transparent and user-oriented government.
The drawbacks of so called “classical government” originate from the time of industrial revolution and idea of Adam Smith and Frederic Taylor, who claimed that better productivity can be achieved with division of labour on simple and small repetitive tasks. While such organisation of work was effective in the times of mass production, last developments, particularly globalisation and different expectations of customers, show that these concepts do not work any more. And this holds true also for the public sector, where organisation of government is similarly based on division of work into several fields of competences. Complex hierarchical structures, strict management approaches and division of government into several fields of competences which are now deeply rooted in the system of public administration do not meet any more the needs and requirements of users of public services neither a society as a whole. They are not satisfied any more with complex, time-consuming, limitedly accessible, non-transparent and partial services delivered by several public authorities, since the problems of users do not usually refer merely to one single competence or one single public authority. Just the opposite, the solution of user’s problem typically requires starting several different administrative procedures at several different public authorities. When solving a problem, which requires contact(s) with government, for example establishing a business or moving address, the users are forced to visit several public authorities, in their official hours and each time to fill in different application forms repeating the same data and supplement documents, not to mention doubts about which services are required in particular situation, in what sequence they should be invoked, at which public authorities and in which way. 
For example, when moving, citizen must first change the address in the national population register, change several personal documents, move the telephone number, and inform TV programme provider, bank, insurance company, school, employer, power supplyer and so on. In such situation a citizen often knows only what he/she wants but does not know which public authorities are competent for handling the case, neither when and how he/she must invoke the appropriate services.
The solution of these problems lies in the implementation of more user-oriented government, which characterizes the government that offers services that meet the needs and requirements of their users rather than interests and structures of government, the government that offer convenient and personalized services of high quality, the government that takes more service-based role rather than authoritative and directive, the government which main focus is delivering public services rather than administering the law. However, the main issue here is how to match the needs and requirements of the users on one side and existing complexities and structure of government on another side?
2.2 The solution
In these settings one-stop government opened a possibility to deliver public services in a new way. The main aim is to overcome the existing complexity and strucuture of government and enbable the user to solve the problem in one place and preferably in single contact regardless of division of competences for the services, which are necessary for the solution of his/her problem. The one-stop government term then refers to the interoperation and integration of public services in one place providing a single window access be it face-to-face, via the phone, fax, e-mail or other means of communication; though, the most typical communication channel is the internet (Figure 1). In the latter case the one-stop government is realized using web portal presenting a technological and organisational infrastructure (i.e. platform) enabling single entry point for the users of public services regardless of internal fragmentation of responsibilities of public authorities.
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Figure 1: Comparison between traditional and one-stop government approaches to service delivery

However, it is important to note that utilization of the one-stop government concept by itself does not ensure full realization of user-oriented services that meets user needs. In its basic form it just enables single window or single-point of contact to public services. Within this single window services might still be organized upon internal fragmentation of competences and structures of government. In this way the user must still search around the web portal in order to find all services required for the solution of his/her problem, while all the problems mentioned above still pertain. 

Of course, it is not desirable simply to make old fashioned services available through a new mechanism. One of the possible solutions is the use of the life event concept. Life-event approach considers government operation from the perspective of everyday life. A life event is a metaphor used to denote a specific situation or event in the life of a citizen or a life cycle of an organization that requires a set of public services to be performed (Todorovski et al., 2006). Life events should help users (i.e., citizens or organizations) to easily identify the set of public services they need in a certain stage of life and help them to tailor these services according to their needs and circumstances. It is important to note that here user circumstances refer to all user specific conditions at a specific point of time that influence the resolution of the life event (Todorovski et al., 2006). A life-event based service should comprehend all public services, which are neccessary to solve the problem of a user in a particular situation. In addition, also private sector services can be included if neccessary.
In conclusion this means that only a combination of three key concepts, which are one-stop government, life events and web portals, ensure the realization of true one-stop government way of service delivery, which truly achieves the user orientation of the government. It is presented as so called life-event based government portal (Figure 2). 

Life-event based government portal is aimed at providing 24-hour, single-point access to public services integrated around users’ needs that correspond to life events. This means that a user can resolve all matters corresponding to a given life event in one place and in best case in one step, irrespective of the organisational boundaries and competences of involved organisations. The realization of these potentials requires interoperation and integration of front-office services as well as interoperation and integration back-office systems and processes at the front-office side (Figure 1). 
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Figure 2: One-stop government and related concepts

3 A conceptual model
One-stop government portal introduced in the previous section offers several different kinds of services supplemented with several differend kinds of functionalities and possibilities. A conceptual model presented in Figure 3 presents a blueprint or a business model of how one-stop government operates in all range and varieties of functionalities and possibilities the concept can bring about. It can be used by public authorities in the pocess of concretization of high-level strategic objectives into its organisational structures, processes and information systems. A business model presents a tool that helps managers to capture, visualize, understand, communicate, design, analyse and change the strategic choices and business logic of their organisations in a conceptual way; thus contributing to the necessary undesratnding of the concept as well as analysing of the impacts of a change before its implementation.
Figure 3 presents a conceptual model describing one-stop government way of doing business in general, thus enlightening the strategic objectives of the one-stop government concept. It presents main components and functionalities of the one-stop government portal their relationships and its external relations. In particular it represents different actors and their relationships, the main types of flows of information, documents and money, the main communication channels, as well as different ways of value creation. 

On the left side of the diagram, different service providers and their relationships to the platform are shown. All, except the first one, are part of the partner network, seeing that it provides no information and no services to the platform, but it could be important in executing a particular life event, which is not fully implemented within the platform. The others are either public authorities or third-party service providers that supply information and/or services to the platform. Service Provider 2 provides only information and possibly also downloadable forms to the platform. Service Provider 3 provides information and downloadable forms and/or e-applications and receives e-documents either in the form of completed downloadable forms or submitted e-applications. Furthermore, Service Provider 4 also enables sending of the final documents to the platform and then to the user. Moreover, Service Provider 5 enables electronic payments in additional to all other services.

On the right side of the diagram, different types of users are depicted. The worst case is denoted by the User 1 who does not use the platform at all, but arranges all matters with the government directly at the competent public authorities, either by personal visits or via the web sites. The User 2 makes use of the portal only for service information gathering and/or downloading forms, yet all the services are executed either personally at the physical locations or electronically via web sites of corresponding public authorities. In this case, the user can go directly to the list of public services (if exists) or first selects a particular life event and then goes through the active dialog so that the portal prepares the package with the information on all the needed services and documents for his/her particular circumstances and possibly also downloadable forms. However, the user must conduct all the necessary services outside the portal domain. 

The User 3 uses the portal in order to resolve his instance of a life event. In contrast to the first user, he/she is also allowed to upload documents (e.g. filled in application forms or supplements) either to fill in and submit the electronic (interactive) forms via the platform. However, he/she performs payments in traditional way or outside the platform domain and receives the results of the executed services by ordinary post as a rule. The advantage of the User 4 is in the ability that, besides all that User 3 can do, he/she can also receive the final documents through the platform. The usage of the platform by User 5 presents the most sophisticated situation. In a particular instance of a life event, the portal leads the user through the active dialog and executes all the necessary services; hence, the user can resolve his situation in one place and in one step. The user need not know much about the organisational structure of the government. All the user’s needs are met, and the highest level of added value is delivered to the user.

Note that only basic types of relationships are presented; however, in practice other combinations are possible, especially in cases where services within a particular life event are developed on different sophistication and/or integration level. Suppose that the user selects a particular life event and then the platform leads him/her through an active dialog in order to consider all relevant user circumstances and in the end prepares a package with all needed services. If not all services can be executed electronically, the user is forced to execute them outside the portal domain. The same situation appears if a particular user circumstance is not taken into consideration and consequently a corresponding service is not included into the package (not even on the informational level).
In the middle of the figure, the one-stop government portal with its main components and functionalities are presented. The central part of the portal presents a value configuration utilized within one-stop government portal. It describes the arrangement of activities and resources that are necessary to deliver services which create value to the users. Value creation begins with services, which are offered by different service providers. The platform not only provides single access to them, but also integrates them around the users’ needs, i.e. life events and enables theirs execution. Moreover, the platform supports personalization of life events with regards to different users’ circumstances, which may influence a set of services and a set of documents necessary for execution of life event. In the best case, the user merely selects a life event, which corresponds to the specific situation or event in the user’s life and requires a set of public services to be performed. The intelligent guide implemented within the platform leads him/her through an active dialog, in which the user answers different questions. The platform then prepares for the user a set of services adapted to his/her circumstances and after the input of all necessary data and documents, executes them on behalf of the user. Finally, the user receives the final documents as results of using of these services.
More precisely, one-stop government value configuration consists of four primary activities:

· Life-Event Selection. Activities associated with the choosing the life event which is likely to solve the user’s problem. In this context the portal can offer several mechanisms that help the user to select the right life event, e.g. an alphabetical or structured list of life events, where each life event is briefly described, or a search engine. Applying a kind of exception handling mechanism for the cases in which the user can not find the right life event is also recommended. When the OneStopGov platform is implemented as a one-stop shop, this task can be assigned to the public servant, who needs to have government-wide knowledge about services. In other cases communication with competent public servant via phone, SMS, e-mail or special mechanism within the portal can be applied.

· Life-Event Personalization. Activities associated with personalization of life event to the particular user circumstances, that can influence the set of public services and documents needed to resolve a given instance of a life event. Several levels of sophistication for this process are possible: (1) in cases where the portal offers only an ordered list and descriptions of services necessary for execution of the life event, the user is obliged to make personalization for himself; in this process it is highly likely that the user will make a mistake, (2) if the portal leads the user through the process of personalization using an active dialog (supported by intelligent guide), then the user is guided to the set of necessary public services and documents in a user-friendly way. Additionally, data the user provided through the dialog can also be used within life-event execution. If the use of an intelligent guide is conditioned by user identification (either by username/password or digital certificate) the personalization process can be even more advantageous, since it enables the user to use a user profile in which he can store selected data and use them within the active dialog. However, in both cases there is still a possibility of exceptions that are not supported by the system. An exception handling mechanism, similar to one mentioned at the first activity, can be applied for this purpose.

· Life-Event Execution. Activities associated with gathering data and uploading documents necessary for life-event execution, initiating services at the competent public authorities or third-party organisations, execution of payments for the services, receiving final results (e.g. documents) of the services, monitoring (auditing) the status of life-event execution, and supporting the communication between service providers and the user in case of exceptions, i.e. exception handling mechanism. This mechanism can also be implemented through other channels, such as a one-stop shop, traditional post, phone, SMS, e-mail, or a combination of them. If the portal also supports user identification, the user is allowed to store or use the data from his profile and to store or use documents from his documents repository. The scope of electronic execution of all these features depends mainly on the technological sophistication of services and the support for user identification and e-payments.

· Control and evaluation. Activities associated with measuring and evaluating to what extent the implementation of the particular instance of a life event has solved the initial problem of the user. This can be accomplished with user satisfaction surveys as well as registering and analyzing recommendations of the users.

During the process of selection, personalization and execution of life events, the platform employs several features that support this process, e.g. an intelligent guide, user authentication module, e-payment module, document uploading module, user profile, documents repository and process status monitoring module.

In addition, for all these several supportive activities: infrastructure (e.g. finance, planning), human resource management, technology development, and procurement are necessary in order to enable proper functioning and maintenance of the platform.
Table 1. Symbols used in the graphical representation of one-stop government business models. Adapted from Weill et al., 2001
	Symbol
	Description
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	Organisation of interest (The organisation whose business model is illustrated by the schematic, i.e. OneStopGov platform and its responsible public authority)
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	Module of organisation of interest (Adding value component of the organisation’s of interest. Other shapes may also be used)
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	Type of supplier (Type of organisation or individual from which the organisation of interest obtains services, or information)
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	Supplier I(A concrete organisation or individual from which the organisation of interest obtains services, or information)
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	Type of user (Type of organisation or individual who uses the organisation of interest’s services or information)
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	User (The organisation or individual who uses the organisation of interest’s services or information)
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	Communication channel (Describes how each user segment and supplier is reached)
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	Relationship (A digital or physical connection through which messages flow in both directions. Often, but not always, this connection is the internet)

	
	Flow of money (This one-directional flow indicates a payment from one party to another, in exchange for services, or information. Often there is a flow of product in the opposite direction)

	
	Flow of documents (This one-directional flow indicates a transfer of physical or digital documents (e.g. application forms, supplements, decisions, written rules) from one party to another. Only those downloadable and electronic (interactive) forms, which are prepared for the submission, fall in this category; otherwise, they present only information)

	
	Flow of information (Only those flows of information that are not documents are represented by this symbol. This information is often the result of research about a product or service)
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Figure 3: A conceptual model of life-event based government portal (a legend of symbols used in the figure is provided in Table 1)
One-stop government portals can provide services of various kinds. The two most evident characteristics of life-event based services are technological sophistication and level of integration of services within a particular life event. Classification of both dimensions is described below and presented in Figure 4.
Technological sophistication of services within a particular life event comprises the following possibilities: 
(1) information level services, 
(2) downloadable forms, 
(3) e-applications (submitting of e-documents or electronic/interactive forms), 
(4) transactions (submitting of e-applications as well as receiving e-documents; no paperwork is needed any more for the user);
Additional characteristics and functionalities refered to the technological sophistication include:
· support for user authentication can be used for: (1) registration to the portal, (2) using the intelligent guide, (3) using the user profile and/or documents repository, (4) initiating services, (5) signing the documents or e-applications, (6) executing electronic payments; it can be realized in two ways: (1) with means of username/password mechanism, or (2) with means of digital certificate, which can support only authentication or also electronic signatures; however, it depends on the service or the feature itself, which kind of support is required for its use;

· support for payments necessary for life-event execution (e.g. administrative fees, taxes) can be: (1) mobile based, or (2) internet based; however the platform can provide: (1) a link to the payment service of another provider (e.g. bank), or (2) a payment service integrated into the platform; another possibility refers to the execution of the payment itself: (1) the user has to execute payment for each service separately, (2) the user has to execute only one integral payment, while the platform takes care of appropriate financial transfer to service providers; nevertheless, if electronic payments are not supported, they can be required to be paid in traditional way by the user;

· support for the life-event execution, which is necessary for the execution of services within life events by the platform; otherwise only services that are implemented within other websites and for which only links exist on the portal can be executed;

· support for monitoring (auditing) the life-event execution process enables the user to (1) see at any time at which phase of the execution process are his life events, (2) read the messages from service providers, and (3) react on the messages if necessary (i.e. exception handling); it can be realized through different channels; (1) phone, (2) SMS, (3) e-mail, (4) the portal or (5) a combination of it; however, the richness of the feature depends on channels used;
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Figure 4: Technological sophistication and integration levels of life-event based services

Integration level of services within life event: 
(1) dispersion (services within life event are available only on the web sites of the competent public authorities; the user has to find services for him/herself; no links from the portal are avilable; this level does not yet represent the one-stop government)

(2) one-entry point (services provided on the portal, however not in one place, so that the user has to find each of them separately; only links to the main pages of websites of service providers, or direct links to the web pages where services are available are provided, or services are provided in a standardized form within the portal itself; this level already presents one-stop government, however, does not yet represent life-event based services)

(3) step-by-step coordination (services are provided on a portal in one place according life-event approach, however, they are still unlinked, so the user has to initiate each service one after another
; only links to the main pages of service providers’ websites or direct links  to the service providers’ web-pages are provided, or services are provided in a standardized form within the portal
), 
(4) one-step coordination (services are provided on a portal in one place, they are interconected so that they can be initiated automatically by the platform after uploading of all application forms and supplemental documents for all necessary services by the user; another possibility is that application forms of all corresponding service are integrated into one form, which has to be filled in by the user and with the help of data from user's profile; in this case the portal authomatical produces individual application forms for particular services; in the end user gets individual resulting documents as a result of individual services execution), 
(5) integration (all services and corresponding back-office processes are reengineered and fully integrated into one single process and one single complex seamless service, the user fills in or uploads one integral application form and in the end receives one integral document denoting all necessary decisions and written rules);
Additional characteristics and functionalities refered to the integration level include:
· the range of user needs taken into consideration: 
i. the amount of services included within life event that are necessary for its full treatment or that add extra value to the user, 
ii. the amount of user circumstances considered in order to be able to properly personalize the life event and the corresponding services; all these can minimize or at the best case eliminate: (1) the number of services needed to be executed outside the platform (e.g. via another website or in traditional way), and (2) the number of exceptions within the later stages of life-event execution; this can also influence the inclusion of private sector service providers within the life events;

· support for the user profile, where the user can store all his personal data that has he ever provided through the platform; the user has full control over the profile, which means that he can select data to be stored, and change or delete selected data;

· support for document uploading, which allows the user to upload the necessary documents on the portal in order to enable the portal to automatically execute the services within life event; if the feature is not supported by the platform, data can be provided through electronic/interactive forms, however some services may require documents whose data cannot be provided through the electronic forms;

· support for the documents repository, where the user can store documents he uploaded to the portal and documents he received from different service providers; usually the documents repository is a part of the user profile; 

· support for the intelligent guide (personalization), which guides the user through an active dialog by asking several questions that depend on the answers of the user and then provides a list of services that are personalized according to the user circumstances in a particular instance of life event (active portal); if the intelligent guide is not supported by the platform, the consideration of user circumstances is much more awkward or even impossible, as the platform can at the best provide only an ordered list of all possible services with all possible variants (and probably a frequently asked section) through which the user has great difficulty to go and study for himself what is necessary in his particular instance of life event (passive portal);

· applicability of the platform at one-stop shops; this solution is convenient for the users who do not use internet; in this case the platform must be adapted so that public servants are allowed to use the platform on behalf of users.
4 Implementation of one-stop government in the selected countries
In order to demonstrate the current situation as well as prospects for future development of one-stop government we examined four European countries. Three of those countries, i.e. Slovenia (MPA), Hungary (KOD) and Poland (UMC), were trial-site countries, which cooperated in developing of the life-event oriented framework and platform for one-stop government within the OneStopGov project. The last one, i.e. Kosovo (KOS), was additionally observed because we wanted to find out what is the current situation and what are the prospects for future development of one-stop government in this newly established and still underdeveloped country, which development efforst are intensively strategically, financially and organisationaly supported by EU.
Since e-government strategies of all of these countries include objectives of a kind of one-stop government development we were interested in where in the process of implementation of one-stop government a particular countries are, in which direction they want to go and how they are prepared for transition to the higher levels of one-stop government development. For this purpose a simple survey was carried out. It should also be noted that in three countries, i.e. Slovenia, Hungary and Kosovo, central government level was surveyed, while for Poland a city of Częstochowa was taken into observation. In any case, all surveyed public authorities are responsible for development of one-stop government in their respective working environments. When interpreting the results a reader must also consider that many of the assessments made, especially in the evaluation of readiness, are of subjective nature, presenting personal opinion of the persons surveyed and do not present the official opinion of the country.
The results of the survey reveal quite different current development stages of the respective government web portals; however, quite similar objectives for future development, which means that countries surveyed plans quite different pace of future developments (Figure 5). However, looking at the current and desired target sophistication levels of life-event based services; they are reasonably different among the countries surveyed. On the other hand, the readiness assessments show that financial and organisational issues are among the most challenging for future implementation of one-stop government (Figure 6). This means that in the future developments soft, human-centered issues as well as financial planning must be handled much more carefully and considered in greater extent.
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Figure 6: Preparedness for the transition to higher level of one-stop government development in delected countries
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Figure 5: Current and target sophistication levels of government web portals in selected countries
5 Conclusions
In order to provide some directions and guidelines for future development of one-stop government and to stimulate further thinking about the concept as well as to provide a basis for development of key components on which a simple, concrete and comprehensive framework for implementation of one-stop government should be based, some driving forces, benefits, barriers and key success factors are presented in the following.
5.1 Basic characteristics 

The main purpose of true one-stop government is to provide more integrated view of public administration addressing user needs and requirements. One-stop government aims to overcome the problems of “classical” way of service delivery by providing single point of access to services, possibly using communication channels of users’ choice, addressing exact circumstances, needs and requirements and attempting to reduce the number of contacts to a minimum. By this, one-stop government overcomes the existing structure and complexity of public administration and focuses instead on what users perceive in their relationships with public bureaucracy. This leads to the realization of user-oriented or user-centred government, one of the key principles of eGovernment.
The most sophisticated one-stop government 
In general, the offerings of one-stop government portals comprise but are not limited to:

· a single point of contact for certain user segments

· organization of services by life events, which integrate services provided by different public authorities as well as some third-party providers

· all matters corresponding to a given life event can be resolved in one place and in one step
· intelligent guide that helps the user identify the right life event to lead him through an active dialog that meets the complete needs (user circumstances) and provide him a proper list of personalized services; including an ordered list of services within each life event and frequently asked questions
· life-event execution module, which gathers all necessary data and documents, executes all services necessary to perform a life event (initiate them and receives the results) and enables the user to monitor (audit) the execution process and react in case of exceptions

· user profile and documents repository to store user’s personal data and documents provided or received through an active dialog or life-event execution process

· payment module for the user to perform all necessary payments by the user via credit card or other mechanism

· user authentication module with the help of a username/password and/or a digital certificate to ensure privacy and security of activities
5.2 Driving forces
Potentials of one-stop government are those capacities of online one-stop government that are perceived as possible benefits or positive outcomes after implementation and during the operation of one-stop government either for customers or public authorities. However, during the process of one-stop government development they serve as driving forces or specific objectives for development of one-stop government web portals and life events. We can determine the following basic potentials, which should be in the front of attention when developing any one-stop government solution and from which benefits can arise:

· User-orientation. It denotes building services around user needs (i.e. of citizens and businesses). In particular it addresses the provision of public services in an easy-to-use way where the user is not required to know the specifics and internal structure of public administration (e.g. which services are required to settle a particular user problem, who is the service provider, etc.). 

Usually this issue is disposed by utilization of life event approach, where public services are grouped or integrated according to their life situations or events. This means that all public services which are required to solve the user’s life event should be accessible at a single point of contact and in the best case executable in one step or with one visit. 

Even more, suitable tools should be in place that the users are able to access these services in a well-structured and well understandable manner meeting their circumstances and needs (e.g. intelligent guide, user profile, document repository, case auditing system, e-payment and user authentication mechanisms, etc.).

· Coordination and integration of back-office systems and processes. For truly user-centred government coordination (i.e. joining-up) and/or seamless integration of back-office systems is required on technological as well as on organisational level. Joining-up of back-office systems is realized at the front-office within the OneStopGov platform, providing mechanisms for smooth data interchange needed for life-events personalization and execution (i.e. connection of particular services with the corresponding back office processes and for access to different public registers).

However, an important enhancement of the joining-up at the front-office side is integration of back-office processes, which corresponds to the services within a particular life event, to one single seamless process. Although not obvious, such full integration can contribute to profound effectiveness gains; however, it requires also fundamental redesigning and reengineering of back-office processes including rearrangement of responsibilities and internal fragmentation of public authorities. In this case efforts must be made to reduce, automate, eliminate, parallel or arrange in totally different ways those activities or even processes which do not add value to the life event, i.e. do not contribute to the achievement of its goals and objectives. These activities are usually different administrative tasks, checking of facts, controls and approvals. On the other hand, adding value activities refers mainly to different decision making activities, which usually can not be totally automated, but can be grouped into joint activities, ideally performed by one appropriately skilled and empowered public servant.

· Universal access. Universal access addresses the equal accessibility of public services by all kinds of users in an easy to use way. Usually this requires utilization of multichannel approach. Basically, OneStopGov platform is accessible via the internet and at physical access points, as one-stop shops (for those users not using internet) where public servants use the platform on behalf of the users. However, particular functionalities of the OneStopGov platform can be realized using other communication channels, e.g. phone, SMS, fax, e-mail, traditional post, etc.

However, in practice full utilization of this approach means introduction of electronic business not only to the front-office but also to the back-office processes, where suitable technological and organisational support for electronic documents, electronic authentication and electronic signatures, informatized public registers and other databases, and electronic administrative procedures should be in place. In addition an appropriate level of security and privacy must be assured.

· Once-only submission of data to public administration. Refers to the consideration of the rule in which users communicate their data to public administration only once. This means that the user may be asked for a particular data or document only once, which refers also to the submission of data changes. Public administration (and corresponding information systems) must then assure appropriate storage and data sharing among public authorities and information systems which need them. 

At the front office side this usually requires utilization of the user profile and documents repository containing data and documents the user had ever submitted or received on the portal as well as appropriate connections to back-office systems and databases. Application of this rule also forces the full integration of services within a particular life event in the sense of integration of application forms, which are typically required for each single service, into one comprehensive application form for the whole life event. This assures that each data is captured only once and then used as many times as needed.

At the back-office side this requires not only interoperable information systems and databases but also trust among public authorities as well as external users, since they many times see privacy fears in personal data sharing and integration; 

· Obligatory data acquisition from public registers as official duty. This rule is closely related to the previous one; however it set it into the wider context. Refers to the rule, where public administration should obtain data, which are already stored in public registers or other databases in the competence of public administration, upon their official duty, not allowing requesting them from the users.

At the front-office side this means elimination of most if not all supplements to application forms, since most of them contain only data already known for public administration. In addition, due to the same reason, this also means significant reduction of size of application forms for themselves.
5.3 Benefits

Benefits of one-stop government are proven advantages or profits gained from already implemented and operating one-stop government; perceived as such either by customers or public authorities. Potentials can become benefits at one time. The difference could be in the time of realization – a potential would be a benefit which hasn't been perceived or measured in reality yet, but according to progress and experiences made so far, it may become a benefit in the future (for example, eGovernment as a preventer from corruption). The benefit, on the other hand, would be the advantage or profit that has already been proven (for example, evidences for cost and time savings, improved users' satisfaction etc.). 

Benefits can be efficiency (i.e. tangible) or effectiveness (i.e. intangible) oriented. Effectiveness is a qualitative measure, e.g. is the objective achieved. Efficiency is a quantitative measure, e.g. how much of the objective is achieved at what cost. However, efficiency has no sense if the effectiveness is not achieved. Hence, benefits must be objective and outcome oriented and measurable, either as monetary values or as qualitative assessment on a particular scale.

According to literature reviewed, there are five main categories of one-stop government benefits:

· Financial benefits: cost reduction (control of costs, lower control and maintenance costs, time savings etc.);

· Social/users benefits: increased participation, contribution to the quality of life, transparency, improved satisfaction etc.;

· Organizational: improved efficiency (reduced costs, time), improved effectiveness (simplified processes, greater quality of services, eliminating non adding value processes), less routine tasks (because of reduction of administrative tasks at the front office and automation of a greater number of back-office activities), better quality services (breaking administrative barriers, improved accessibility, usability), etc.;

· Technical: promotion of standards, access to information anytime/anywhere, backup copies storage in different locations, reduction of duplicate data collection, processing and storage, better information security and authorization by centralizing etc.;

· Political: enhanced credibility, improved reputation, increased controllability, integrated planning etc.

5.4 Barriers

One-stop government barriers are defined as characteristics – either real or perceived – of different context which work against developing one-stop government, either: because they impede demand, by acting as a disincentive or barrier for customers to engage with one-stop government services; or because they impede supply, by acting as a disincentive or barrier for public authorities to provide one-stop government services. Six main categories of one-stop government barriers were recognized:

· financial: lack of resources, lack of public-private partnership etc.;

· social/users: digital divide, trust, usability etc.;

· organizational: leadership failures, poor coordination, lack of experience, resistance to change, different organizational cultures, potential loss of power due to centralization etc.; 

· technical: lack of data-sharing standards, interoperability, access to infrastructure etc.;

· political: lack of political will, more interest for short-term than long-term benefits etc.;

· legal: personal data privacy issues, lack of suitable legal framework concerning e-documents and enabling e-transaction.

5.5 Key Success Factors

One-stop government Key Success Factors are those events, circumstances, conditions, or activities that require special attention of management because of their significance for successful implementation and operation of one-stop government. The following key success factors are depicted as the most relevant for the implementation of one-stop government:

· strong political will,

· determination of key government officials, management support, strong active and flexible leadership,

· creation of climate of trust (among public officials and among citizens) and motivation of all stakeholders (e.g. so that all stakeholders receive benefits from the new system),

· clear vision and clear objectives,

· frequent communication between project partners and between project partners and potential users  (through workshops, site visits, public meetings),

· training (which should make staff feel and be competent in using the new system),

· participative approach (since it increases motivation, stakeholder buy-in, brings cross-functional and cross-organisational collaboration, and involvement of end users),

· step-by-step (phased or modularized) implementation,

· adequate budgeting and time-horizon,

· adequate technological infrastructure,

· process and software reengineering.
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� The user can initiate each service either in a traditional way or electronically. This depends on the technological sophistication of the service. If only information for the service is available, then it should be initiated in the traditional way. If downloadable forms for the service exist, the service can be initiated either in the traditional way or electronically if the one-stop government platform supports proper uploading of such documents. If an e-application for the service is available or the service is transactional, it can be initiated electronically. In case of transactional services, the user also receives documents (such as decisions, written orders and other documents) from service providers in electronic form; otherwise they are sent by ordinary post.


� This means that the platform incorporates a standard service execution module, which assures proper execution of services and enables all services to have the same design and structure.






