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Abstract: The paper provides some of the interim results of the Fifth Framework PRISMA project dealing with the impact ICT
on government and citizen services in Europe. In the paper, the concept of one-stop government is described, the current state of
the adoption of ICT both in Europe and the Czech Republic is briefly outlined and recommendations for the Czech agriculture
derived from the major trends within the development of the use of ICT for better citizen services as well as for enhancing
competitiveness of rural businesses.
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Abstrakt: Prispévek uvadi nekteré dil¢i vysledky projektu PRISMA financovaného z prosttedkt 5. rdmcového programu
EU. V pfispévku je vymezen pojem one-stop government a stru¢né popsan soucasny stav vyuzivani informacnich a komu-
nika&nich technologii, a to jak v Evropé tak v Ceské republice. Hlavni vyvojové trendy v dané oblasti jsou pak vychodis-
kem pro formulaci doporuceni pro poskytovani lepsich sluzeb obfanim i pro zvySeni konkurenceschopnosti na venkoveé

pusobicich podniki.
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INTRODUCTION
The Concept of One-Stop-Government

One-Stop-Government addresses a crucial problem of
modern public administrations. In the historical process
of assuming more and more responsibilities, the admi-
nistration and operation of state administration has been
assigned to certain, functionally delineated branches or
agencies of public administration. In addition, typical
divisions of legal and/or operational authority between
national, regional and local levels of governments exist.
The result is a highly fragmented public sector which
does not reflect a customer’s perspective, who expects
or prefers to have all related concerns concerning a cer-
tain event or situation to be taken care of by one or a few,
but not many service providers.'

Due to functional fragmentation, however, in most
countries both citizens and businessmen would have to
deal with many different agencies. To complicate matters,
different levels of government and functional divisions
are so many that in most situations citizens and business-

es do not even know who is responsible for their con-
cern, frustrating contacts with public administration.

One-Stop-Government is a solution for these problems,
as it is strongly supported by public administration ex-
perts underscoring the crucial role of “integration” for
achieving citizen- or customer-oriented government
(Bent, Kernaghan et al. 1999; Office of Intergovernmen-
tal Solutions 1999).

One-stop service also means reducing the necessity to
switch between different media when interacting with the
public administration. Taking this into account, an inte-
grative approach to the provision of electronic govern-
ment services may have several dimensions:

— Integration of different agencies and administrative
levels (e.g. federal/local).

— Integration of different service types (information, com-
munication, transaction).

— Integration of different service providers (e.g. public/
private).

Therefore, it becomes clear that the development and
operation of a one-stop service requires a high degree of
co-operation and cross-agency working. Practical reali-

The contibution presented at the international conference Agrarian Perspectives XI (CUA Prague, September 18-19, 2002).

'In today’s economy, citizens are used to comprehensive services. Supermarkets offer many different kinds of foods, travel agencies
sell package tours, and banks take care of everything from checking accounts to investment strategies. Turning to government, a
citizen could expect to find all his needs associated with retirement being provided by a single office. So could a business wanting
to build a new storage facility on its premises.
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sations by public administrations therefore remain a big
organisational challenge as is indicated by an only labo-
ratory state of implementation to-date. The indispensable
requirements are: continuous co-operation among differ-
ent units of administration (e.g. exchange and mainte-
nance of data), reorganisation of departmental functions,
and adjustments of associated regulations and skills. If
the integration of services is understood as including
transaction functions, barriers as sketched above apply
here, too.

There is an increasing number of private services act-
ing as intermediaries between individuals and public
authorities. One function of these intermediaries is tak-
ing away the burden of contacting one or several admi-
nistrative offices, but they also use their professional
knowledge in order to configure available services in a
way that suits their customers best. A similar develop-
ment can be seen in the growing co-operation of public
administration with private services.

Integration, however, is not the only aspect of custom-
er orientation: citizens want service with as little effort as
possible on their side. Difficult-to-understand rules and
procedures are posing obstacles for them. They also
want quick service. They do not like waiting in lines or
shopping around and are pleased with instant resolving
of the matter. In addition, services should be easily ac-
cessible, which means convenient opening hours and
service delivery points within a short distance from
where they live and work.

Problem of integration
Principles of One-Stop-Government imply that govern-

ment agencies need to co-operate and even, where ne-
cessary, integrate and re-engineer their structures and
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processes. They need to be ‘joined-up’. Such re-engi-
neering should be considered both horizontally and ver-
tically, as shown in the Table 1.

The terms ‘integration’ and ‘joined-up’, as used here,
should not be confused with ‘centralised’. Indeed, go-
vernment can be both highly integrated, joined-up and
de-centralised. In fact, a third ‘centralised-decentra-
lised’ dimension could perhaps be added to the diagram.

State of One-Stop-Government in the European
states

One-Stop-Government in Europe, on the whole, is in
an infant state. In all European countries, at least, a few
One-Stop-Government projects were identified, leading
to the conclusion that One-Stop-Government is a con-
cept pervasive through all of Europe. The infant state of
One-Stop-Government is also reflected when selecting
projects to identify best practices: among all 98 studied
projects only eleven projects satisfied criteria of actual
implementation.?

While interest in One-Stop-Government is growing, lit-
tle knowledge exists regarding crucial success factors
and barriers. Filling this gap is in particular difficult, be-
cause One-Stop-Government projects are still compara-
tively few in number.?

OBJECTIVES

On September 1, 2001 authors of this paper joined the
International Research Consortium within the FF Pro-
gramme, Action Line 1.1. RTD Spanning Key Action I:
“New models for providing services to citizens”. The re-
search team consists of researchers from six EU-18 states

Table 1. Vertical and horizontal integration of e-Government in inter-government process re-engineering

Horizontal integration and co-operation
between different government departments or agencies, including with non-government
actors, such as the private sector and the third sector

Vertical integration and
co-operation

between government levels:
national/federal, regional,
jocal, community

‘bureaucratic’ government.

Integration of single government functions
between levels, e.g. administration,
education, health, employment services, etc.

Traditional, compartmentalised,

Fully joined-up’ government, for example
around life events and business activities,
integration across borders, etc. Full
vertical and horizontal integration.

Integration of multiple government functions
within a geographic entity and between
geographic entities (cross border).

2Projects which started early and have failed until today are not included in observation. Of the still “running” projects — or examples
— only 18 projects out of 98 covered started in 1995 or before, only four projects even before 1990. Most projects covered were
started in 1997 and 1998, indicating mostly a pilot status of the projects. Projects listed in 1999 are mostly in the planning stage.
3See surveys: USA — Seidle (1995): 117-138; Lips and Frissen (1997); Intergovernmental Advisory Board (1998); Bent, Kernaghan
et al. (1999); Office of Intergovernmental Solutions (1999). In Europe — not many have been presented — Lips and Frissen (1997)

have covered the Dutch project OL2000 and projects in Britain.
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and four newly associated states. The common research
project PRISMA aims to provide a systematic analysis
and synthesis of current and future impacts of new in-
formation and communication technology on govern-
ment and citizen services in Europe (see http://www.
prisma/eu.net). This paper draws from the experience
gathered so far within the PRISMA project with the aim
to provide review current state of development of ICT
adoption in order to improve government service for cit-
izens — both in Europe and the Czech Republic, briefly
outline the ICT policy for the Czech agriculture and in
accordance with the major trends in the area formulate
recommendations for the Czech agriculture.

MATERIAL AND METHODS

Paper methodology is derived form the project meth-
odology, which is based on mapping and qualitative com-
prehensive analysis of current best practices provided
in 18 European countries. The research team have select-
ed hundreds of best cases which were evaluated using
multi-criteria qualitative evaluation techniques. General
trends and tendencies were then projected to the hori-
zon 2010. These can be considered as drivers of future
development in e-services provision.

A more detailed definition of the key word of this pa-
per and related research — one-stop government — is pro-
vided below.

One-Stop-Government defined

Terms “single window” and “integrated service deliv-
ery” are vague and thus it is impossible to give a strict
and not vague definition of One-Stop-Government. Bent,
Karnaghan et al. (1999) have suggested to distinguish
One-Stop-Government projects according to purposes
and structures.

Classification according to purpose:

Projects are distinguished among three types of “gate-
ways”, which make it possible to classify most of practi-
cal projects.

* First-Stop: This is typically an information counter which
guides the citizen to the relevant services based on his
or her needs. The information counter can be realised
both in a physical location or “virtually®, e.g. on-line
through a website or an electronic kiosk.

* Convenience Store: Here, many different transactional
services are located in a single office or on one web-
site. The services satisfy the needs of many different
concerns of citizens. Convenience store government
normally means locally decentralised government and
integrates services within the jurisdiction. Also typical
for convenience store government is that more complex
services cannot be delivered here, as they require more
service, knowledge, or time to finish.

* True one-stop: Like a truck-stop on an interstate which
offers gas, repair services, food, and lodging, a true
One-Stop-Government service integrates many, most or
all services which are necessary to satisfy concerns of
specific client groups or in specific events, such as fam-
ily, job or location changes. These services can be inte-
grated within one or — more advanced — multiple juris-
dictions. Another meaning of one-stop service includes
the dedication of a single contact person to handle all
of a customer’s concerns.

A second dimension along which to distinguish One-
Stop-Government is the structure of service delivery.
Bent, Kernaghan et al. (1999) suggest the following six
options:

1. Owner-delivered

2. Owner-delivered in a co-located environment

3. Shared delivery through integration

4. Delegated delivery through a corporate service utility

5. Delegated delivery through an Inter-governmental ser-
vice utility

6. Delegated delivery through another service provider
(“Multiplexing”).

Not all One-Stop-Government projects can be ranked
into one exclusive category.*

Delivery channels comprise physical locations, web-
sites, kiosks and call-centres.

* Physical location: One way to deliver One-Stop-Gov-
ernment are traditional office buildings or other — phys-
ical — institutions, such as dedicated “government
stores”. Service is face to face and often over the coun-
ter. Information technology support is needed for the
front-line employees, typically to give them access to
customer data and information on services of the back-
office institutions integrated at the physical location.

* Web-Site/Internet: The Internet has proven to be a pow-
erful new medium to deliver all kinds of services, in-
cluding financial transactions. Governments can use
web-sites to communicate and conduct business with
their customers. Web-Sites can be accessed at home,
the workplace or public access terminals (PC- or kiosk-
based).

* Kiosk: Self-service kiosks can also be used to deliver
services directly to customers. Interaction with the ser-
vice provider is fully automated, including payment func-
tions. A one-stop kiosk integrates services from differ-
ent service providers. Kiosks can be spread out to a
greater variety of locations than office buildings usual-
ly are.

* Call-centre: The term “call-centre” is in itself ambigu-
ous and can refer to anything from a central phone num-
ber of an agency to an outsourced operating unit hand-
ling all or most client contacts for one or more agencies.
In the context of this project call-centre refers to tele-
phone applications delivering information, referral or
transactional public services.

* Especially, the distinction between the second and third structure is difficult: when can the delivery of services of two agencies be
called integrated, and when is it only co-located; especially when the aspect of “delegation” is covered by yet another structure.
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Also, intergovernmental networks and workflow appli-
cations are important components of One-Stop-Govern-
ment projects.

RESULTS AND DISCUSSION
e-Government in competitive agriculture

The emerging 2 1% century workplace is increasingly re-
ferred to as a “knowledge-based” economy, an environ-
ment in which the ability to access information quickly is
a highly valued skill. Development of the future agricul-
ture — much more than other branches of national econ-
omies — will depend on governmental control. The
special role of agriculture in sustainable development,
environment protection and healthy nourishment will not
do without supports, quotas and strict rules. As govern-
ment becomes a player in the knowledge-based market-
place, especially governmental organisations and
government workers and employees operating in rural
environment will need to be increasingly flexible, respon-
sive, and customer oriented. The most valuable workers
will be those who can fill a variety of roles and rapidly
master new ones. For all these reasons, computer litera-
cy is an increasingly valuable asset for employees both
in the private and the public sector.

Being the users of these e-services, farmers, entrepre-
neurs and citizens in countryside regions have to have
an easy access to the Internet and relevant education in
information technologies.

E-services based on ICT technologies offer the gov-
ernment some tremendous opportunities to move forward
in the 21st century with higher quality, cost-effective,
government services and a better relationship between
farmers, citizens and their government.

A good functioning e-Government and congruous e-
Administration are the base for the future rural develop-
ment and competitive agriculture.

e-Governance in the Czech Republic

The role of major co-ordinator for public administrative
information systems building and development in the
Czech Republic (the CR), covering also regions and com-
munities, is in accordance with the Act No. 365/2000 Coll.’
dedicated to the Office for Public Information Systems.
The Office is a body of the CR state administration. Pub-
lishing standards for the information systems area and
testing of ability to meet those standards are major in-
struments for availability their competency. The evalua-
tions are lent to independent institutions. The mission
of these institutions is to ensure the evaluation of public

5 The Act on public administrative information systems.

administration information systems. The Office acts as a
major contact institution for the European Commission
in the area of various questions regarding information
society development.

State Information Policy in the agrarian sector

The Ministry of Agriculture of the Czech Republic has
adopted a strategy based on the State Information Pol-
icy to be governmental basic instrument, which affects a
new era of information society entrance for producers
and other population operating in the agrarian sector.
The document includes following goals and areas of state
information policy:

— information literacy

— e-democracy

— public administration information systems development

— communication infrastructure

— information systems credibility and security and per-
sonal data protection

— electronic commerce

— transparent economical environment

— stable and secure information society.

The government has adopted the Public Administra-
tion Information Systems Building Conception . The
Action Plan of State Information Policy Implementation
(its purpose is to present preparedness of central public
administration bodies to take information society vision
by direct and indirect activities to real benefits felt by
citizens and to present ability to put principles of co-
operation with other subjects in practice, in particularly
self-government and business community when trying
to reach state information policy goals) was adopted by
the Czech government in May, 2000. It is the most inter-
esting instrument for filling the State information policy
goals.

The CR joined program goals “eEurope + Initiative™’
together with other candidate countries for the EU entry.
The primary goal is to use opportunities, offered by the
new, digital and knowledge-based economy to accelera-
tion and economy development. The Action Plan, which
is actualised by the government, in sense of reflection
both the State information policy priority areas and eE-
urope+ is prepared.®

RECOMMENDATIONS

What to do in the Czech agriculture to reach the EU
level of current e-Government

1. Tie e-Government initiatives more firmly into all areas
of government policy.

¢On 11th of October, 1999, following the Government Resolution No 525/99, Article I1I (see Government Resolution No 1059/99).
"In June 2001 at The EU summit in Swedish Géteborg (15.—17. 6. 2001).

8 For further information, see www.uvis.cz.
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2. Use e-Government to change what government does,

not just do it better.

. Measure benefits as well as costs.

4. Develop a notion of “universal service” for all citizens:
access, affordability, skills, incentives.

5. Develop strategic alliances with a variety of private
companies and civic and community organisations.

6. Build a portal that integrates complete range of govern-
ment roles and provides paths to them based on citizen
need and life situations rather than department or agen-
cy.

7. Digital democracy — transparent, open and account-
able government.

8. Roll out services (e.g. using pilots, incubators, best
practice and benchmarking), and learn from mistakes.

W

Selected recommendations for the Czech
agriculture

Information kiosks

Studies show that low-income individuals, single-par-
ent households and especially rural populations may be
less likely to have access to computers and the Internet.
In addition to the cost factor, some individuals may be
unable or disinclined to acquire computer skills — but
should be regular users of information networks. In this
context, state agricultural administrative have to focuse
on the development of information “kiosks”. These
kiosks should be placed in public areas (shopping malls,
banks, rural community centres, etc.), and use simple in-
teractive processes. Specific conditions and users needs
in agriculture require the governmental service provid-
ers to expand the number and variety of information
kiosks available. The kiosks could be used for informa-
tion on subsidies, new ordinances, health issues, em-
ployment opportunities, consumer product safety, and
other topics, all in simplified formats to maximise agrari-
an public access.

On-line Government Phone Book

The functional logic of the yellow pages is usually
somewhat less clear. A farmer knows what he is looking
for, but he does not know where to start looking. These
problems can improve functionally arranged “blue’ pag-
es which could be available both on-line and in the local
yellow pages. These could be easily located and electron-
ically searched.

Free Digital Certificate Availability (ECDL) for all
citizens

Digital certification is an important element of creating
an on-line environment that ensures the trustworthiness
of transactions. While various technologies can accom-
plish this objective, they each involve some form of dig-
itally certifying the authenticity and integrity of data (e.g.,
letters and transactions) transmitted electronically across

anetwork. A principal role in mutual e-services provision
will have the electronic signature. Government should
bear a differentiate amount of the cost of providing a free
digital certificate to each farmer who will use the net ser-
vice system and will take advantage of mutual on-line
communication. This digital certificate could then be
used whether the individual was acting on his/her own
behalf, as a farmer or a company employee, or in any oth-
er capacity in which a signature is required.

Handle disparities in access to the Internet

A number of reports have been issued that analyse the
disparities in access to the Internet according to popula-
tion demographics, and discuss how those gaps are
changing. According to some of these studies, some
groups are less likely to have access to the very technol-
ogy that is fuelling economic growth for other parts of
the population. However, other studies show that this
gap is changing because of the efforts of private compa-
nies and philanthropists in donating computers and
sponsoring remote Internet services. These problems
should be seriously treated and relevant research should
be organised. The results of this studies would be made
publicly available.

Learning from the private sector

The private sector clearly has led the way in using the
Internet and other IT advances to break down communi-
cation barriers, slash procurement costs, streamline pro-
cesses, boost productivity, and re-shape expectations
for business-to-business transactions. The government
can benefit substantially by adapting the lessons and
harnessing the expertise of the private, non-profit, and
academic sectors to advance the cause of e-Government.
Reciprocally, substantial incentives exist for organisa-
tions in each of these sectors to bring these e-Govern-
ment concepts to reality, given the associated economic
opportunities, research needs, reduced cost of govern-
ment interactions, and prospects for enhancing govern-
ment services. Private companies have been highly
successful in using the Internet to re-design how they
do business. As a result, they have slashed costs, im-
proved production, and created new markets and better
services. The federal government can learn from the pri-
vate sector, to apply the lessons of private businesses
to improving government on-line services:

Improve citizen access

Government officials can use web sites to hold on-line
meetings, press conferences, case studies and on-line
advisory services.

Enhanced search capability

With the ever-increasing demand for information to be
posted on the Internet, users can see that private institu-
tions web sites are better arranged then the government
web sides. Even when the desired information is present,

® Similar “blue pages” uses Federal Government for American farmers.
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people searching the government web site may not find
it easily because of how the information is arranged. The
government should take measures to improve the
“searchability” of its on-line data'®.

Improved organisation of Government information

All ministries and state agencies already have some
degree of presence on the Internet, in the form of web
sites. In their current state, these sites serve as individu-
al and specific “portals” to provide citizens with access
to a vast array of public information. Some experts be-
lieve that the public would be better served if these ef-
forts were better co-ordinated.

Private co-operating companies

The Ministry owns a vast amount of information (in the
form of reports, databases, and other records) that could
be much more useful to farmers, entrepreneurs and citi-
zens producing and living in rural areas if it were pack-
aged differently or organised more efficiently. Much of
this information has never been placed in electronic form,
or may be arranged in a format that is difficult to access
and/or understand. Significant opportunities may exist to
provide this information to interested users in user
friendly formats. As envisioned here, public-private part-
nering could be used to identify information categories
that would be the highest in citizen demand''. The bene-
fit lies in repackage of the information and attracting new
potential users on the market. Private organisation may
be able to find other markets for the information, such as
clients willing to pay for additional analysis and research
based on the government data.

Privacy issues

In the future, it seems almost inevitable that farmers and
citizens as well as and businesses will conduct more and
more government interactions on-line. Despite the op-
portunities this future holds, however, the potential of
the Internet for government services will not have fully
explored until individuals feel confident about how the
government protects their privacy in on-line interactions.
Ministry agencies have diverse missions, and the infor-
mation collected from a visitor to a given agency web site
may legitimately be used very differently than it would
be used at a different agency web site. A fundamental
premise of e-Government privacy must be that the indi-
vidual visitor knows (1) what type of personal informa-
tion is collected, if any, (2) when that information is
collected, (3) how that information may legitimately be
used. This allows the citizen to make an informed deci-
sion about whether or not to reveal personal information
as part of a given government transaction.

Subsidy of virtual education

Increasing the computer literacy both of the citizens
and of the officials can help to ensure that, as citizen-to-
government interactions become more automated, gov-
ernment employees are ready to actively participate in the
transition. This increase in computer literacy can be
achieved, in part, by ensuring that federal employees
have easy access to computers, the Internet, and a broad
range of computer training. The Internet has remarkable
potential as a distance learning tool, and efforts have
been underway for years, in the academic sector, to tap
that potential'. Virtual education based on on-line com-
munication can help in providing of education for adult
employees by means of on-line certified computer cours-
es at various skill levels, and to make that curriculum
available at no charge to all government employees.
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