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1. Introduction to the Under stand Proj ect

The Understand project was launched in February 2004 with the remit of developing
standard indicators for benchmarking the information society across European
regions. Regional investment in the Information Society has increased dramatically in
recent years and as a result adegquate monitoring and evaluation tools are required. On
a European level, while the e-Europe plan provides wider benchmarking guidance and
directs policy making, at aregional level there is a distinct lack of basic data to help
understand the regional situation and to evaluate the impact of policies. It is this data
gap that the Understand project aims to address.

The specific objectives of the project are:

To analyse the state of the situation in terms of existing indicators for the
information society at aregional level

To evaluate the e-Europe indicators through the proactive involvement of
regional policy makers

To define common indicators and methodologies (the benchmarking tool
kit/handbook) for at least 4 e-domains

To create a network of regions that benchmark on the development of the
Information Society and thereby provide policy makers in these regions with
concrete support for investment decisions

To design and establish a trans-regional database for uploading of regional
Information Society indicators for analysis and benchmarking/benchlearning
To build on and analyse hard data in order to establish how and why some
regions perform better than others

To disseminate guidelines, methodologies and tools among all EU regions in
order to create acommon standard for regional e-indicators

To provide EC and member states with a regional perspective on
benchmarking e-Europe.

The Understand project has identified that in order for data to be of use, both within
regions and as a basis for comparison with other regions, a common methodology
must be used. Partner regions have defined a Memorandum of Cooperation in which
they agree to work towards common indicators, shared data and methodologies.

The main objective of the project isto compare and evaluate regional development of
the Information Society by defining and applying a set of common regiona e
indicatorsin 4 key areas.

= Socid Infrastructure; Citizens

= Technica Infrastructure; Broadband

=  E-Government

= E-Business

The purpose of this handbook is to define the core set of indicators in each of the four
domains outlined above, and a'so to outline the methodol ogies for data collection.



The handbook is divided into four sections, one for each domain of interest. Within
each domain there is a section dedicated to each indicator (or group of indicators),
followed by a definition of terms, rationale for the indicator and then an outline of the
data collection method (including survey questions where these are required). Thereis
also a clear outline at the start of each domain outlining the full data collection and
sampling methodology in each domain. Where the data is to be collected by
guestionnaire or survey questions, these are included at the end of each domain
description.

In each questionnaire (where applicable), demographic and category defining
guestions are included in order to establish base data. In the area of socid
infrastructure we are looking to establish information such as age, gender, education
level and income band. In the area of e-business we are aiming to establish the
position and responsibilities within the company of the person we are speaking to as
well as basic company information such as annua turnover. In the area of e
Government we are looking to establish base data through control questions at the
outset of the questionnaire, such as the number and size of public administration
authorities.

Optional and Additional questions

Within a number of the domains there are questions that are marked as optional. This
means that they are included in the questionnaire as they are deemed important by the
majority of partners involved in the domain. However, those partners who do not
want to include these questions in their surveys are welcome to leave them out if they
SO wish.

In addition to the questions included in the core questionnaires found in this
handbook, partners are welcome to include any additional questions that they consider
specifically relevant to their regions. The data from these questions will be used
within regions but will not form part of the wider project data bank.



2. Social Infrastructure; Citizens

Domain definition

This section of the handbook is concerned with outlining and defining the indicators
and methodology in the area of Social Infrastructure. Socia Infrastructure refers to
levels and types of Internet access utilised by citizens.

Contextual information —the Digital Divide

The concept of the digital divide is based on the hypothesis that divides exist between
individuals or social groups with differential degrees of access to and usage of ICTs,
and that the basis of this divison may include any or al of such demographic
characteristics as age, gender, income, education, ethnicity, marital status, household
composition, region and locality. In general, the resultant effect is the digita
engagement of some individuals with relatively high levels of access to and usage of
ICTs (for instance, high earners with high levels of educational attainment) on the one
hand, and the digital exclusion of other individuals with little or no access to and
usage of ICTs (for instance, low earners with low levels of educational attainment),
on the other. Data collected in the area of citizens will help to provide further
information about digital divide issues that are relevant in all regions involved in the
project and as aresult will help to influence future policy interventions.

| ssues to measure

Levels and type of Internet connection that citizens have within their
homes

If and how much they use the Internet in other locations

What people access and buy on the Internet

What services they use, including levels of usage of email and SMS

M obile phone ownership and usage (particularly 3G)

The following indicators will be measured in the domain of Social Infrastructure;
(The basis for each indicator is specified in brackets after the indicator).

1. % of individuals having access to the Internet at home (% of all respondents)

2. % of individuals living in non Internet connected househol ds because of :
2.1 Price

2.2 Access elsewhere

2.3 Not needed

2.4 Lack of Skills

2.5 Other

(% of non-Internet connected househol ds)



11.

3. % of individuals living in non-Internet connected households that intend to get
an Internet connection in the next 12 months (% of non-Internet connected
househol ds)

4. Duration of Internet connection in the home (% of Internet connected
househol ds)

5. % of individuals with household broadband connection (% of Internet
connected individuals)

6. Specification of speed of connection (where known). (% of Internet users)

7. % of respondents who personally use the Internet and the purpose of use (% of
all respondents/% of Internet users)

8. Duration of personal Internet usage (% of Internet users)
9. Most recent usage of the Internet (% of Internet users)

10. % of individuals regularly using the Internet (by device, most popular device
and frequency of use) (% of Internet users)

10.1 Desktop PC

10.2 Digital TV

10.3 Mobile telephone
10.4 PDA

10.5 Laptop

10.6 Other

10.7 Desktop PC

10.8 Digita TV

10.9 Maobile telephone
10.10 PDA

10.11 Laptop

10.12 Other

Frequency of use

11.13 Every day

11.14 Several times a week

11.15 Approximately once a week
11.16 Approximately once a month
11.17 Less than one hour

11.18 Between 1 and 5 hours
11.19 Between 6 and 10 hours
11.20 Between 11 and 20 hours
11.21 More than 20 hours



12 % of population using the Internet at
12.1 Home

12.2 Workplace

12.3 Place of education

12.4 Friend’ s house

12.5 On the move

12.6 Internet cafe

(% of Internet users)

13. % of Internet users who have used a PIAP (% of Internet users)

14. % of Internet users who have used the Internet to order products and services
for private purposes (% of Internet users)

15 % of Internet users who have paid for goods and services for private purposes
(% of Internet users)

16 % of Internet users who have bought transport tickets online (% of Internet
users)

17 % of Internet users who have visited their loca public
administration/municipality website in the last 3 months (% of Internet users)

18 Purposes of access.
18.1 Get information
18.2 Download forms
18.3 Submit forms
18.4 Make payments
18.5 Never Visited

19 % of satisfied/dissatisfied local eGovernment users (% of local government
website users).

20 Reasons for not visiting the Local Authority/Municipality website (% of
Internet users who have not visited the LA website)

20.1 Unaware website existed

20.2 No interest in accessing website
20.3 Too complicated

20.4 Lack of trust

20.5 Other

21. % of Internet users who have used the Internet in the last 12 months for
private purposes to communicate with their own doctor/clinic in specific ways or
for specific purposes. (% of Internet users)

22. % of Internet users accessing health information on the Internet (% of Internet
users)



23. % of Internet users who have used the Internet to find regional information
(breakdown by purpose) (% of Internet users)

23.1 Getting news about your region or locality

23.2 Checked for opening times, addresses or other practica information about a
region

23.3 Visited the website of aregiona neighbourhood charity, welfare or voluntary
organisation

23.4 Visited the website of a regional political party, trade union, residents group
or other civic or political organisation

24. % of Internet users who use the Internet as part of their job (% of Internet
users)

25 % of Internet users who have accessed traffic information online (% of
Internet users)

26. % of users using online banking for private purposes (% of Internet users)
27 % of Internet users searching for jobs online (% of Internet users)

28. % of Internet users using the Internet to find information about goods and
services (% of Internet users)

29. % of Internet users using the Internet for playing or downloading games,
images or music. (% of Internet users)

30. % of Internet users who make regular use of email (% of Internet users)

31. % of Internet users who make regular use of SMS via a PC (% of Internet
users)

32. % of Internet users who have made use of: (% of Internet users)

32.1 Instant messaging/chat

32.2 Telephone calls viathe Internet
32.3 Videoconferencing

32.4 Search engines

32.5 Emails with attachments

32.6 Weblogging

32.7 Online auction websites

33. % of respondents who have a mobile phone (% of all respondents)

34. % of respondents who use their mobile phone to/for: (% of all respondents)
34.1 Accessing the Internet

34.2 Sending MMS

34.3 Downloading games
34.4 Download ringtones



345 AsaPDA

34.7 Towatch TV

34.8 Tolisten to theradio.
34.9 To send/receive email
34.10 As acadendar/diary

35. % of the population having engaged in an ICT training course. (% of all
respondents)
For each of the survey questions outlined below we are concerned only with those

members of the population who are aged 16 and over.

Data Collection Method and Sampling

The method of data collection in this area will be through a series of interviews
guided by the questionnaire that can be found at the end of this section.

These will be conducted via randomly sampled interviews (either face-to-face or via
CATI).

For the Social Infrastructure part of the survey;

Confidence Level —95%
Confidence Interval - + 4%

This translates as a minimum of 600 interviews for the majority of partner regions.
In the area of socia infrastructure we are interested in the situation as of 30"

September 2005. It is important to set a date as reference data for the survey, this
date being homogenous for all regions.



Indicator cateqory

Social Infrastructure/Access

Indicator

1. % of individuals having accessto the Internet at home

2. % of individuals living in non-Internet connected households because of price/
access elsawher e/not needed/lack of skills/other.

3. % of individualsliving in non-Internet connected householdsthat intend to get
an Internet connection in the next 12 months.

4. Duration of I nter net connection in the home

Rationale
e-Europe, Regional |ST

2. Internet Access - Survey guestion

2.1 Does any member of the household have access to the Internet at home (regardless
of whether it is used)?

Yes [ ]What year did you first get the connection?
No

Previously had access, but no longer [_]

Don®know []

2.2 If no, what are the reasons for not having Internet access?

Price []
Have access el sewhere []
Not Needed [l
Lack of skills []
Other

Don’t know []

2.3 If no, do you intend to get an Internet connection at home in the next 12 months?

Yes []
No []
Don't Know [ ]

10



Indicator Category

Social Infrastructure/Broadband
Indicator

5. % of individuals with household broadband connection (% of Internet
connected individuals)

6. Specification of speed of connection (where known). (% of Internet users)

Definition

Bandwidth: The range of frequencies, expressed in Kilobits per second, that can pass
over a given data transmission channel within a frame relay network. The bandwidth
determines the rate at which information can be sent through a channel - the greater
the bandwidth, the more information that can be sent in a given amount of time.
Usually measured in bits-per-second.

Rationale

e-Europe, BISER regions

3. Broadband Access - Survey Question

3.1 What kind of access do you use at home to connect to the Internet?

Dial-up with modem

ISDN [ ]

DSL (such as ADSL or SDSL) []

Cable []

Fibre optics ]
]
[]
]

[]

GPRS Mobile

UMTS Mobile

Other (e.g. satellite)( Please specify)
Don’'t Know

3.2 1f DSL, Cable, Fibre optics or UMTS mobile is your connection speed equal to or
above 2 Mbps?

Yes []
No []
Don't Know [_]

3.3 If Modem, GPRS Mobile or ISDN, do you intend to get a broadband connection
in the next 12 months?

Yes []

11



No []
Don't Know [ ]

12



Indicator Category

Social Infrastructure/Use
Social Infrastructure/Use
Social Infrastructure/Use

Indicators

7. % of respondents who personally use the Internet and the purpose of use
8. Duration of personal Internet use
10. Most recent use of the I nternet

11. % of individuals regularly using the Internet by device, most popular device
and frequency of use

12. % of individuals using Internet at home/workplace/place of education/
friend’s house/ on the move/l nter net cafe)

13. % of Internet userswho have used a PIAP

Definition

PIAP: Public Internet Access Points. Publicly provided centres providing access to
the Internet regardless of their public and/or private provider and whether access is
free or not though excluding fully private Internet cafes.

Rationale

e-Europe, BISER

4. Devices Used and Reqularity of Internet Access- Survey Question

4.1 Do you personally use the Internet?

Yes [ ] How long have you been using the Internet?
No
Don’t Know []

4.2 When did you most recently use the Internet?

Within the last 3 months []
Between 3 monthsand 1year ago [ ]
More than 1 year ago

Don'’t know []

4.3 Which of the following devices have you used to access the Internet? (In column 2
please specify which you use most often.)

13



Desktop PC [] []
Digital TV ] (]
Mobile Phone [] []
Personal Digital Assistant (PDA) [ ] ]
Laptop PC [] []
Other (Please specify)

4.4 Do you usually access the Internet (select al that apply or Don’t Know): Please
specify which you have used and which you use most often.

At home

At work

At school, at college, at university

From a public access point PIAP

In a cybercafé

At afriend’s, an acquaintance' s

On the move (laptop, PDA, cellular phone)
Don’t Know

L]

N
OO0t

4.5 On average, how often have you used the Internet in the last 3 months?

Every day or amost every day

At least once aweek but not every day
At least once a month but not every week
L ess than once a month

Don’'t Know

N

4.6 How much time do you spend in atypical week using the Internet?
Lessthan 1 hour
Between 1 and 5 hours
Between 6 and 10 hours
Between 11 and 20 hours
More than 20 hours
Don’t Know

Lo

14



Indicator Category

Social Infrastructure/Use
Social Infrastructure/Use

Indicators

14. % of Internet users who have used the Internet to order goods and services
for private purposes

15. % of Internet users who have paid for goods and services for private
pur poses

16. % of Internet userswho have bought transport tickets online
Rationale
BISER regions, regional | ST

5. Internet Usage - Survey Question

5.1 When did you most recently order goods or services (for private use) over the
Internet?

Last 3 months

3 months—1 year
More than 1 year ago
Never ordered

Don’'t know

N

5.2 When did you most recently pay for goods or services for private use over the
Internet?

Last 3 months []
3 months—1 year

More than 1 year ago

Never

Don’t know []

5.3 When did you most recently buy transport tickets online (for private use)?

Last 3 months

3 months—1 year
More than 1 year ago
Never

Don’'t know

NN
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Indicator Category

Social I nfrastructure/e-Gover nment
Indicators

17. % of Internet users who have visited their local public
administration/municipality websitein thelast 3 months

18. Purposes of access
. Getting information
: Downloading forms
: Submit forms
: Making payments
: Never Visited
: Don’'t Know

19. % of satisfied/dissatisfied local e-government users

20. Reasonsfor not visiting the Local Authority/Municipality website:
: Unawar e website existed
: Nointerest in accessing website
: Too complicated
. Lack of trust
: Other

Definition

Public Administration Offices. local government, local councils, municipal
authorities, mayoral offices, town councils.

E-government: For the purposes of the citizens survey e-government is defined
primarily in terms of e-administration, and does not include other elements of e-
government such as back office activity or e-democracy. E-Government refers to the
delivery of a local government service through electronic means. Electronic means
include telephone, fax and increasingly the Internet (whether accessed through a PC,
digital TV, phone or other device). Electronic access may be direct or mediated
through call centres or front offices in which the operator has access to information
electronically and can seek information or complete transactions on behalf of
members of the public.

Rationale
BISER regions, overlap with e-Gover nment

6. Public Administration Access - Survey Question

6.1 Have you visited your public administration/municipality web site to... in the last
3 months? (Tick all that apply)

16



Get information
Download forms
Submit forms
Make payments
Never visited
Don’t Know

Lo

6.2 If NO, why?: (tick all that apply)

You didn’t know of the existence of such aweb site
Y ou are not interested in accessing such web sites
It istoo complicated

Y ou don't trust web-based services

Other (Please specify)

6.3 If YES, were you satisfied with the web site?
Yes []
No []
Don’'t Know []

NN

Optional:
If no, please specify why

17



Indicator Category

Social Infrastructure/e- Health

Indicators

21. % of Internet users who have used the Internet for private purposes to
communicate with their own doctor/clinic in specific ways or for specific
pur poses

22. % of Internet users accessing health information on the Internet (either
information pertaining to the public health system or other more generic health
information)

Rationale

e-Europe

Definition

Health information: This includes both information pertaining to the public health
systems as well as other more generic health information that can be found on the

I nternet.

7. e-Health -Survey Question

7. Have you used the Internet...?

7.1 To communicate with your doctor or clinic?

Yes []
No []
Don't Know [ ]

7.2 To access health information (either public health system information or other
more generic health information)?

Yes []
No []

Don't Know [_]

18



Indicator Category

Social Infrastructure/ Regional I nformation

Social Infrastructure/Transport

Social Infrastructure/ Jobs

Social Infrastructure/ Banking

Social Infrastructure/Playing or downloading games, images or music

Indicators
23. % of Internet users who have used Internet to find regional information
(breakdown by purpose);
a) Getting newsabout your region or locality
b) Checked for opening times, addresses or other practical information
about aregion
c) Visited the website of a regional neighbourhood charity, welfare or
voluntary organisation
d) Visited the website of a regional political party, trade union, residents
group or other civic or political organisation
24. % of Internet userswho usethe Internet as part of their job
25. % of Internet userswho have accessed traffic information online
26. % of Internet usersusing online banking for private purposes
27. % of Internet userssearching for jobsonline

28. % of Internet users using the Internet to find information about goods and
services

29. % of Internet users using the Internet for playing or downloading games,
images or music

Definition

We are interested in regional issues here rather than municipalities as municipality, by
definition, isan urban district and our area of interest is wider than this.

No standard definition of region could be located.
Rationale
BISER Key Indicator, Work Foundation, BISER Regions

8. Other uses of the Internet - Survey Question

8.1 Have you used the Internet for any of the following? (Select all that apply)
Getting news about your region or locality []

19



Checking for opening times, addresses or other practical information about local
services)

To visit the website of a regiona neighbourhood charity, welfare or voluntary
organisation

To visit the website of aregiona political party, trade union, residents group or other
civic or political organisation

As part of your job

To accesstraffic information

To search for jobs online

To conduct online banking

For finding information about goods and services
For playing or downloading games/images/music

T

20



Indicator cateqory

Social Infrastructure/ Communication
Indicators

30. % of Internet userswho makeregular use of email
31. % of Internet userswho makeregular use of SMSvia PC
32. % of Internet userswho have made use of: I nstant messaging/chat
: Telephone callsvia the Internet
: Videoconferencing
: Sear ch engines
: Emailswith attachments
: Weblogging
: Online auction websites

Definition

SMS (Short Message Service): Available on digital GSM networks alowing text
messages of up to 160 characters to be sent and received via the network operator®
message centre to your mobile phone, or from the Internet, using a so-called "SMS
gateway" website. If the phone is powered off or out of range, messages are stored in
the network and are delivered at the next opportunity.

Rationale

Work foundation

9. Use of Email/SM S/Other - Survey Question

9.1 Have you carried out/made use of (Select all that apply)?

Emall

SMSviaPC

Instant messaging/chat

Telephone calls viathe Internet
Videoconferencing

Search engines to find information
Sending emails with attached files
Weblogging

An online auction website

None of these

L]

OO

21



Indicator Category

Social Infrastructure/ Device
Indicators
33. % of respondents who have a mobile phone

34. % of respondents who use their mobile phoneto/for: Accessing the Internet
: Send MM S
: Download games
: Download ringtones
: AsaPDA
: Towatch TV
: Tolisten totheradio
: To send/receive email
: Asacalendar/diary

Definition

MMS (Multimedia Messaging Service): The service concept is derived from Short
Message Service (SMS) and allows for non-real-time transmission of various kinds of
multimedia contents like images, audio, video clips, etc. As a further evolution of the
current text mail, for example, electronic postcards, audio/video clips, etc. can be sent.

PDA: A handheld computer that serves as an organiser for personal information. It
generaly includes at least a name and address database, to-do list and note taker.

NOTE: This indicator is calculated as a percentage of all respondents, rather than
just Internet users.

Rationale
Regional 1ST, G3 Mabile Phones

10. Mobile Phone - Survey Question

10.1 Do you own a mobile phone?

Yes []

No []

Don't Know [ ]

If yes,

10.2 Do you use it to/for any of the following: (Tick all that apply):
Accessthe Internet [ ]

Send SMSviamobile[ ]

22



Send MMS
Download games
Download ringtones
AsaPDA

Towatch TV
Tolistento theradio
To send/receive email
Asacaendar/diary
None of these

OO
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Indicator Category

Social Infrastructure/Skills

Indicator

35. % of the population having engaged in an ICT training course

Definition

‘ICT training course’ covers a wide range of learning experiences. We are
particularly interested in ICT courses where a formal recognised qualification has
been awarded at the conclusion of the course. For example, the European Computer

Driving License (ECDL) qualification.

NOTE: This indicator is calculated as a percentage of the total number or
respondents, rather then solely Internet users.

11. ICT Training and Skills - Survey Question

11.1 Have you ever taken part in an ICT training course?

Yes []
No []

Don'tknow []

11.2 If yes, did it lead to aformal qualification?

Yes []
No []

Don'tknow []

24



2.1 Social Infrastructure; Questionnaire

1. Demographic Questions (Part |)

1.1 Sex?

Mae
Female

L]

1.2 What isyour age?

1.3 Where do you live? (Prompt name of: city, town, village)

2. Internet Access

2.1 Does any member of the household have access to the Internet at home (regardless
of whether it is used)?

Yes [ IWhat year did you first get the
No [] connection?
Previously had access, but don’t anymore  [_]

Don’'t Know

2.2 If no, what are the reasons for not having Internet access?

Price []
Have access el sewhere []
Not Needed ]
Lack of skills []
Other

Don'’t know []

2.31f no, do you intend to get an Internet connection at home in the next 12 months?

Yes []
No []
Don't Know [_]

25



3. Broadband Access

3.1 What kind of access do you use at home to connect to the Internet? (Select all that
apply or don’t know)

Dial-up with modem

ISDN

DSL (such as ADSL or SDSL)
Cable

Fibre optics

GPRS Mobile

UMTS Mobile

Other (e.g. satellite Please specify)
Don’t Know

I

3.2 If DSL, Cable, Fibre optics, UMTS Mobile is your connection speed equal to or
above 2 Mbps?

Yes []
No []
Don't Know [ ]

3.3 If Modem, GPRS mobile or ISDN, do you intend to get a broadband connection in
the next 12 months?

Yes L]
No []
Don’'t Know []

4. Devices Used and Reqularity of Internet Access

4.1 Do you personally use the Internet?

Yes [ ] How long have you been using the
Internet?

No []

Don’'t Know []

4.2 When did you most recently use the Internet?

Within the last 3 months ]
Between 3 monthsand 1 year ago [ ]
More than 1 year ago

Don’t know []

4.3 Which of the following devices have you used to access the Internet? (In column 2
please specify which you use most often.)

26



Desktop PC [] []
Digital TV [] []
Mobile Phone ] []
Personal Digital Assistant (PDA)  [_] []
Laptop PC L] []
Other (Please specify) [] []

4.4 Do you usually access the Internet (select al that apply or Don't Know): Also
please specify which you have used and which you use most often.

At home

At work

At schooal, at college, at university

From a public access point <prompt>

In acybercafé

At afriend’s, an acquaintance's

On the move (laptop, PDA, cellular phone)
Don’'t Know

N ¢
N ¢

4.5 On average how often have you used the Internet in the last 3 months?

Every day or amost every day

At least once aweek but not every day
At least once a month but not every week
L ess than once a month

Don’'t know

NN

4.6 How much time do you spend in atypical week using the Internet?
Lessthan 1 hour
Between 1 and 5 hours
Between 6 and 10 hours
Between 11 and 20 hours
More than 20 hours
Don’t Know

Lo

5. Internet Usage

5.1 When did you most recently order goods or services for private use over the
Internet?

Last 3 months

Between 3 months and 1 year ago
More than 1 year ago

Never

Don’'t Know

N

5.2 When did you most recently pay for goods or services (for private use) over the
Internet?

27



Last 3 months

Between 3 months and 1 year ago
More than 1 year ago

Never

Don’'t Know

N

5.3 When did you most recently buy transport tickets online (for private use)?

Last 3 months []
Between 3 months and 1 year ago []
More than 1 year ago []
Never []
Don’'t Know []

6. Public administration access

6.1 Have you visited your local public administration/municipality web site to... in the
last 3 months? (Tick all that apply)

Get information
Download forms
Submit forms
Make payments
Never visited
Don’t Know

Lo

6.2 If NO, why: (tick all that apply)

You didn’'t know of the existence of such aweb site []

Y ou are not interested in accessing such web sites []

It istoo complicated []

You don’t trust web-based services []

Other (Please specify) ]

6.3 If YES, Were you satisfied with the web site?

Yes []

No [] OPTIONAL: If no, please specify
Don’t Know []

7. e-Health
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7.1 Have you used the Internet to communicate with your doctor or clinic?

Yes L]
No []
Don’'t Know []

7.2 Have you used the Internet to access health information (either public health
system information or other more generic health information)?

Yes []
No []
Don’t Know []

8. Other Uses of the Internet

8.1 Have you used the Internet for any of the following? (Select all that apply)

Getting news about your region or locality
Checking for opening times, addresses or other practical information about local
services)

To visit the website of a regiona neighbourhood charity, welfare or voluntary
organisation

To visit the website of aregiona political party, trade union, residents group or other
civic or political organisation

As part of your job

To accesstraffic information

To search for jobs online

To conduct online banking

For finding information about goods and services
For playing or downloading games/images/music

OO

9. Use of Email/SM S/Other

9.1 Have you carried out/made use of ... (Select all that apply)

Email

SMSviaPC

I nstant messaging/chat

Telephone calls viathe Internet
Videoconferencing

Search enginesto find information
Sending emails with attached files
Weblogging

Online auction websites

None of these

N
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10. Mobile Phones

10.1 Do you own a mobile phone?

Yes []
No []

Don't Know [_]

If yes,

10.2 Do you use it to/for any of the following:
(Tick al that apply):

Access the Internet
SMS via mobile phone
Send MMS
Download games
Download ringtones
AsaPDA

Towatch TV
Tolistento theradio
To send/receive email
Asacaendar/diary
None of these

T

11. ICT Training

11.1 Have you ever taken part in an ICT training course ?

Yes []
No L]
Don’t Know []

11.2 If yes, did it lead to aformal qualification?

Yes []
No []
Don’t Know []

12. Demographic Questions (Part 11)

12.1 What is your employment status (select one)

Employee []
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Self Employed (inc. family workers) []
Unemployed []
Student []
Other []
(Not in the labour forceinc. retired, inactive, in compulsory military service).

12.2 What isyour highest level of education attained? (Select one)

No formal education []
Primary or lower secondary []
Upper secondary ]
Tertiary (University, Masters, PhD) []
Refusal []

12.3 What is your gross household income? (£/Euro)

Create 5 ranges whose relative value vis-a-vis the local average net income should be
the same in all regions but whose absolute value should vary to reflect the different
conditions present in each local economy.

<A euros ‘low income’

A-B euros ‘middle low’

B-C euros ‘middle’

C-D euros ‘middle high’

>D euros ‘high income’

where:

A=50% of the average annual gross family income

B = 85% of the average annual gross family income
C = 115% of the average annual gross family income.
D = 200% of the average annual gross family income.

Specify gross annual income.

Don’t know |:|
[]

Refusal

31



3. e-Business

Domain definition

This section is concerned with outlining and defining the indicators and methodol ogy
in the area of e-business. E-business is defined as the support of business processes
with Information and Communication Technology. It combines the resources of
traditional information systems with the vast reach of an electronic medium such as
the Internet. It not only includes buying and selling but also servicing customers,
providing information, collaborating with business partners and automating internal
processes. This section aims to provide survey questions that will establish to what
extent e-businessis being used in the regions.

| ssues to measure

Infrastructure

E-Procurement and Supply Chain
Internal business process automation
Marketing and Sales

Security
E-Government
Regional aspects
Innovation and E-culture
Background data
Sectors to be surveyed
No | NACE Division/Group | Sector Name Reference
1 |D29 Manufacture of machinery and
equipment n.e.c.
2 |H//O 55.1, 55.2, 62.1, | Tourism e-bus-watch
63.3, 9233, 9252,
92.53
3 |I/IK64.2,72 Telecommunications and | e-bus-watch
computer-related services

Data Collection and Sampling

The survey will be carried out as an enterprise survey, i.e. data collection and
reporting focused on the enterprise (rather than on the establishment), defined as a
business organisation of one or more establishments comprised as a legal unit (E-
business watch).

Confidencelevel - 92.5 %
Confidence interval - + 7%
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Population

The sector population consists of al enterprises in the respective sector with 10 or
more employees in the enterprise. Data from small companies with less than 10
employees (companies with 0-9) will be collected, but due to the lack of statistically
reliable data these data have to be regarded separately.

Size class strata

The sample drawn will be a random sample of companies from the respective sector
population with the objective of fulfilling strata with respect to company size class.
Strata are to include a share of at least 10% of large companies (250+ employees) per
region-sector cell, 30% of medium-sized enterprises (50-249 employees) and 25% of
small enterprises (10-49 employees) (E-business watch).

If size distribution does not alow to reach the strata (e.g. with large companies), strata
should be met as close as possible (e.g. interview 100% of large enterprises or close to
100%) and more enterprises of the next smaller sized group should be included so the
strata sum of these two groups is reached by the combined number of interviews (e.g.
interviews with large enterprises (stratum 10%) could only be conducted with 6% of
the total answers; thus medium sized enterprises (stratum 30%) must make up 34% of
the answers). Size distribution of the enterprise population (10+ employees) per
region/sector-cell will be documented together with the size distribution of the
interviewed enterprises per region/sector-cell (Understand).

Databases
Samples will be drawn by each partner based on acknowledged business directories
and databases (e-bus watch).

Regional databases used for sampling:

Country | Region Database
DE Hessen Markus (Bureau van Dijk)
ES Communidad Valenciana
Illes Balears
IT Emilia-Romagna Dun and Bradstreet
Piemonte
SE Mellersta Norrland
(Vasternorrlands lan)
UK Y orkshire and the Humber

Regional aspects and statistical quality

The representative cells fulfil regional and sectoral criteria as well as minimal
employee size. Sectoral and employee criteria are described above. Regional units
used as representative cells are the complete partner regions (mostly NUTS 2, in two
casesNUTS 1, in one case NUTS 3). The aim is that these region/sector or region/size
cells are represented with a minimum confidence level of 92.5% and a confidence
interval of 7% (Understand).
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Survey method
The survey method will be computer-assisted telephone interviews (CATI) except for
Communidad Valenciana which will employ face-to-face interviews (Understand).

The main method of data collection in the area of e-Business is through survey
guestions (see end of section) directed at I T representatives.

In the area of e-business, we are interested in the situation as of 30" September 2005.
It is important to set a date as reference data for the survey, this date being
homogenous for all regions.

Oversampling

As CATI partially yields refusals to answer, the random sample will be bigger than
the number of interviews necessary. Other studies (esp. a non-disclosed CATI survey
for the German Federal Ministry for the Economy and Labour, 2005) point to a useful
oversampling factor of 2.2, i.e. for 400 interviews one would draw 880 enterprises. If
such an oversampling is not possible because the population is too small for this, the
complete population is taken as the sample. In each sample cell enterprises are
selected from an alphabetical list starting with the odd numbers, i.e. 1,3,5,7..., then
restarting with even numbers until the required number of interviews is carried out
(Understand).

If the population allows, the random sample is divided into the three size classes and
oversampling is done in a second step for the size strata as well.

Example for stratum oversampling:

No. of necessary interviews. 40, Sample size: 88,

Assumed sample size distribution: 10-49 empl.: 66, 50-249: 20, 250: 2

Stratum for large enterprises. 10%, oversampling: 22% of 40 interviews, i.e. 9
enterprises.

This means an additional random sample of 7 enterprises should be drawn from the
respective population cell limited to enterprises with 250+ employees, if possible.
Stratum oversampling for medium-size enterprises with the described method leads to
drawing an additional 11 enterprises (30%; 66% of 40 interviews=27; 27-20=11).

No stratum oversampling would be necessary for small enterprises.

Result

The sampling method will result in a representative number of enterprise interviewsin
seven regions and three sectors. The minimum number of interviews carried out will
be asfollows:

Partner Manufacture of | Tourism Telecommunications
machinery  and and computer -
equipment n.e.c. related services

Hessen 125 113 126

Communidad

Vaenciana

Illes Balears

Emilia-Romagna 150 147 120

Piemonte

Mellersta Norrland




(Vasternorrlands lan)

Yorkshire and the
Humber

Regional add-on strategies

Additional cells should be targeted wherever possible. It is at the discretion of the
partner to either focus on more sectors, regiona depth or deeper confidence in the
data, e.g. in size classes (Understand).

Partner Add-on Strategy

Hessen Sample NUTS2 level a min. ¢l 92,5% and ci  10% select
useful NUTS3 units with same quality

Communidad

Vaenciana

Illes Balears

EmiliaRomagna Sample NUTS2 (EmiliaaRomagna) level at min. Cl 95%
and ci + 7%

Piemonte

Mellersta Norrland
(Vasternorrlands lan)

Yorkshire and the|Sample NUTS2 level at min. cl 92,5% andci 7%
Humber

Indicators

Indicators are provided in ‘% of employees working in enterprises that’ such as
below, as well as in the form of ‘% of enterprises that...’. If indicator numbers are to
be compared, employee-related indicators will be followed by the letter a (e.g.
indicator 32a), enterprise related indicators by b (e.g. 32b).

Indicators to be measured in the domain of e-business are:

Infrastructure

1. % of employees working in enterprises that use a computer

2. % of employees working in enterprises that are connected to the Internet

3. % of employees working in enterprises that use... to access the Internet:

i) amodem

ii) ISDN

iii) DSL (xDSL, ADSL, SDSL, SHDSL) <2 Mbit/s

iv) DSL (xDSL, ADSL, SDSL,SHDSL) >2 Mbit/s

V) other Broadband connections >2 Mbit/s

vi) Wireless connections (e.g. satellite)

Reasons for not using broadband:
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% of employees working in enterprises that don’t use broadband and give...... asa
reason:

vii) Price

viii)Availability

iX) ‘Not needed’

x) Don’t know

4, i) % of employees working in enterprises that use a Local Area Network
(LAN)
i) % of employees working in enterprises that use a Wireless Local Area
Network (W-LAN)
iii) % of employees working in enterprises that use Voice over IP (Vol P)
iv) % of employees working in enterprises that use remote access for
employees
5. i) % of employees working in enterprises that use an Intranet
i) % of employees working in enterprises that use an Extranet
E-Procurement

6. % of employees working in enterprises that use the Internet or other computer
mediated networks to purchase goods or services online

7. % of employees working in enterprises in which the online order volume exceeds
5% of the overall order volume

8. % of employees working in enterprises that have already carried out on-line
payments

Marketing and Sales

9. % of employees working in enterprises that have awebsite

10. % of employees working in enterprises that sell goods or services online on the
Internet or through other computer mediated networks

11. % of employees working in enterprises in which the online turnover exceeds 5%
of overal sales

12. % of employees working in enterprises that have aready received online
payments

I nternal Business Process Automation
13. % of employees working in enterprises that use supply chain management (SCM)
14 % of employees working in enterprises that use enterprise resource planning

(ERP)
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15. % of employees working in enterprises that use customer relationship
management (CRM) to organise data about their customers

Internal business process automation
16. % of employees working in enterprises that use online banking

Outsourcing

17. % of employees working in enterprises that have outsourced any of the following
application areas to an external service provider;

)] Maintenance of hardware and/or networks

i) Web hosting or data storage services

iii) Software devel opment

iv) Software application hosting to application service provider

V) Call centre services

vi) Other ICT services

Security

18. % of employees working in enterprises that have safeguarded their corporate 1T
network by...

i) A firewall

i)Antivirus software

iii) Secure server technology such as SSL

iv) Intrusion detection software

V) Chipcard-based access

vi) One-time-passwords

vii) Biometric access

viii) Disaster recovery plan in place

iX) Current ICT security training for employees.

19. % of employees working in enterprises that have updated at least one security tool
in the last three months
E-Government

20. % of employees working in enterprises that use the Internet to inter act
with Public Administration

Regional aspects
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21. % of employees working in enterprises that have more regiona than national
cooperation partners

22. % of employees working in enterprises that have more national than international
cooperation partners

23. % of employees working in enterprises that jointly develop new or improved
products with cooperation partners

24. % of employees working in enterprises that jointly develop new or improved
products with cooperation partners via the Internet

Innovation and E-culture
25. % of employees with awritten learning strategy for employees
26. % of employees working in companies that use e-learning

27. % of employees working in enterprises that offer ICT training to their employees

I nnovation and E-culture

28. % of employees working in enterprises that make use of/provide the following:
i) Share documents between colleagues inc. whiteboarding
ii) Track working hours and production time
iii) Collaborate with business partners to forecast product demand
iv) Manage capacity or inventories
v) Telephone conferencing
vi) Video conferencing
vii)Discussion Fora
viii) Chats
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Indicator Category

e-Business/Infrastructure

| ndicator

1. % of employeesworking in enterprisesthat use a computer

2. % of employeesworking in enterprisesthat are connected to the Internet

Survey Question

1.1) Are computers used in your enterprise?

Yes []
No []

Don't Know [_]

6) Is your company connected to the Internet?
Yes

No []
Don®Know [ ]

Indicator Category

e-Business/Infrastructure
Indicator
3. % of employeesworking in enterprisesthat use... to accessthe I nter net:

i) amodem

i) ISDN

iii) DSL (xDSL, ADSL, SDSL, SHDSL) <2 Mbit/s
iv) DSL (xDSL, ADSL, SDSL,SHDSL) >2 Mbit/s
v) other Broadband connections >2 M bit/s

vi) wireless connections (e.g. satellite)

Reasonsfor not using broadband:

% of employeesworkingin enterprisesthat don’t use broadband and give....

asareason:
vii) Price
viii)Availability
iX) ‘Not needed’
x) Don’t know

Definition
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| SDN: (Integrated Services Digital Network) - Digital telephony scheme that alows a
user to connect to the Internet over standard phone lines at speeds higher than a 56K
modem allows.

DSL: (Digital Subscriber Line) - A method for moving data over regular phone lines.
A DSL circuit is much faster than a regular phone connection, and the wires coming
into the subscriber® premises are the same (copper) wires used for regular phone
service. A DSL circuit must be configured to connect two specific locations, similar
to aleased line.

Survey Question

6) Is your company connected to the Internet?

Yes |:|
No |:|

6.1) If yes, does this happen via one or more of the following technologies:
Yes No DK
Modem 1 [
ISDN 1 [
DSL (xDSL, ADSL, SDSL, SHDSL) <2Mbit/s  [] []
DSL (xDSL, ADSL, SDSL,SHDSL) =>2 Mbit/s* [ | [ ]
Other Broadband connections =>2 Mbit/s* ] [
Wireless connections (e.g. satellite)* 1 [

OO0t

6.2) (If not one of *) What are your reasons for not using broadband?

Price
Availability [
Not needed [ ]

Don'tknow []

Indicator Category

e-Business/Infrastructure

| ndicator
4, i) % of employees working in enterprises that use a Local Area Networ k
(LAN)

i) % of employees working in enterprises that use a Wireless Local Area
Network (W-LAN)

iii) % of employeesworking in enterprisesthat use Voice over |P (VoI P)
iv) % of employees working in enterprises that use remote access for
employees

5. i) % of employeesworking in enterprisesthat use an I ntranet
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ii) % of employeesworking in enterprisesthat use an Extranet

Definition

LAN: A local computer network for communication between computers; especially a
network connecting computers and word processors and other electronic office
equipment to create a communication system between offices.

W-LAN: A local area network that uses high frequency radio signals to transmit and
receive data over distances of afew hundred feet; uses ethernet protocol.

Intranet : A private network inside a company or organization, which uses software
like that used on the Internet, but is for internal use only, and is not accessible to the
public. Companies use Intranets to manage projects, provide employee information,
distribute data and information, etc.

Extranet: A private network that uses the Internet protocols and the public tele-
communication system to share a business's information, data or operations with
external suppliers, vendors or customers. An Extranet can be viewed as the external
part of acompany’s Intranet.

Survey Question

8) Do you use the following technologies in your company?
Yes No Don’'t know

LAN 1 [
Wireless-LAN 1 O
| ntranet 1 []
Extranet 1 [
Voiceover IP 1 []
Remote access 1 [

for employees

Lo

Indicator Category

e-Business/E-Procurement
Indicator

6. % of employeesworking in enterprisesthat usethe Internet or other computer
mediated networksto purchase goods or servicesonline

7. % of employees working in enterprises in which the online order volume
exceeds 5% of the overall order volume

8. % of employees working in enterprises that have already carried out on-line
payments
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Survey Question

11) Does your company use the Internet or other computer mediated networks to
pur chase goods or services online?

Yes []
No []

Don't Know [_]

11.1) Does your online order volume exceed 5% of the overall order volume?

Yes []
No []

Don't Know [_]

11.2) Have you made online payments?

Yes []
No []

Don't Know [_]

Indicator Category

e-Business’M arketing and Sales
| ndicator
9. % of employeesworking in enterprisesthat have a website

10. % of employees working in enterprises that sell goods or services online on
the Internet or through other computer mediated networks

11. % of employees working in enterprises in which the online turnover exceeds
5% of overall sales

12. % of employees working in enterprises that have already received online
payments
Definition
Website: A virtual location on the World-Wide-Web. A URL that serves as the top-
level address of a Web site will be said to point to that website® home page. That

page serves as a reference point, containing pointers to additional HTML pages or
links to other Web sites. Typically websites provide company information.
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Data Collection method: Survey Question

10) Does your company have a website?
10.1) If yes, in how many languages do you offer product information?
10.2) Does the website have an online catalogue of products and services?

10.3) Does your company sell goods or services online on the Internet or through
other computer-mediated networks?

Yes []
No [
Don’t know []

10.4) When did your company first offer goods or services for sale online for the
first time? Please tell me the year. (If don’t know then prompt and ask for best
estimate).

10.5) Does your online turnover exceed 5% of overall sales?

Yes []
No []

Don't Know [_]

10.6) Have your received online payments so far?

Yes []
No []

Don't Know [_]

Indicator Category

e-Business/Internal business process automation
I ndicator

13. % of employees working in enterprises that use supply chain management
(SCM)

14 % of employees working in enterprises that use enterprise resource planning
(ERP)

15. % of employees working in enterprises that use customer relationship
management (CRM) to organise data about their customers



Definition

SCM: Supply Chain Management: An electronic alternative to the traditional paper
chain, providing companies with a smarter, faster, more efficient way to get the right
product to the right customer at the right time and price. Combines the power of the
Internet with the latest technology, enabling participating suppliers to access up-to-
date company information and enabling companies to better manage and track supply
and demand.

ERP: Enterprise Resource Planning: An industry term for the broad set of activities
supported by multi-module application software that help a manufacturer or other
business manage the important parts of its business, including product planning, parts
purchasing, maintaining inventories, interacting with suppliers, providing customer
service, and tracking orders.

CRM: Customer Relationship Management: An industry term for software solutions
that help enterprises manage customer relationships in an organized way. An example
of a CRM would be a database containing detailed customer information that
management and salespeople can reference in order to match customer needs with
products, inform customers of service requirements, etc.

Survey Question

9) Do you use the following toolsin your company?
Yes
Customer relationship management []
(CRM) systems to organise data about
your customers.
Supply chain management (SCM) ]
Enterprise resource planning (ERP) []

0 0z
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Indicator Category

e-Business/Internal business process automation
| ndicator

16. % of employeesworking in enterprisesthat use online banking

Survey Question

12) Does your company use online banking?

Yes []
No []
Don't Know [ ]

Indicator Category

e-Business/Internal business process automation
I ndicator

17. % of employees working in enterprises that have outsourced any of the
following application areasto an external service provider;

i. Maintenance of hardware and/or networks

ii. Web hosting or data storage services

iii. Softwar e development

iv. Software application hosting to application service provider

v. Call centre services

vi. Other ICT services

Survey Question

12.1) Has your company outsourced ICT services to an externa service provider in
any of the following application areas?
Yes No DK

Maintenance of hardware and /or network 1 [ [
Web hosting or data storage services 1 O 0O
Software devel opment 1 O O
Software application hosting to application serviceproviderl |  [] [
Call centre services 1 O O
Other ICT services 1 O O



Indicator Category

e-Business/Security
Indicator

18. % of employeesworking in enterprisesthat have safeguarded their corporate
IT network by...

i) A firewall

ii) Antivirus software

iii) Secure server technology such as SSL

iv) Intrusion detection software

V) Chipcard-based access

vi) One-time-passwor ds

vii) Biometric access

viii) Disaster recovery plan in place

iX) Current ICT security training for employees.

19. % of employees working in enterprises that have updated at least one
security tool in thelast three months

Survey Question

13) Isyour corporate IT network safeguarded by one or more of the following tools:
Yes No DK
Firewall
Antivirus software
Secure server technology (SSL)
Intrusion detection software
Smartcard-based access
One-time-passwords
Biometric access
Disaster recovery plan
Current ICT security training of employees

I
I
I

13.1) Has at least one of the above features been updated during the last three
months? (including automatic updates)

Yes []
No []

Don't Know [_]
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Indicator Category

E-Business/E-Gover nment
Indicator

20. % of employees working in enterprises that use the Internet for interaction
with Public Administration

Definition

e-Government services. Delivering local government service through electronic
means. Electronic means include telephone and fax, and increasingly the Internet
(whether accessed through a PC, digital TV, phone or other device). Electronic access
may be direct, or mediated through call centres or front offices in which the operator
has access to information electronically and can seek information or complete
transactions on behalf of members of the public who prefer to conduct business face
to face or by telephone

Survey Question

7) Did your enterprise use the Internet for interaction with Public Administration
authoritiesin the last 12 months?

Yes []
No []
Don't Know [ ]

OPTIONAL: 7.1) Has your enterprise used e-government services for any of the
following...?

Tax declaration

Participating in public invitation to tenders
Certification requests

Authorisations requests

Public Grants

None of the above

Lo

47



Indicator Category

e-Business/Regional aspects- NUTS
Definition

NUTS: The Nomenclature of Territorial Units for Statistics (NUTS) was established

by Eurostat more than 25 years ago in order to provide a single uniform breakdown of
territoria units for the production of regiona statistics for the European Union. NUTS
is a three level hierarchical classification that subdivides each member state into a
whole number of NUTSL regions, each of which is in turn subdivided into a whole
number of NUTS2 regions and so on.

The NUTS regulation lays down the following thresholds for NUTS regions,

Level Minimum Maximum
NUTS1 3 million 7 million
NUTS 2 800 000 3 million
NUTS3 150 000 800 000

Data Collection method: Survey Question

3) Could you please estimate how your annual turnover isdistributed across,

(your Nuts 1),
(your country),
EU-25 and

Rest of the world?
(In %)

Indicator Category

e-Business/Regional aspects
I ndicator

21. % of employeesworking in enterprisesthat have more regional than national
cooper ation partners

22. % of employees working in enterprises that have more national than
international cooperation partners

23. % of employees working in enterprises that jointly develop new or improved
productswith cooper ation partners



24. % of employees working in enterprises that jointly develop new or improved
products with cooperation partnersviathe I nternet

Survey Question

2)

2a)

3)

What was your company’s turnover in [country] in the last financial year?
Turnover

Don’t know []

Not applicable []

Has the turnover of your company increased, decreased or roughly stayed the
same when comparing the last financial year with the year before? (Please
tick only 1 answer).

Increased []
Decreased []
Roughly stayed the same []
Don’t know []
Not applicable (e.g. if non profit organisation) []

Could you please estimate how this is distributed across (your Nuts 1/ 2),
(your country), EU-25 and rest of the world? In %

4) Do you jointly develop new or improved products with your cooperation partners?

Yes []

[

Don’t Know []

4.1) If yes, do you do this viathe Internet? (please give examples)

5) Do you have more cooperation partners in your core business in (your Nuts 1) than

in the rest of (your country) —e.g. in R&D and production?

5.1) Do you have more cooperation partners in your core business in (your

country) than in the rest of the world?

Yes []
No []
Don’t Know[_]
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Indicator Category

e-Business/I nnovation and e-Culture
Indicator

25. % of employees working in enterprises with a written learning strategy for
employees

26. % of employees working in companiesthat use e-learning

27. % of employees working in enterprises that offer 1CT-training to their
employees

Definition
e-learning: The use of ICTs to support and deliver formal training courses and
educational programmes of study. We are referring to e-learning used for any kind of

training, not just ICT training.

Survey Question

14) Does your company have awritten learning strategy for employees?

Yes []
No []

Don'tknow []

14.1) Has your company used e-learning (computer supported learning) to provide
training (not only ICT related but on any subject e.g. foreign languages, project
management, laws)?

Never []
Y es, occasionally (once or twicein the last 2 years) ]
Y es, regularly (more than twice in the last 2 years) []
Don'’t know []

14.2) Does your company offer ICT training to its employees?

Yes []
No []
Don'tknow [_]
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Indicator Category

e-Business/I nnovation and E-Culture

Indicator

28. % of employees working in enterprises that make use of/provide the

following:

i) Share documents between colleagues inc. whiteboarding

ii) Track working hoursand production time

iii) Collaborate with business partnersto forecast product demand

iv) Manage capacity or inventories
v) Telephone conferencing

vi) Video conferencing

vii) Discussion Fora

viii) Chats

Survey Question

15) Does your enterprise use the following meeting technologies as a standard tool:

Share documents between colleagues inc. whiteboarding
Track working hours and production time

Collaborate with business partners to forecast

product demand

Manage capacity or inventories

Telephone conferencing

Video conferencing

Discussion Fora

Chats

Yes No

I | [
I | [

N A 3
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3.1 E-Business- CATI-Questionnaire

What is your position in your company? Which of the following is the most
appropriate?

Owner/Proprietor []
Managing director/Board member [ |
Strategy development/organisation [ ]
Head of IT/DP []
Other senior member of IT/DP dept [ ]
Other:

Don’t know — terminate interview

May we start with some introductory questions?:

1)

1.1)

2)

2.1)

3)

How many employees does your company have in total in [country], including
yourself? (If don’t know, ask for best estimate).

Are computers used in your enterprise? Y es No  Don't know

What was your company’ s turnover in [country] in the last financial year?
Turnover

Don’t know []

Not applicable []

Has the turnover of your company increased, decreased or roughly stayed the
same when comparing the last financial year with the year before? (Please tick
only 1 answer).

Increased []
Decreased []
Roughly stayed the same []
Don’t know []

Not applicable (e.g. if non profit organisation) []

Could you please estimate how this is distributed across (your Nuts 1/ 2),
(your country), EU-25 and rest of the world? In %

4) Do you jointly develop new or improved products with your cooperation partners?

Yes []

[

Don’t Know []

4.1) If yes, do you do this viathe Internet? (Please give examples)

5) Do you have more cooperation partners in your core business in (your Nuts 1) than

in the rest of (your country) —e.g. in R&D and production?

52



5.1) Do you have more cooperation partners in your core business in (your
country) than in the rest of the world?

Yes []
No []
Don’t Know[_]

Technology issues

6) Isyour company connected to the Internet?

Yes [ ]
No [ ]

6.1) If yes, does this happen via one or more of the following technologies:
Yes No DK
Modem 1 []
ISDN 1 O
DSL (xDSL, ADSL, SDSL, SHDSL) <2 Mbit/'s [ ] []
DSL (xDSL, ADSL, SDSL, SHDSL) =>2 Mbit/s* [ ] []
Other Broadband connections =>2 Mbit/s* il
Wireless connections (e.g. satellite)* 1 [

Lo

6.2) (If not one of *) What are your reasons for not using broadband?

Price
Availability [
Not needed [ ]

Don'tknow []

e-Government

7) Did your enterprise use the Internet for interaction with public authorities in the last
12 months?

Yes
No
Don't Know [_]

L]

OPTIONAL: 7.1) Has your enterprise used e-government services for any of the
following...?

Tax declaration

Participating in public invitation to tenders
Certification requests

Authorisations requests

Public Grants

None of the above

Lt
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Don'’t know []

8) Do you use the following technologies in your company?
Yes No Don’'t know

LAN 1 [
Wireless-LAN 1 O
I ntranet 1 []
Extranet 1 [
Voiceover IP 1 []
Remote access 1 [

for employees

Lo

9) Do you use the following toolsin your company?
Yes
Customer relationship management []
(CRM) systems to organise data about
your customers
Supply chain management (SCM) ]
Enterprise resource planning (ERP) []

0 0z
o 0O¢

10) Does your company have awebsite?
10.1) If yes, in how many languages do you offer product information?
10.2) Doesthe website have an online catalogue of products and services?

10.3) Does your company sell goods or services online on the Internet or through
other computer-mediated networks?

Yes [
No []

Don’t know [

10.4) When did your company first offer goods or services for sale online for the
first  time? Please tell me the year. (If don’t know then prompt and ask for
best estimate).

10.5) Does your online turnover exceed 5% of overall sales?

Yes []
No []
Don't Know [ ]

10.6) Have your received online payments so far?

Yes []
No []
Don't Know [ ]



11) Does your company use the Internet or other computer mediated networks to
pur chase goods or services online?

Yes []
No []
Don't Know [ ]

11.1) Does your online order volume exceed 5% of the overall order volume?

Yes []
No []
Don't Know [ ]

11.2) Have you made online payments?

Yes []
No []
Don't Know [ ]

12) Does your company use online banking?

Yes []
No []
Don'tknow [ ]

12.1) Has your company outsourced ICT services to an externa service provider in
any of the following application areas?

Yes No DK
Maintenance of hardware and /or network 1 []
Web hosting or data storage services
Software devel opment
Software application hosting to application service provider

Call centre services
Other ICT services

O Dl
O Dl
I I I I |
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13) Isyour corporate IT network safeguarded by one or more of the following tools:
Yes No DK
Firewall
Antivirus software
Secure server technology (SSL)
Intrusion detection software
Smartcard-based access
One-time-passwords
Biometric access
Disaster recovery plan
Current ICT security training of employees

I
I
I

13.1) Has at least one of the above features been updated during the last three
months? (including automatic updates)

Yes []
No []

Don't Know [_]

Our last topic: innovation and e-culture

14) Does your company have awritten learning strategy for employees?

Yes []
No []

Don'tknow []

14.1) Has your company used e-learning (computer supported learning) to provide
training (not only ICT related but on any subject e.g. foreign languages, project
management, laws)?

Never []
Y es, occasionally (once or twicein the last 2 years) ]
Y es, regularly (more than twice in the last 2 years) []
Don’'t know

14.2) Does your company offer ICT training to its employees?

Yes []
No []
Don'tknow [_]

15) Does your enterprise use the following meeting technologies as a standard tool :
Yes No DK
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Share documents between colleagues inc. whiteboarding
Track working hours and production time
Collaborate with business partners to forecast product demand

L]

Manage capacity or inventories
Telephone conferencing

Video conferencing

Discussion Fora

Chats

Lo

I

I
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4. e-Gover nment

Domain Definition

This section is concerned with outlining the indicators and methodology in the area of
electronic government (e-Government). e-Government concerns the transformation of
internal and external business processes around the customer, based upon service
delivery opportunities offered by new communication technologies (such as web-
based technologies). e-Government aims to enable government organisations to
provide greater efficiency and effectiveness as well as fairness and equality. The
indicators in this domain aim to establish to what extent e-government is working
within the regions.

| ssues to measure

A number of key areas are covered,

- Online and Interactive Services

- Monitoring services usage

- Organization and human resources
- ICT Training

- ICT Systems

- ICT Policies

- Internet/broadband connection

- Barriersfor ICT Use

The following indicators will be measured in the e-Government domain. The basis for
the indicators is specified in brackets after the indicator.

The first three of these points are contextual questions for the e-government domain
and are used to calculate the basis for the indicators—
(e.g. % of administrative employees over the total number employees)

Number of inhabitants in the municipality/local authority area

Total number of employees in the municipality/local authority

Number of employees with administrative functions in the municipality/local
authority

1. % of municipalities with awebsite (% of all municipalities/local authorities)

2. % of websites that offer the following services. (al two way interaction or
transaction) (% of municipalities with awebsite)

2.1/ 2.2/2.3 Public libraries

2.4/ 2.5/2.6 Public procurement

2.7/ 2.8/2.9 Building permission

2.10/ 2.11/2.12 Childcare

2.13/2.14/2.15 Sportsfacilities
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3. % of municipalities/local authorities that have the following possibilities available
to citizens on their website (Available today/Planned for future) (% of municipalities
with awebsite)

3.1/ 3.2 Order written material from the municipality

3.2/ 3.4 Download and Print forms

3.5/ 3.6 View personal data from administrative systems

3.7/ 3.8 Submit personal data using web forms to update admin systems

3.9/ 3.10 Full electronic case handling

3.11/ 3.12 Online payments through the website

4. % of websites accessible according to European standards (% of municipalities
with awebsite)

5 % of municipalities/local authorities that provide interactive services via: ( % of
all municipalities/Loca Authorites)

5.1 Mobile technology - SMS

5.2 Mobile technology —- WAP/GPRSUMTS

5.3 Call centre/telephone

5.4 Digital TV

5.5 Telematic Kiosk

6. Number of visits to the local authority/municipality website (% of municipalities
with awebsite)

7. Average of visits to the websites from 1% January to September 30™ 2005 (% of
municipalities with awebsite)
7.1 % of municipalities that answer thisindicator (% of municipalities with awebsite)

8. Average of page views of the websites from 1% January to September 30™ 2005 (%

of municipalities with awebsite)

8.1% of municipalities that answer this indicator (% of municipalities with a
website).

9 % of municipalities/local authorities that provide an individual electronic way for
citizens to contact elected members ( % of all municipalities)

10 % of municipalities/local authorities that held consultations with citizens via the
web (% of municipalities with awebsite)

11 % of municipalities/local authorities monitoring citizen services by channel (% of
all municipalities)

12 % of municipalities/local authorities that monitor the access for citizens services
by the following channels; (% of all municipalities)

12.1 Website

12.2  Phone

12.3 Faceto face with ICT support
12.4 Email

125 Internet call centre
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126 WAP

12.7 PDA
128 Fax
129 SMS

13 % of municipalities/local authorities that offered ICT training in 2004 (% of all
municipalities)

14 % of municipality/local authority civil servants who have received ICT training in
the last year (% of municipalities that offered ICT training)

15 % of local authorities that use e-learning to provide training (accumulating
occasiona and regularly) (% of all municipalities)

16 % of employees dedicated to ICT functions (% of employees with administrative
functions). (% of all municipalities)

17 % of civil servants with a recognized digital signature to do their work (% of all
municipalities)

18 % of employees (with administrative functions) that have signing responsibilities.
(% of all municipalities)

19 % of municipalities/local authorities with an ICT strategy (% of all municipalities)

20 % of municipalities/local authorities with an e-Government strategy (% of all
municipalities)

21 Number of Internet connected PCs installed and functioning in the municipality/
local authority (% of all municipalities)

22. Average number of PC (per employee with admin functions) (% of all
municipalities)

23. % of employees who use a PC for their work (% of total number of employees)
(% of all municipalities)

24. % of local authorities/municipalities that have an Intranet (% of all municipalities)

25. % of municipalities that do not have an Intranet but have one planned for the
future (% of municipalities without an Intranet ).

26. Average (in %) of employees that have access to the Intranet in the municipalities
that have one (of employees with administrative functions).

27. % of municipalities/local authorities who use Open Source software (% of all
municipalities)
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28. % of municipalities/local authorities who use Open Source software for (% of all
municipalities)

28.1 Running web servers

28.2 Office applications

28.3 Server operating systems

28.4 Client operating systems

28.5 Emall

28.6 Database management systems

28.7 Protection software

29. % of municipalities who have developed any political decision regarding Open
Source software (% of all municipalities)

30. % of municipalities/local authorities that use:
30.1 Classic electronic filing

30.2 Electronic document handling

30.3 Electronic case administration systems

31 % of municipalities/local authorities who use: (% of all municipalities)
31.1 Secure servers
31.2 Firewalls
31.3 Encryption
31.4 Off site data backup
31.5 Physically restricted accessto critical ICT equipment
31.6 Backup power unit
31.7 Current ICT security training of employees.
31.8 Antivirus software
31.9 Standard data protection procedure
31.10 Disaster recovery procedures

32. % of municipalities with an Internet connection (% of all municipalities)

33. of municipalities with Internet connection provided by: (% of municipalities with
an Internet connection).

33.1 Public Administration

33.2 Private ISP

33.3 Other public networks

34 % of municipalities/Local Authorities with broadband connection (% of all
municipalities)

35 % of municipalities with the following types of broadband connection: (% of
municipalities with a broadband connection).

35.1 xDSL <2Mbps

35.2 xDSL equal or above 2 Mbps

353 CableTV

354 Satellite

355 Wireless

356 UMTS

35.7 Fibreoptics
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35.8 Cable data network (CDN)

36. % of municipalities /local authorities that offer facilities for remote/mobile/home
working for 1) employees and/or 2) elected members (% of all municipalities)

37. % of municipalities/local authorities that implement joined up service delivery by
sharing of: (% of al municipalities)

37.1 Service delivery information with other public agencies

37.2 Front desk facilities with other public agencies

37.3 Call centre facilities with other public agencies

37.4 Private networks or Extranets with other public agencies

37.5 Access to databases with other public agencies.

38. % of municipalities/local authorities with PIAPs (% of al municipalities)

39. Average number of PIAPs in the municipaities/loca authorities (% of
municipalities with PIAPS)

40. % of PIAPS with broadband connection equal or above 2 Mbps (% of
municipalities with PIAPS)

41 Barriers for the use of ICT (% of all municipalities) % of municipalities that
consider... asthe greatest barrier for the use of ICT

41.1 Errors/defects in supplies software

41.2 ICT supplierslack of flexibility

41.3 Lack of integration between applications

41.4 Lack of ICT qualified staff in the public administration
41.5 Difficulty in recruiting and retaining ICT qualified staff
41.6 Lack of an updated ICT strategy

41.7 ICT spending as being too high

41.8 Premature introduction of new versions of existing software
41.9 Other reasons

The level of analysis will be at the local level of government (municipalities/public
administration/local authorities). The reason we have selected the local level is
because a comparison between countries can only be done at the state or local levels.
Other administrative or political divides are not comparable among European
countries. The Understand project being of regiona scope, we are compelled to
research the local level or municipalities.

Partners can survey other administrative levels (provinces, regions, districts or
counties) if thisis of interest, athough the comparison between regions will not be
made at those levels.

The most comparable unit to a municipality is alocal authority that is defined as the
administrative unit of local government. A municipality/local authority is a political
and administrative local area/unit, generally composed of a clearly defined territory
below a province, region, state or other major national subdivision, that has its own
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democratically elected representative leadership for local self-government. Both
municipalities and local authorities come under the wider remit of local government.

Survey questions will be directed at Mgjors or equivalent in each area (For examplein
the UK this will be the Chief Executive or Head of e-Government of the Local
Authority). It is expected that these persons will decide if they wish to answer the
guestions themselves or if an appropriate person needs to be selected instead. For
instance, some authorities may choose to allocate the questionnaire to administrative
staff with specific responsibility for ICT or to a member of staff who has previously
dealt with similar questions.

Much of the background from this area can be found in the Nordic Questionnaire
(Statistics Norway 2001) that examined the needs and options linked with ICTs for
sustainable urban development. This questionnaire was directed at both demand and
supply side practitioners.

It is also considered appropriate to include some contextual questions:

1. Number of inhabitants of the municipality®
2. Tota number of employeesin local administration?
3. Number of employees with administrative functionsin the local administration

Note: In the contextual questions we want to establish the number of inhabitants in
each municipality. These can then be grouped at the analysis stage. In this way, we
can regroup data in different categories if we want to conduct different comparisons
for internal purposes.

Data collection method and Sampling

The preferred method of data collection in the area of e-Government is through the
use of online questionnaires. However, in some cases this option may not be feasible.
For example, the municipality may not be connected to the Internet. If thisis the case
then a written questionnaire will be sent by postal service. A presentation letter will
be written to introduce the survey questionnaire. This will be addressed to the Major
or equivalent in each area. If the questionnaire is not returned by the date requested, a
follow up telephone call will be made.

In some areas a sample of municipalities/public administration authorities will be
carried out. Others will conduct a survey of all municipalities/public administrations
(wherethisis considered feasible).

! We need this information to be able to group data according the size of the municipality and therefore
improve the quality of the analysis

2 \We need these questions (2,3) because to present final results we will be using percentages and the

questionnaire will be asking the information in absolute terms, since that is easier to answer for the
person interviewed
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In the area of e-government we are interested in the situation as at 30" September
2005. It is important to set a date as reference data for the survey, this date being
homogenous for all regions.

In the area of e-Government;

Confidence level 95%
Confidence Interval - + 5%

Partners must weight data for statistical significance.

Partners agreed to use a category sizing up to 10.000 inhabitants (except Y orkshire &
Humber and Wales) to obtain results for smaller municipalities. The statistical
significance proposed was as follows:

Sampling error +/- 10
Level of confidence 95%

It is recommended not to mention this statistical significance when publishing the
results, since this data is only analysed to get a snapshot of the situation in each
region.



Indicator Category

eGover nment/On-line and interactive services
Indicator
1. % of municipalitieswith a website

2. % of websites that offer the following services. (all two way interaction or
transaction)

2.1/2.2/2.3 Public libraries

2.4/2.5/2.6 Public procurement

2.7/2.8/2.9/Building per mission

2.10/2.11/2.12 Childcare

2.13/2.14/2.15 Sportsfacilities

3. % of websites that have the following possibilities available to citizens on the
municipality/local authority website (Available today/Planned for future)

3.1/3.2 Order written material from the municipality

3.3/ 3.4 Download and Print forms

3.5/3.6 View personal data from administrative systems

3.7/3.8 Submit personal data using web formsto update admin systems

3.9/3.10 Full electronic case handling

3.11/3.12 Online payments through the website

4. % of websites accessible according to European standar ds

5. % of municipalities/local authoritiesthat provide interactive servicesvia:
5.1 Mobiletechnology -SM 'S
5.2 Mobiletechnology - WAP/GPRSUMTS
5.3 Call centre/telephone
5.4 Digital TV
5.5 Telematic Kiosk

Definition

Percentage of basic public services available online in the local administration and the
level of their online sophistication following a two stage framework:

- Stagethree: two-way interaction. Processing of forms, including authentication
- Stagefour: transaction. Case handling, decision and delivery (payment)
- Noinformation about this service

European Website Standards; the Web Accessibility Initiative (WAI) consists of
over 500 member organisations from 30 countries. They produced a set of guidelines
and as part of the eEurope plan these are systematically being adopted and
implemented at the European level. Public websites in the EU vary in size, design,
structure, functionality, implementation and inevitably in their level of accessbility.
The aim is to achieve AA conformance through a process of monitoring and updating
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sites accordingly. At present al countries agree on the overall decision to make their
public websites at least compliant with the A rating. Further information can be found
at www.euroaccessibility.org.

Accessible at 1% priority of W3C guidelines (Single A)

Interactive services. Interactive means the exchange of information between two
parties. Hence, when referring to ‘interactive services we are referring mainly to
information services that could be carried out via SMS, WAP etc. For example,
gueries about taxes or leisure activities.

Rationale

eEurope, BISER

Survey Question

4. Does the municipality/local authority have its own website?

(This means that the municipality itself decides the form and content of the website,
possibly outsourcing practical tasks in connection with design and maintenance).

Yes []
No []

Don't Know [_]

4.1 Does your website offer any of the following services?
Two-way interaction. Processing of forms, including authentication
Handling transactions. Case handling, decision and delivery (payment)

SERVICES Two-way Handling Don’t know
interaction |transaction

- Public libraries Consult online | Reserve a book
catalogue  of | []
loca library
[]

- Public procurement Submit a| Manage a
tender complete
proposal  via| online auction
the  website| []

[]

- Building permission Submit a| Obtain
request permission and
] pay relevant

taxes
[]

- Childcare Register a|Pay childcare
child to local |fee[ ]
childcare []
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- Sportsfacilities Current Book and Pay
availability [] | for sports
facilities[]

4.2 Are any of the following possibilities available to citizens on the local
authority’ /municipality’ s website? (Please tick one box per line)

Available today Planned for the|Not available
future (oneyear)

Order written
material from the
municipality  eg.,

brochures, local
plans, etc

Download and print
forms

View persona data
from administrative
systems

Submit personal
data using web-form
to update
administrative
systems®

Full €ectronic case
handling®

Online  payments
through the website
(e.g. by credit card)

5. Is your website accessible according to European standards? (see previous
definition)
Yes []

No []
Don't Know [_]

7. Does your municipality/local authority provide any interactive services to citizens
and enterprises via (tick all that apply or don’t know)
Yes No Don't know

Mobile technology - SMS ] 0O O
Mobiletechnology —-WAPIGPRSUMTS [ ] [ [
Call centre/ telephone 1 O O

3 Either through function of the website or through direct link to afunction on an external site (e.g. a
joint municipal website)
* Full self-service solution with electronic decision (i.e. automatic and released by citizens enquiries)
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Digita TV
Telematic Kiosk

L]
L]
L]

Indicator Category

eGovernment/Monitoring services usage

| ndli cator

6. Number of visitsto thelocal authority/municipality website

;bg\verage number of visits to the website from 1% January to 30" September
5

7.1 % of municipalitiesthat answered thisindicator

8. Average number of page views of the website from 1% January to 30"
September 2005

8.1 % of municipalitiesthat answered thisindicator

Definition

“Visits’: does not consider the identity of the user. A visit is the access of one user to
awebsite. We aso could call it “user session” and it measures the Number of times
that a different user (through IPs -individua identification of a connected computer
which doesn’'t consider user identity-) connects to the website. We have to bear in
mind that we can’t consider “visit” the web page refreshing by user.”

Page view: A website is made up of several pages. By page views we mean every

page of the website surfed by the user during his session or visit, so one visit could
mean several page views. We don’'t count as a page view when a user refreshes a

page.”
Rationale
eEurope

Survey Question

6. How many visits (without considering the identity of the user) did your local
administration/municipality website have between 1st January 2005 and 30"
September 2005?

Number
Don't Know [_]
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6.1 How many page views did your local administration website have from 1%
January 2005 to 30" September 20057

Number
Don't Know [_]

Indicator Category

eGover nment/Online and inter active services
Indicators

9. % of municipalities/local authoritiesthat provide an individual electronic way
for citizensto contact elected members

10. % of municipalities/local authorities that held consultations with citizens via
the web
Definition

Evidence of online channels in the local administration that facilitate citizen
participation in public issues

Rationale
eEurope, BISER

Survey Question

8. Does your municipality/local authority provide an individual electronic way for
citizens to contact elected members?

Yes []
No []
Don't Know [ ]

8.1 Has your municipality/local authority held any consultations with citizens via the
web?

Yes
No
Don't Know [_]

L]

69



Indicator Category

eGovernment/Monitoring Services Usage
| ndicator
11. % of municipalities/local authorities monitoring citizen services by channel

12. % of municipalities/local authorities that monitor the access for citizens
services by the following channels;

12.1 Website

12.2Phone

12.3 Faceto facewith ICT support

12.4 Email

12.5 Internet call centre

12.6 WAP

12.7 PDA

12.8 Fax

129SMS

Definition

SM S: for the purposes of this question we are referring to SMS via mobile phone, text
messaging.

Loca administrations/municipalities that measure citizens' services offered by type of
channel

Monitor access. To monitor citizens access by channel means to measure and
analyse that access by every channel; in other words, it means to follow, notice or
register the different user entries by the proposed channels.

Rationale

eEurope

Survey Question

9.Does your municipality/local administration monitor access (by channels) for
citizens' services?

Yes []
No []
Don’t know []

9.1 If yes, please indicate the channels that apply.
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Don’'t know
Website
Phone
Face to face with ICT support]_]
Emall

Internet call center
WAP

PDA

Fax

Mobile phone (SMYS)

L]

I

[
[
[
[
[
[
[
[
L]

OO0t

Indicator Category

eGovernment/Organization & Human resour ces
| ndicator
13. % of municipalitiesthat offered ICT trainingin 2004 (% of all employees)

14. % of municipality/local authority civil servants who have received ICT
training in the last year (% of all employees)

15. % of municipalities/ local authoritiesthat use e-learning to providetraining
(accumulating occasional and regularly)

Definition
e-learning: The use of ICTs to support and deliver formal training courses and
educational programmes of study. We are referring to e-learning used for any kind of

training, not just ICT training.

Number of civil servants with administrative functions who have received ICT
training during the last year (at least one course provided by the Administration).

Rationale
eEurope

Survey Question

10. Did the municipality/Local Authority organize at least one ICT training course for
their employees during 20047

Yes []
No []
Don’t know []
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10.1 How many employees/civil servants received ICT training during 20047 (At least
one course organised by the Administration)

Number
Don’t know [ ]

11. Has your local authority/municipality used e-Learning (computer supported
learning) to provide training? (Not only ICT related but on any subject e.g. foreign
languages, project management, laws)?

Never []
Y es, occasionally (once or twicein the last 2 years, as an experiment) ]
Yes, regularly (more than twice over the last 2 years) []
Don’t Know []

Indicator Category

eGovernment/Organization & Human resour ces
| ndicator

16. % of employees dedicated to ICT functions (% of employees with
administrative functions)

Definition

Employees dedicated to ICT support functions: employees who in a prevailing or
sole way carry out specidist ICT activities regardless of their forma ICT
gualifications.

Administrative functions: The difference between employees with manual and non-
manual functions. Manual functions include police officers, teachers, fire persons, and
other specia jobs like carpenters or bricklayers whose tasks are not considered
administrative. Administrative functions are usually conducted by workers from non-
manual jobs such as clerks, receptionists, secretaries, etc.

Rationale

eEurope, BISER
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Survey Question

12. Are there in your municipality/local authority any employees dedicated to ICT
support functions ?

Yes [1]
No [
Dontknow [ ]
12.1 If yes, how many? (Please specify number)

Number:
Don't Know [_]
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Indicator Category

eGovernment/ICT systems
Indicator

17. % of local authority civil servants with a recognised digital signature to do
their work

18. % of employees (with administrative functions) that have signing
responsibilities

Calculated as a percentage of the total number of employees in the municipality

Definition

Signing responsibilities: only employees with high positions. majors, councillors,
genera directors.

Number of civil servants with a recognised digital signature to do their work (the
digital signature must be based on a PK ).

Rationale
eEurope, Work Foundation

Survey Question

13. Are there in your municipality/local authority any employees with a recognized
digital signature based on a PK1?

Yes []
No []

Don't Know [_]
13.1 If yes, how many? (Please specify number)

Number
Don'tknow [ ]

13.2 How many employees within the municipality/local authority have signing
responsibilities?
(Please specify number)

5 (PKI) isthe combination of software, encryption technologies, and services that enables enterprises to protect the
security of their communications and business transactions on the Internet.

PKls integrate digital certificates, public-key cryptography, and certificate authorities into a total, enterprise-wide
network security architecture. A typical enterprise® PKI encompasses the issuance of digital certificates to
individual users and servers; end-user enrolment software; integration with corporate certificate directories; tools
for managing, renewing, and revoking certificates; and related services and support
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Number
Don'tknow []

Indicator Category

eGovernment/ICT Policies
I ndicator

19. ICT strategy governing the local administration - % of municipalities/L ocal
Authoritieswith an ICT strategy.

20. % of municipalities/L ocal authoritieswith an e-Gover nment strategy
Definition

ICT strategy: An official, written plan containing objectives and guidelines for
acquisition or usage of ICT by the municipality.

e-Government strategy: An official written plan for delivering services
electronically to the public and for carrying out democratic, administrative and other
functions electronically.

Rationale

eEurope, BISER

Survey Question

14. Does your municipality/local authority have an ICT strategy?

(ICT strategy means an official, written plan containing objectives and guidelines for
acquisition or usage of ICT by the municipality)

Yes []
No []

Don't Know [_]

15. Does your municipality/local authority have an e-Government strategy?

Yes []
No []
Don't Know [_]
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Indicator Category

eGovernment/ICT systems
Indicator

21. Number of Internet connected PC’'s installed and functioning in the
municipality/ local authority

22. Average number of PCs per employees with administrative functions

23. % of employees who use a PC for their work (% of total number of
employees)

Definition
Availability of PCsinstalled and functioning connected to Internet

The second of the above indicators is calculated by number of PCs/number of
employees with administrative functions, then calculating the average.

Rationale
eEurope

Survey Question

16. How many installed and functioning personal computers (PCs) in your local
authority/municipality are connected to the Internet?
(Please specify number).

Number
Don’t know [_]

16.1 How many employees use a PC for their work?
(Calculated as % of total number of municipality/LA employees)

Number:
Don’t know [_]
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Indicator Category

eGovernment/ICT Systems
Indicator

24. % of municipalities/local authoritiesthat have an I ntranet

25. % of municipalities/local authorities that do not have an Intranet but have

one planned for the future

26. Average (in %) of employees that have access to the Intranet in the

municipalitiesthat have one (employees with administrative functions).

Definition

Intranet: A private network inside a company or organisation which uses software
such as that used on the Internet, but for internal use only, and not accessible to the
public. Companies use Intranets to manage projects, provide employee information,
distribute data and information, etc.

Rationale

eEurope, BISER

Survey Question

17) Does the municipality/local authority have an Intranet?

Yes []
No []

Don't Know [_]
17.1) If No, isthis planned for the future?

Yes []
No []

Don't Know [_]

17.2 If yes, how many employeesin your local authority/municipality have

accessto thelntranet ?

Number
Don't know [ ]



Indicator Category

eGovernment/ICT systems
Indicator

27. % of municipalities/local authoritiesthat use Open Sour ce software
28. % of municipalities/local authoritiesthat use Open Sour ce softwarefor:
28.1 Running web servers
28.2 Office applications
28.3 Server Operating systems
28.4 Client operating systems
28.5 Email
28.6 Databases management system
28.7 Protection software

29. % of municipalities/local authorities that have developed any political
decision regarding Open Sour ce software

Definition

Existence of any administrative agreement about Open Source software approved by
political consensus concerning local administration.

Open Source software: Software for which the underlying programming code is
available to the users so that they may read it, make changes to it, and build new
versions of the software incorporating their changes.

Rationale

BISER, eEurope

Survey Question

18. Does your local authority/municipality use any Open Source software...?

Yes []
No []

Don't Know [_]

18.1 If yes, please specify for what purpose.
(Tick al that apply or don’t know)

Yes No Don’t know
For running web servers 1 O O
For Office Applications L] [0 [
Server operating systems L1 O [
Client operating systems 1 O O
Email L1 O 0O
Database managementsystem [ | [ [

78



Protective software 1 [ [
Other (Please specify)

182 Has your loca authority/municipality developed any
decision/administrative agreement about Open Source software?

Yes []
No []

Don't Know [_]

Indicator Category

eGovernment/ICT Systems
| ndicator
30. % of municipalities/local authoritiesthat use:
30.1 Classic electronic filing
30.2 Electronic document handling
30.3 Electronic case administration systems
Rationale
eEurope

Survey Question

political

19. Does the municipality/local authority use any of the following systems?

Please tick all that apply

Classic electronic filing (i.e. electronic storage of information on documents and

cases, e.g. date of receipt, sender, etc.)Yes[ | No[ ] Don't know [_]

Electronic document handling system (i.e. electronic recording and storage of

documents of a case — scanned or internal documents)
Yes[ ] No[ ] Don't know [ ]

Electronic case administration (i.e. supporting the entire handling of a case and

work flow between case officers) Yes[ ] No[_]| Don't know [_]
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Indicator Category

eGovernment/ICT Systems
Indicator

31. % of municipalities/local authoritiesthat use:
31.1 Secure SSL servers
31.2 Firewalls
31.3 Encryption
31.4 Off sitedata back up
31.5 Physically restricted accessto critical ICT equipment
31.6 Back up power unit
31.7 Current ICT security training of employees
31.8 Antivirus software
31.9 Standard data protection procedure (back up)
31.10 Disaster recovery procedures

Definition

Firewalls: These are special systems that are set up on a network to prevent intruders
from stealing or destroying confidential files. This is done through a combination of
hardware and software that separates a LAN into two or more parts.

Encryption: A method of scrambling or encoding data to prevent unauthorized users
from reading or tampering with the data. Only individuals with access to a password
or key can decrypt and use the data. The data can include messages, files, folders, or
disks.

Rationale

eEurope

Survey Question

20. Does the municipality/local authority use any of the following security facilities?
(Pleasetick all that apply)

Don’'t know
Secure SSL servers
Firewalls
Encryption for Confidentiality
Off site data backup
Physically restricted accessto critical ICT equipment
Back up power unit
Current ICT security training of employees
Antivirus software (updated in the last 3 months)
Standard data protection procedure (back up)
Disaster recovery procedures

I
[ =
I
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Indicator Category

eGover nment/I nter net/Br oadband connection
Indicator

32. % of municipalities/local authoritieswith an Internet connection
33. % of municipalities/local authorities with an Internet connection provided
by:

33.1 Public Administration

33.2 Private | SP

33.3 Other public networks

34. % of municipalities/local authoritieswith a broadband connection,

35. % of municipalities/local authoritieswith a broadband connection, by type:
35.1 xDSL<2Mbps
35.2xDSL equal or above 2M bps
35.3 Cable
35.4 Satellite
35.5Wireless
35.6 UMTS
35.7 Fibre Optics
35.8 Cable data network (CDN)

Definition

Percentage of municipalities/local authorities with broadband connection by type.
Broadband: OECD definition: those connections with at least 256kbps of
downstream, which includes the aways on connection superior to traditional
telephone line and I1SDN.

Rationale

e-Europe

Overlap with technical infrastructure.

Survey Question

21. Does your municipality/local authority have an Internet connection?

Yes []
No []

Don't Know [_]
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21.1If Yes, isthis provided by a public body (region, province etc), by a private ISP
or by other public networks? (Multiple choice)

Public Administration[_]

Private |SP []
Other public networks_]
Don’'t Know []

21.2 If yes, do you have a broadband connection?

Yes []
No []
21.3 If yes please specify the type:

Yes No Don’'t know
xDSL < 2Mbps 1 [0 [
xDSL equal or above2Mbps [ ] [] [
Cable TV L 0O 0O
Satellite 1 OO0 0O
Wireless 1 [ [
Cable data network (CDN) 1 [0 [
(equal or above 2 Mbps)

UMTS 1 OO0 0O
Fibre optics 1 [ [
Other (please specify : )

Indicator Category

eGovernment/ ICT Policies
Indicator

36. % of municipalitieslocal authorities that offer facilities for
remote/mobile/home working for 1) employees and/or 2) elected members

37. % of municipalities/local authorities implementing joined up service delivery
by sharing of:

37.1 Service delivery information with other public agencies

37.2 Front desk facilitieswith other public agencies

37.3 Call centrefacilitieswith other public agencies

37.4 Private networ ks or Extranetswith other public agencies

37.5 Accessto databases with other public agencies.

Survey Questions
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22. Does your municipality/local authority offer facilities for remote/mobile/home
working for:

Employees Yes [ ] No [] Don'tknow [ ]
Elected members Yes [ ] No [] Don't know [ ]

23. Does the municipality/local authority implement joined up service ddivery
through the sharing of:
(Tick al that apply)

Service delivery information with other public agencies
Front desk facilities with other public agencies

Call centre facilities with other public agencies

Private networks or Extranets with other public agencies
Access to databases with other public agencies.

None of these

OO0t

Indicator Category

eGover nment/I nter net/Broadband Connection

| ndicator

38. % of municipalitieswith PIAPs

39. Average number of PIAPsin the municipality/local authority

40. % of PIAPswith broadband connection equal or above 2Mbps

Definition

PIAP: Public Internet Access Points. Publicly provided centres providing access to
the Internet regardless of their public and/or private provider and whether access is
free or not though excluding fully private Internet cafes.

(By PIAP we do not mean PC workspaces, instead we are referring to number of
locations. E.g. A library with 20 PCs countsas 1 PIAP).

Rationale

eEurope, BISER

Survey Question

24. Do you have Public Internet Access Points (PIAPS) in your municipality/local
authority (in the library, in the job-centre, in community centers)?

Yes []
No []
Don'tKnow [ ]
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24.11f Yes, how many?
Number

24.2 How many PC Workspaces are there in total in all the PIAPs in the
municipality/Local Authority?

Number
Don'’t know [

24.3 Do any of the PIAPs have a broadband connection equal or above 2Mbps?

Yes []
No []
Don’t Know []

Indicator Category

eGovernment/Barriersfor ICT Use
I ndicator

41. Barrierstouseof ICT:
% of municipalities that consider ..... to be the greatest barrier for the use of
ICT)
41.1 Errors/defectsin supplied software
41.2 ICT supplierslack of flexibility
41.3 Lack of integration between applications
41.4 Lack of ICT qualified staff in the public administration
41.5 Difficult torecruit or retain ICT qualified staff
41.6 Lack of an updated ICT strategy
41.7 1CT expendituretoo high
41.8 Prematureintroduction of new versions of existing software

Rationale

eEurope/BISER

Survey Question

25. Which of the following do you consider to be the greatest barrier to
municipalities/Loca Authorities use of ICT in general? (Please tick a maximum of 3
boxes).



Errors/defects in supplied software []
|CT supplierslack of flexibility []
Lack of integration between applications []
Lack of ICT qualified staff in the public administration []
Difficult to recruit or retain ICT qualified staff ]
Lack of an updated ICT strategy []
ICT expenditure too high []
Premature introduction of new versions of existing software]_|
Other (Please specify)

Don’'t Know
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5.1 e-Gover nment Questionnaire

Context questions

1) How many inhabitants are there in your municipality/local authority area?

2) What is the total number of employees in your local authority/municipality?

3) How many employees have administrative functions in your municipality/
local authority?

Online Services

4) Does the municipality/local authority haveits own website?

This means that the local authority/municipality itself decides the form and contents
of the website (possibly outsourcing practical tasks in connection with design and
mai ntenance).

Yes []
No []
Don't Know [ ]

4.1) Does your website offer any of the following services? (if you don’t have
any of these servicesin your local administration don’t tick any box) ®:

Two-way interaction. Such as processing of forms, including authentication
Handling transactions. Such as case handling, decision and delivery (payment)

SERVICES Two-way Transaction Don’t
interaction K now
- Public libraries | Consult online catalogue | Reserve a book
of local library [ ] ]
- Public Submit atender proposal | Manage a complete
procurement viathe website [] online auction
[]
- Building Submit arequest Obtain permission and
permission ] pay relevant taxes
- Childcare Register achildtolocal | Pay childcarefee [ ]
childcare []
Sports facilities | Current availability [ ] | Book and pay for sports
facilities[]
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4.2) Are any of the following possibilities available to citizens on the
municipality/local authority website?” (Please tick one box per line)

Availabletoday |Planned for the|Not available
future (one
year)

Order written
material from the
municipaity eg.,

brochures, local
plans, etc
Download and print
forms

View personal data
from administrative
systems

Submit  personal
data using web-
form to update
administrative
systems®

Full €ectronic case
handling®

Online  payments
through the website
(e.g. by credit card)

5) I's your website accessible according to European standards (i.e. in terms of
usability, access for the disabled)™*?

Yes []
No []
Don't Know [ ]

6) How many visits (without considering the identity of the user) did your local
administration website have from 1% January 2005 to September 30" 20057
(“Visits’: does not consider the identity of the user. A visit is the access of one user to a
website. We also could call it “user session” and it measures the Number of times that a
different user (through IPs -individual identification of a connected computer which doesn’t
consider user identity-) connects to the website. We have to bear in mind that we can’t
consider “visit” the web page refreshing by user.)

Number

" Either through function of the website or through direct link to afunction on an external site (e.g. a
joint municipal website)

8 Either through function of the website or through direct link to afunction on an external site (e.g. a
joint municipal website)

° Full self-service solution with electronic decision (i.e. automatic and released by citizens enquiries)
19 Accessible at 1t priority of W3C guidelines (Single A)

" We guarantee confidentiality
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Don't Know [_]

6.1) How many page views did your local administration website have
from 1% January 2005 to September 30" 2005?

Number
Don't Know [ ]

7) Does your municipality/local authority provide any interactive services to
citizensand enterprisesvia: (Tick all that apply or don’t know)?

(Interactive means the exchange of information between two parties. Hence, when
referring to ‘interactive services we are referring mainly to information services that
could be carried out via SMS, WAP etc. For example, queries about taxes or leisure
activities. )

Yes No Don’t know
M obile technology - SMS ] 0O O
Mobiletechnology - WAP/IGPRYUMTS [ ] [ [
Call centre/ telephone ] 0O O
Digital TV 1 O [
Telematic Kiosk L O O

8) Does your municipality/local authority provide an individual eectronic way
for citizensto contact elected member s?

Yes []
No []
Don't Know [ ]

8.1) Has your municipality/local authority held any consultations with
citizensviathe web?

Yes []
No []
Don’t Know []

Usage of Services

9) Does your municipality/local authority monitor access (by channels) for citizens
services?

(Monitor access: To monitor citizens' access by channel means to measure and analyse that
access by every channel; in other words, it means to follow, notice or register the different
user entries by the proposed channels.)

Yes []
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No []
Don't Know [ ]

9.1) If yes, please indicate the channelsthat apply

Yes No Don'’t know

Website 1 [0 [
Phone 1 [ [
Facetofacewith ICT supportl | [ ] [
Email 1 [0 [
Internet call center 1 [0 [
WAP (1 O O
PDA ] 0O O
Fax (1 O O
M obile phone (svs) L] 01 O

Organisational and Human Resources

10. Did the municipality/Local Authority organize at least one ICT training
coursefor their employees during 20047?

Yes []
No [ ]
Don’t know []

10.1) How many employees/civil servantsreceived ICT training during 2004? (At
least one course organised by the municipality/local authority) (Please specify
number)

Number
Don'tknow [ ]

11) Has your municipality/local authority used e-L earning (computer supported
learning) to provide training? (Not only ICT related but on any subject e.g.
foreign languages, project management, laws)

(eLearning is defined as the use of ICTsto support and deliver formal training courses
and educational programmes of study).

Never

Y es, occasionally (once or twicein the last 2 years, as an experiment)
Yes, regularly (more than twice over the last 2 years)

Don’t Know

N

12) Are there in your municipality/local authority any employees dedicated to
I|CT support functions?
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(Employees dedicated to ICT support functions: employees who in a prevailing or
sole way carry out specidist ICT activities regardless of their formal ICT
qualification)

Yes []
No []
Don'’t know []

12.1) If yes, how many? (Please specify number)
Number
Don’t know [_]

13) Are there in your municipality/local authority any employees with a
recognised digital signature based on a PK1%%?

Yes []
No []
Don’t know []

13.1) If yes, how many (Please specify number)

Number
Don’t Know []

13.2) How many employees within the municipality/local authorities have signing
responsibilities? (Signing responsibilities: only employees with high positions:
majors, councillors, general directors)

Number
Don'’t know []

ICT Systems

14) Does your municipality/local authority havean ICT strategy?

(ICT strategy means an official, written plan containing objectives and guidelines for
acquisition or usage of ICT by the municipality)

Yes []
No []

12 (PKI) is the combination of software, encryption technologies, and services that enables enterprises to protect
the security of their communications and business transactions on the Internet.

PKls integrate digital certificates, public-key cryptography, and certificate authorities into a total, enterprise-wide
network security architecture. A typical enterprise® PKI encompasses the issuance of digital certificates to
individual users and servers; end-user enrolment software; integration with corporate certificate directories; tools
for managing, renewing, and revoking certificates; and related services and support
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Don't Know [_]

15) Does your municipality/local authority have an e-Gover nment strategy?
(e-Government strategy: an official written plan for delivering services
electronically to the public and for carrying out democratic, administrative and other
functions electronically.)

Yes []
No []
Don't Know [ ]

16) How many installed and functioning Personal Computers (PCs) in your local
authority/municipality are connected to the Internet? (Please specify number).

Number
Don'tknow [ ]

16.1) How many employees use a PC for their work?

Number
Don't know [ ]

17) Does the municipality/local authority have an Intranet?

(Intranet: A private network inside a company or organisation which uses software
such as that used on the Internet, but for internal use only, and not accessible to the
public. Companies use Intranets to manage projects, provide employee information,
distribute data and information, etc.)

Yes []
No []
Don't Know [ ]

17.1) If No, isthis planned for the future?

Yes []
No []
Don't Know [ ]

17.2 If yes, how many employeesin your local authority/municipality have
accessto the Intranet?

Number

Don'tknow [ ]

18) Does your municipality/local authority use any Open Sour ce softwar €?
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Yes []
No []
Don’t Know []

18.1) If yes, please specify for what purpose (Tick all that apply or don’t
know)
Yes No Don't know

For running web servers 1 [ [
For Office Applications 1 0 [
Server operating systems L1 O O
Client operating systems 1 O O
Email L O 0O
Database managementsystem [ | [] [
Protective software 1 0O O
Other (Please specify)

18.2) Has your local authority/municipality developed any political decision
or administrative agreement about Open Sour ce softwar €?

Yes []
No []

Don’'t Know []

19) Does your local authority/municipality use any of the following systems?
(Pleasetick all that apply or Don’t Know)

Classic eectronic filing (i.e. electronic storage of information on documents and
cases, e.g. date of receipt, sender, etc.)Yes[ | No[_] Don't know [_]

Electronic document handling system (i.e. electronic recording and storage of
documents of a case — scanned or internal documents)
Yes[ ] No[_ ] Don'tknow [ ]

Electronic case administration (i.e. supporting the entire handling of a case and
work flow between case officers) Yes[ | No[_] Don't know [_]

20) Does the municipality/local authority use any of the following security
facilities? (Please tick all that apply)

Don’'t know
Secure SSL servers
Firewalls
Encryption for Confidentiality
Off site data backup
Physically restricted access to critical ICT equipment
Back up power unit
Current ICT security training of employees
Antivirus software (updated in the last 3 months)
Standard data protection procedure (back up)

N
N [ =
N
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Disaster recovery procedures 0 O O

I nternet/ Broadband Connection

21) Does your municipality/local authority have an Internet connection?

Yes []
No []
Don't Know [ ]

21.1) If Yes, Is this provided by a public body (region, province etc), by a
private ISP or by other public networks? (Tick all that apply)

Public Administration [ ]
Private |SP []
Other Public networks [ ]
Don’'t Know []

21.2) If Yes, do you have access to a broadband connection?

(Broadband: OECD definition: those connections with at least 256kbps of
downstream, which includes the always on connection superior to traditional
telephone line and ISDN.)

Yes []
No []
Don’t Know []

21.3) If yes, please specify the type:

Yes No  Don't know
xDSL < 2Mbps ]
xDSL equal or above2 Mbps [ ]
Cable TV [ ]
Satellite []
Wireless []
Cable data network (CDN) ]
(equal or above 2 Mbps)

UMTS ]
Fibre optics []
Other (please specify)

N |

[
[]
[
[]
[
[]
[]
[]

22. Does your municipality/local authority offer facilities for
remote/mobile/home working for:

Employees Yes [] No [] Don'tknow []
Elected members  Yes [ ] No [] Don't know [ ]
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23. Does the municipality/local authority implement joined up service delivery
through the sharing of:
(Tick al that apply)

Service delivery information with other public agencies
Front desk facilities with other public agencies

Call centre facilities with other public agencies

Private networks or Extranets with other public agencies
Access to databases with other public agencies.

None of these

OO00003
OO0000zZ
OOO000g
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24) Do you have Public Internet Access Points (PIAPSs) in your municipality/local
authority (in the library, in the job-centre, in community centers excluding fully
private Internet cafes, regardless of whether they arefree or not)?

(By PIAP we do not mean PC workspaces, instead we are referring to number of
locations. E.g. A library with 20 PCs countsas 1 PIAP).

Yes []
No []
Don't Know [ ]
24.1) If Yes, how many?

Number

24.2 How many PC Workspaces are there in total in all the PIAPs in the
municipality/L ocal Authority?

Number
Don'’t know [

24.3) Do any of the PIAPs have a broadband connection equal to or above
2Mbps?

Yes
No
Don’'t Know

L

25) Which of the following do you consider to be the greatest barrier to
municipality/local Authority use of ICT in general? (Please tick a maximum of 3
boxes).

Errorg/defectsin supplied software

ICT suppliers lack of flexibility

Lack of integration between applications

Lack of ICT qualified staff in the public administration
Difficult to recruit or retain ICT qualified staff

Lack of an updated ICT strategy

ICT expenditure too high

Premature introduction of new versions of existing softwar
Other (Please specify)
Don’'t Know

O SOoooood
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5. Broadband Infrastructure

Domain Definition

This section is concerned with outlining and defining the indicators in the area of
Technical Infrastructure. The primary concern is to measure the supply of broadband,
which is the extent to which citizens and businesses can use broadband access if
desired. The focus here is on availability rather than on take-up, as thisis covered in
other sections, particularly in the section on Social Infrastructure.

As the definition of broadband is extremely variable it is important to establish a
definition from the outset. The OCED definition has been used, of downstream
services of at least 256K bps, which includes an always on connection superior to the
traditional telephone line and ISDN. However, because higher bandwidth can provide
real added value services we need to distinguish between different levels of access
bandwidth. Therefore, where possible, the distinction above and below 2 Mbps is
required.

| ssues to measure

There are a number of issues that need to be measured:

Broadband coverage

Providers competition

Technology competition

Research Network

Pan-European networks

Policies

Public Internet Access Points (PIAPS)
Wi-Fi

The following indicators will be measured in the domain of broadband infrastructure;

Broadband coverage
1. % of citizens living in areas served by
1.1 ADSL
1.2DSL over LLU
1.3FTTH
1.4 Cable
1.5UMTS
1.6 Wi-Fi
1.7 Wi Max
1.8 Wirelesslocal loop/ LMDS
1.9VDSL

2. % of citizensliving in areas served by access >2Mbps downstream

3. % of business in areas served by:
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3.1 ADSL
3.2HDSL
3.3SHDSL
3.4DSL over LLU
35FTTH
3.6 UMTS
3.7 Wi-Fi
3.8 Wi Max
3.9 Wirelesslocal loop/LMDS
3.10 vDSL
4. % of businesses in areas served by access >2Mbps downstream.
5. % of municipalities reached by FON (at least one local exchange reached)
6. % of local exchanges reached by FON
7. % of municipalities reached by xDSL at |least partially
8. % of municipalities BELOW 5.000 inh. reached by xDSL at |least partially

9. % of citizensliving in RURAL areas reached by xDSL

Providers competition
Number of active providers for infrastructure services and access services
10. Number of telecom providers providing broadband services to other telecom
access providers (carrier’s carrier) (owning a fibre optics infrastructure or IRU

(Indefeasible Right of Use) or operators with a Telecom License)

11. Number of telecom providers providing broadband services to residential or
business end users

12. % of population covered by at least 2 broadband access providers over a fixed
network.

Incumbent market share for broadband connection

13. % of subscribers to the Incumbent services as a percentage of total broadband
subscribersin the region

14. % of incumbent market share of broadband services

Technology competition
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15. % of citizens living in areas served by at least two always on technology over
fixed network

16. % of business in areas served by at least two always on technology over fixed
network

Research network
Connection to broadband National Research and Education Networks (NRENs)

17. Number of scientific and education institutions (universities, training centres,
research centres, schools, museums and libraries) permanently connected to NRENS

18. Maximum (or maximum minimum guaranteed) speed of direct regional
connection to NRENSs.

19. Number of institutions connected with more than 10 Megabits as minimum
guaranteed speed

Pan-European networks
20. Number of Pan-European networks having at least one PoP in the regions

21. Number of PoPsin theregion

Policies

Presence of local public initiatives for building broadband infrastructure (for public
sector use / for public access)

22. Number of projects by Public Authorities in the region involved in building
broadband infrastructure for public/own usage

23. Total value of public investment in the projects in the region for public/own usage
(per year from 2003 to 2006 included)

Public Internet Access Points (PIAPS)
24. % of municipalitiesd/local authority districts with PIAPs (Base: al municipalities

local authority districts)

25. % of municipalities/loca authority districts with broadband PIAPs with access
above 2 Mbps (Base: all municipalities/local authority districts)
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Wi-Fi

26. Number of Hot Spots/WI-FI per 1000 inhabitants

Data Collection Method and Sampling

A multi-data collection strategy is required. Interviews will be conducted with the
marketing referent of access providers within the relevant region about which
municipalities are covered by each technology. Interviews with incumbent or national
telecom regulators and with public authorities will aso been conducted. Some data
will be collected through desk based research, including website analysis. For the
indicator concerning PIAPs a further question is added to the e-government
guestionnaire.

The methodology has been developed with the support of the Italian National
Observatory on Broadband.

Due to the nature of the data to be collected in this area there is little requirement for
any standard sampling methods. The interviews are to be conducted with individuals
with specific roles within organisations.

In the area of technical infrastructure we are interested in the situation as at 30™
September 2005. It is important to set a date as reference data for the survey, this
date being homogenous for all regions.
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Indicator Category

Broadband I nfrastructure/Coverage

Indicator

1. Percentage of citizensliving in areas served by:
1.1. ADSL
1.2. DSL over LLU
13.FTTH
1.4. Cable
15 . UMTS
1.6. Wi-Fi
1.7. Wi-Max
1.8. Wirelesslocal loop / LMDS
1.9. VDSL

2. Percentage of citizensliving in areas served by access >2M bps downstream

3. Percentage of businessin areas served by:
3.1. ADSL
3.2. HDSL
3.3. SHDSL
34.DSL over LLU
35 FTTH
3.6. UMTS
3.7. Wi-Fi
3.8. WIMAX
3.9. Wirelesslocal loop / LMDS
3.10. VDSL

4. Per centage of businessin areas served by access >2M bps downstream
Rationae

Broadband availability does not cover all the regional territory, and significant
differences in access are present for citizens and business. What matters is the service
available for the citizen and business, independently of the technology. However,
broadband access technologies vary between different countries and regions, and the
data currently available is concerned mainly with the technology.

Definitions
HDSL : High-bit rate Digital Subscriber Line. The earliest variation of DSL. It is used
for wideband digital transmission within a business and between the telephone

company and a customer. HDSL is symmetrical meaning an equal amount of
bandwidth is available in both directions.
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SHDSL: Single Pair High-speed Digital Subscriber Line provides symmetrical high
speed data transmission over a single copper wire pair. Transmission speed is 64 kbps
to 2,312 Mbps.

UMTS: Universal Mobile Telecommunications System - broadband, packet-based
transmission of text, digitized voice, video, and multimedia at data rates up to and
possibly higher than 2 megabits per second, offering a set of services to mobile
computers and phone users no matter where they are located in the world.

VDSL: Very-High-Data-Rate Digital Subscriber Line: VDSL provides up to 52 Mbps
of bandwidth over a single twisted-pair copper loop.

LMDSWLL: LMDS Loca multipoint distribution system (LMDY) is the broadband
wireless technology used to deliver voice, data, Internet, and video services in the 25-
GHz and higher spectrum (depending on licensing).; WLL Sometimes called radio in
the loop (RITL) or fixed-radio access (FRA), WLL is a system that connects
subscribers to the public switched telephone network (PSTN) using radio signals as a
substitute for copper for al or part of the connection between the subscriber and the
switch. This includes cordless access systems, proprietary fixed radio access, and
fixed cellular systems.

Data Collection Method: Interview

Interviews with marketing referent of access providers in the region, about which
municipalities are covered by each technology. Where the interview is not possible,
desk-based research and checking the web site is second best, but it should be clearly
indicated.

Elaboration of results and consistency check.

Comparable with ORTEL and OSSERVATORIO BANDA LARGA

Indicator Category

Broadband I nfrastructure/Coverage
| ndicator

5. % of municipalities/local authority districts reached by FON (at least one local
exchange reached)

6. % of local exchangesreached by FON
7. % of municipalities/local authority districtsreached by xDSL at least partially

8. % of municipalities/local authority districtcs BELOW 5.000 inh. reached by
XDSL at least partially
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9. % of citizenslivingin RURAL areasreached by xDSL

Indicator Category

Broadband Infrastructur e/Providers competition
| ndicator
Number of active providers for infrastructure services and access services:

10. Number of telecom providers providing broadband services to other telecom
access providers (carrier’s carrier) (owning a fibre optics infrastructure or IRU
(Indefeasible Right of Use) or operatorswith Telecom License

11. Number of telecom providers providing broadband services to residential or
business end users

Definition

Number of telecom providers providing broadband services to the end user by:
- Fibre optics
- ADSL
- Other DSL
- Cable modem
- Satellite
- Wi-Fi
- Mobile-UMTS
- ULL (Unbundling Local Loop)
- WLL/LMDS
- Wi-Max

Number of telecom providersthat offer broadband services to the end user.

For xDSL connectivity we include the incumbent and OLO (Other Licensed
Operator) or Internet Service Provider using wholesale offer by the incumbent.

Rationale

Competition in telecom services has proved to be the best way to lower access costs
and enhance quality. Low competition in some regions can really affect the concrete
possibility to get broadband at competitive prices.

Data Collection Method

Desk based research

Comparable with ORTEL, OSSERVATORIO BANDA LARGA, UK statistics
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Indicator Category

Broadband I nfrastructure/Provider s competition
| ndicator

12. % of population covered by at least 2 broadband access providers over a
fixed network

Rationale
Competition in telecom services has proved to be the best way to lower access costs
and enhance quality. Low competition in some regions can really affect the concrete

possibility to obtain broadband at competitive prices.

Data Collection Method: Interview/Desk Based Research

Interviews with marketing referent of access providers in the region, about which
municipalities are covered by each technology. Where the interview is not possible,
desk-based research and checking the web-site is second best, but it should be clearly
indicated.

Elaboration of results and consistency check.

Comparable with ORTEL
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Indicator Category

Broadband I nfrastructure/Provider s competition
| ndli cator
Incumbent market share for broadband connection:

13. % of subscribers to the incumbent services as a percentage of total
broadband subscribersin theregion

14. % of incumbent market shar e of broadband services

Rationae

Competition in telecom services has proved to be the best way to lower access costs
and enhance quality. Low competition in some regions can really affect the concrete

possibility to obtain broadband at competitive prices.

Data Collection Method: Interview

Interview with incumbent or national telecom regulator
Comparable with UK statistics

Indicator Category

Broadband Infrastructur e/Technology competition
| ndicator

15. % of citizensliving in areas served by at least two always on technology over
fixed network

16. % of businessin areas served by at least two always on technology over fixed
networ k

Rationale

Competition in broadband service does not only happen between different operators,
but between different access technologies. National and regiona patterns on the
availability of broadband access technologies can be very different and therefore
affect the real possibility for citizens and business to have access to cheap broadband
connections.

Data Collection Method: I nterview

Interviews with marketing referent of access providers in the region, about which
municipalities are covered by each technology. Where the interview is not possible,
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desk-based research and checking the web site is second best, but it should be clearly
indicated.
Elaboration of results and consistency check.

Definition

Percentage of municipalities in the territory to which incumbent operators supply
wholly or partially their DSL services.

This very simple indicator (a sub-data of the previous indicator) shows the basic
coverage for DSL services, calculated by the number of municipalities covered by the
incumbent, even if only partially covered (i.e. not all local exchanges in the
municipalities are DSL enabled).

Rationale

DSL isthe most available broadband technology

To provide DSL, a local exchange should be reached by FON. The exchanges not
reached by FON will very likely not be DSL enabled even in the future, so thisis an
indicator of persistent digital divide.

The additional analysis on rural areas could provide comparable data on the
geographical digital dividein each region.

Data Collection Method: Interview

Interviews with marketing referent of access providers in the region, about which
municipalities are covered by each technology. Where the interview is not possible,
desk-based research and checking the web-site is second best.

Elaboration of results and consistency check.

Comparable with OECD, ORTEL and OSSERVATORIO BANDA LARGA

Indicator Category

Broadband I nfrastructur e/Resear ch networ k

| ndicator

Connection to broadband National Research and Education Networks (NRENSs):

17. Number of scientific and education institutions (universities, training centres,
research centres, schools, museums and libraries) permanently connected to

NRENs

18. Maximum (or maximum minimum guaranteed) speed of direct regional
connection to NRENSs.
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19. Number of institutions connected with more than 10 Megabits as minimum
guaranteed speed

Definition

Research networking enables those working in research and education to collaborate
and share information and resources via a series of interconnected electronic
networks. These networks are used to transfer data and to support experiments and
applications, which are crucial to academic research and to education.

Rationale
eEurope indicator. Very different patterns across regions and countries.
In the knowledge economy, research and innovation are the key to competitiveness.

Using research and education networks, geographically dispersed researchers can
communicate with one another across different countries and continents around the
world. Without high-speed research networks, many research projects at the forefront
of their fields would be simply unable to exist™,

Data Collection Method: Desk Based Research

Check the web-site of national research network™
Comparable with eEurope (Terena)

3 www.dante.net
¥ http://www.understand-eu.net/upl oad/dl/C2-I ndicatorDefinition/Broadband/Le_Reti_Nazionali.mht
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Indicator Category

Broadband I nfrastructur e/Pan-Eur opean networks

| ndicator

Presence of Pan-European networks:

20. Number of Pan-European networks having at least one PoP in theregions

21. Number of PoPsin theregion

Definition

KMI® definition of Pan-European network includes those service providers that
installed their own fibre optic cable in more than one European country™. It includes
incumbent and alternative networks.

Rationale

The location and extent of this type of infrastructure clearly has significant territorial
implications for the economic development and relative competitive advantage of the
regions and urban centres of Europe. It is unlikely, for example, that a region without
access to Pan-European infrastructure would be able to attract substantial economic
investment, because major companies are unlikely to locate in such a region. Indeed,
research has shown that telecommunications are a key factor in the location of
economic activities, particularly in the services and knowledge sectors. The presence
of multiple networks offers firms direct access to the globally integrated networks and
services of the biggest operators, offering higher quality and more secure
infrastructure, and faster data communications. Equally importantly, higher levels of
competition in infrastructure provision (through the presence of multiple networks)
are likely to lead to reduced telecommunications costs.

Telecommunications network infrastructure investment can, therefore, be viewed as
both (a) causative of regional and urban economic development; but aso (b) highly
responsive to patterns of economic development, such that analysis of their
geograplréi% can reveal much about urban and regional developmental dynamics in
Europe.

Data Collection Method: Desk Based Research

Surveying the web-sites of maor telecommunications companies and industry
consultants, regul ators and associations.

> ESPON 1.2.2 Telecommunication Services and Networks: Territorial Trends and Basic Supply of
Infrastructure for Territorial Cohesion . Third Interim Report August 2003
16 ESPON 1.2.2 Telecommunication Services and Networks: Territorial Trends and Basic Supply of
Infrastructure for Territorial Cohesion . Third Interim Report August 2003
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Or get information from: www.kmiresearch.com; www.telegeography.com, ESPON
1.22TIR

Comparable with ESPON 1.2.2 TIR

To facilitate data collection, partners could select alimited list of main providers.

Indicator Category

Broadband I nfrastructur e/Policy
I ndicator

Presence of local public initiatives for building broadband infrastructure (for public
sector use / for public access):

22. Number of projects by Public Authorities in the region involved in building
broadband infrastructurefor public/own usage

23. Total value of public investment in the projectsin the region for public/own
usage per year from 2003 to 2006 included

Rationale

Faced with the digital divide, many regions have started to finance the building of
broadband infrastructure. New regulations introduced by the EC has authorised some
investment in building telecom infrastructure.

Data Collection Method: Interview

Interviews with public authorities in the region. Usually projects have a high publicity
profile so they are “ self-evident”.
Comparable with ORTEL, OSSERVATORIO BANDA LARGA

Indicator Category

Technical Infrastructure/Public I nternet Access Points (Pl APS)

Indicator

24. % of municipalities/local authority districts with PIAPs (% of
municipalities/local authority districts interviewed)

25. % of municipalities/local authority districts with broadband PIAPs with
access above 2 Mbps (% of municipalities/local authority districts interviewed)

Definition
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PIAPs : Public Internet Access Points. Publicly provided centres providing access to
the Internet regardless of their public and/or private provider and whether access is
free or not though excluding fully private Internet cafes.

Rationale

PIAPs are the most common initiative used to bridge the digital divide. Recent
research shows they are actually effective in providing access but only if located close
to the users™”.

Data Callection Method: Survey/Questionnaire

Questionnaire to potential PIAPs such as job centres, libraries, schools, public
authorities.

Comparable with eEurope

¥ Provincia di Modena 2004, ACCESSO PUNTO MO: Ladiffusione e’ uso dei punti di accesso
pubblico ad Internet in provinciadi Modena
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Indicator Category

Technical Infrastructure/Wi-Fi

| ndicator

26. Number of Hot Spots/WI-FI per 1000 inhabitants

Definition

Wi-Fi hot spots are places where users can pop in and get connected to the Internet
using standard |EEE 802.11 connection. Places include airports, bars, hotels, railway
stations, community networks etc. A distinction has to be made between Commercial

and non Commercial networks.
Number of Hot Spots/WI-FI (commercial/non commercial)

Data Collection Method: Desk Based Research

Information from main provider's web-sites. Secondary data sources, such as
http://www.Wi-Fizone.org/zoneFinder.asp :
http://www.journaldunet.com/dossi ers/Wi-Fi/annuaireWi-Fi.shtml , http://www.Wi-
Finder.com or other. Ask for permission to use aggregate data.

Comparable with scattered private initiatives, comparability within regions is very
difficult.
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ANNEX: DEFINITION OF RURAL AREAS

For the purposes of the Technical Infrastructure domain we need to define what is

meant by the term ‘rural area’. We evaluated three possible definitions; one from the
EC study in broadband, the one used in the EUROSTAT general families survey and
finally a more simple definition (a municipality/local authority district with less than
5000 inh). It was decided to adopt the EC definition which defines urban, suburban

and rura areas as follows;

An‘area consists of agroup of contiguous ‘local areas’ where a‘local area
corresponds to the following entities in the respective member states;

Urban area: a population density superior to 500 inhabitants/Km sg.
Suburban area a population density superior to 100 inhabitantsKm sqg. and

inferior to 500 inhabitants/Km sg.

Rural area: a population density inferior to 100 inhabitants/Km sq.

Belgium — Gemeente/ Commune
Czech Republic — Obce
Denmark — Kommuner
Germany — Gemeinde

Estonia— Vlad+Alev+Linn

Greece — Demotiko diamerisms/K oinotiko diamerisma

Spain — Municipio

France — Commune

Ireland — DED/Ward

Italy — Commune

Cyprus — Demog/Koinitites
Latvia— Pagast + Pilsetas
Lithuania— Seniunija
Luxembourg — Commune
Hungary — Telepules
Malta— Localities

The Netherlanda — Gemeente
Austria— Gemeinde
Poland — Gminy + Miasta
Portugal — Freguesias
Slovenia— Obcinah
Slovakia— Obce aMesta
Finland — Kunnat

Sweden — Kommune
United Kingdom — Ward
Iceland — Sveitarfelag
Norway — Kommuner
Bulgaria— Naseleni miasti
Romania— Comuni, Municipii, Oras
Turkey — not yet available
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5.1 Technical Infrastructure: Questionnaire

Methodology for benchmarking broadband availability

| ssues to measure Module Priority
Broadband coverage A MUST
MUST
Provider s competition A SHOULD
Technology competition A SHOULD
Resear ch network B MUST
Pan-European networks C SHOULD
Policies D SHOULD
Public Internet Access Points (PIAP) E COULD
WI-FI F SHOULD
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Module A

Questionnaire for Telecom operators and Internet service provider.

This questionnaire provides data for the sections:

broadband coverage (indicators1-2-3-4-5-6—-7-8-9),
providers competition (indicators10—11—-12-13-14),

technology competition (indicators 15 — 16).

Method: Interviews with marketing referent of all Telecom operators and Internet
Service Providersin the region.
Contact source: The officia list of Telecom operators and Internet Service Providers should be

publicly available from the National Ministry in charge of telecommunications
permits and authorisations.

Note: (Where the interview is not possible, desk-based research and checking the
web-siteis second best, but it should be clearly indicated).

Name
if:
Internet Service Answer question laand 1b
Provider
Telecom operator Answer question 1a, 1b and 2
(alternative)
Telecom operator Answer question 1a, 1b, 2 and 3
(incumbent)

Information about the Company
Name

Telecom Operator (yes or not)

Internet Service Provider (yes
or not)

Residential broadband offer
(yes or not)

Business broadband offer (yes
or not)

Wholesale broadband offer
(yes or not) (1)

Information about the Referent

Name & Surname

Department

Telephone number

email

Address

(1) Services offered to other telecom operators/I nternet Service Providers
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Question la - access (residential)
In thisregion, do you provide broadband I nternet access for residential users? (1)
if Yes, go to question below

For each cell, indicate total or partial or no coverage of the population. In case of partial
coverage, indicateif possible the approximate % of population covered. (2)

Municipality //ADSL |[DSL |Cable [Fibre to|Wi-Fi Wi-MAX [UMTS |Wireless |VDSL |Other
local over  |modem the home |outdoor L ocal (specify)
authority LLU L oop
district (©)] (inc.
LMDS)
Name 1 total no no partial (4)
Name 2 50% |no no no
Name 3 total no no partial (4)
Name 4 70% |no no no
Name5
Name 6
Name 7
Name 8
Name 9
Name N
For which of the]ADSL |[DSL  |Cable |Fibre |Wi-Fi Wi-MAX [UMTS |WLL VDSL |Other
following (5) over |modem|to the|outdoor (inc. (specify)
technologies do LLU home LMDYS)
you provide ©)]
commercial
offerings to

residential users
above 2 Mbps
for downstream

speed?

(1) Broadband: The OECD definition has been used or downstream services of at least 256K bps, which
includes the always on connection superior to traditional telephone lines and ISDN

(2)% of citizens/businesses reached (in the sense of living in areas served) by xDSL, FTTH, ecc.

(3) Only for alternative operators/Internet Service Provider (not the incumbent)
(4) If the exact % is not known, indicate arange (<25%; 26-50%; 51%-75%; >75%)
(5) Offered by the incumbent or by other operators/Internet Service Provider through the incumbent®

wholesale offer
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Question 1b - access (business)

In thisregion, do you provide broadband I nternet access for business users? (1)

If Yes, go to question below

For each cell, indicate total or partial or no coverage of the business In case of partial coverage,
indicateif possible the approximate % of business covered. (2)

Municipa |[ADSL |HDSL [SHDSL|DSL over|Fibre |Wireless |Wi-Fi Wi-MAX [UMTS |VDSL |Other
lity/local LLU(3) [to the|Local outdoor (spec.)
authority home |Loop
district (inc.
LMDS)

namel |[total no no partial

(©)
name2 |[50% no no no
name3 |[total no no partial

(©)
name4 |70% no no no
name5
name N
For which of the]/ADSL [HDSL |SHDSL [DSL over|Fibre |Wireless|Wi-Fi |Wi-MAX [UMTS|VDSL |Other
following 5) (5) (5) LLU(3) |to the|Local outdoor (spec.)
technologies  do home |Loop
you provide (inc.
commercial LMDYS)
offerings to
business above 2
Mbps for
downstream
speed?

(1)Broadband: The OECD definition has been used or downstream services of at least 256K bps, which
includes the always on connection superior to traditional telephone lines and 1SDN.

(2)% of citizens/businesses reached (in the sense of living in areas served) by ads, FTTH, ecc.
(3) Only for alternative operators/Internet Service Provider (not the incumbent)

(4) If the exact % is not known, indicate arange (<25%; 26-50%; 51%-75%; >75%)
(5) Offered by the incumbent or by other operators/Internet Service Provider through the incumbent®

wholesale offer
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Question 2- Fibre network

For each municipality/local authority district, indicate total or partial or no coverage of the local

exchangesreached by Fibre Optics Networks

Municipality/local authority district Reached by FON? (Y es,|Number

of local exchanges|

No) reached by FON? Either amount
or percentage.

namel

name 2

name3

name4

nameb5

name 6

name?7

name8

name9

name 10

name 11l

name N

or, if not possible

Number of municipalities reached by FON (at least one local exchange or
customer connected)

Total population in municipalities reached by FON

Total number of local exchanges

of which, connected to FON

Question 3: Market share

What isyour market sharefor broadband connection (% accesses) in theregion?

Residential market share

%

Business market share

%

Overal (business and residential) market share

%
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Module B

Connection to broadband National Resear ch and Education Networ ks (NRENS)

Indicator:
Number of scientific and education sites (universities, training centres, research
centres, schools, museum, libraries) permanently connected to NRENS
Maximum (or maximum minimum guaranteed) speed of direct regional
connection to NRENS..
Number of institutions connected with more than 10 Megabits as minimum
guaranteed speed

DATA COLLECTION METHOD

Check the web site of national research network™®

Thisdatarelate to section:

resear ch network (indicators 17 — 18 — 19).

Module C

Survey of Pan-European networks.

Indicator:
Number of Pan-European networks having at |east one PoP (MAN) in the regions
Number of PoPs (MAN) in the region

DATA COLLECTION METHOD

Surveying the web sites of the following list of major telecommunications operator.
Or get information from: www.kmiresearch.com; www.telegeography.com, ESPON
1.22TIR

Colt

MCI Worldcom

KPN Eurorings

Equant

Concert

| nteroute

Carrierl

Global Crossing

POZMAN

Telia

Total number of cities...of at least one operator

18 http://www.understand-eu.net/upl oad/dl/C2-I ndicatorDefinition/Broadband/Le_Reti_Nazionali.mht
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Total number of cities with POP / MAN of at least on
operator

Thisdatarelate to section:
Pan-Eur opean networks (indicators 20 — 21).

Module D
Interviews with high-level public authorities in the region (provinces- regions).
Usually projects have high publicity profile so they are “ self-evident” .
Indicator
Number of projects by Public Authorities in the region to build broadband
infrastructure for public/own usage

Total value of public investment in the projectsin the region for public/own usage
per year

Broadband project name

Technologies

Time frame

Fibre optic network length (km)

Availability to non-public bodies?

Public funds invested (min euro) in 2003

Public funds invested (mln euro) in 2004

Public funds invested (min euro) in 2005

Public funds invested (mIn euro) in 2006
(projected)

Please annex public information available

Thisdatarelate to section:
policies (indicator s 22 — 23).

Module E

Additional question in the e-Government survey by asking if the
municipality/local authority district has created access pointsto citizens

Do you provide a Public Internet Access Point in your municipality/local authority
district (in the library, in the job-centre, in community centres) Y N DK
If yes, hasit got a broadband connection above 2 Mbps? Y N DK
Thisdatarelate to section:

Public Internet Access Points (indicators 24 — 25).

% of municipalities/local authority districts with PIAPs (% of municipalities/
local authority districts interviewed)
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% of municipalities/local authority districts with broadband PIAPs with access
above 2 Mbps (% of municipalities/local authority districts interviewed)

Module F

Desk basereview on number of Hot Spots Wi-Fi

Information from main providers web sites. Secondary data sources, such as
http://www.Wi-Fizone.org/zoneFinder.asp

http://www.journal dunet.com/dossi ers/Wi-Fi/annuaireWi-Fi.shtml
http://www.Wi-Finder.com or other. Ask for permission to use aggregate data.
Thisdatarelatesto section:

Wi-Fi (indicator 26).

120



6. Questionnaire Trees
Citizens

[ Ouesnonll [ Ouestion 7.1 ]

&
<
<
<«

v
[ Ouestion 7.2

|
] v
|
|

[ Ou@tlon 122

[ Ouesnon 1.3 Ouestion 8.1 ]

v

Ouestion 2.1 Ouest|on91 ]

[
? ’ ’ =[ Ouestion 10.1 ]
Ouestion 2.2 ] @ 0
v
Ouestion 2.3 ]— [ Ouestion 10.2
Ouestion 3.1

DN oM 'H

ab/F
ob
[ Question 3.3 [ Ouestion 3.2

P Ouestion 11.2
Ouestion 4.1 ]~

L
§> <\> : | g

Ou@tioln 4.2
\ 4

Ouestion 4.3
4
Ouestion 4.4
v
Ouestion 4.5

]
]
]
nas |
]
]
]
]

Ouestion 5.1
v
Ouestion 5.2
v

Ouestion 5.3

\4

Ouestion 6.1

T Y

[ Ouestion63 | [ ouestion62 |

‘s N cnn N e T T annn N s T o N G

121



E-Business

Question 1.1

O <

&

&

Question 2.1

&

Question 4.1

&
et

[
[ Question 5.1 ]
[

v

Question 6

]
D <

Question 6.1

&

Question 6.2

Question 7

O

Question 7.1 |

\ 4
Question 8

Question 9

OO

Question 7.1 |

\4
Question 8

Question 9

A 4

Question 10

Question 10.1
Question 10.2

Question 10.3

&

&
&

Question 10.4

Question 10.5

4

Question 10.6

[ Question 11 ]

%
Question 11.2

3

Question 13.1

Question 14

Question 14.1
Question 14.2
Question 15

122



E-Government
[ Ouestion 1 ]

—

Ouestion 2 ]
v

—
o
3
o]
>
w

tion3_|
]

Ouestion 4

—

<9

v

Ouestion 13.1

v

Ouestion 13.2

> |
[
[ ouestion16 |
[
[

v
Ouestion 14
v

Ouestion 15
v

v
Ouestion 16.1 ]
v
Ouestion 17

Vi

—/

<

[ Ouestion 17.2 ][ Ouestion 17.1 ]

S o N R o N R ) '
©)
A
5. .
>
o
—J —/ —J —/ —J —J —/

[ Ouestion 8.1 ]
v
[ Ouestion 9 ]

&
¢

uestion 12.1 ]

uestion 13 ]

v
Ouestion 18

'

'

Ouestion 18.1 ]
v
Ouestion 18.2 ]

—

v

[ QOuestion 19 ]
v

[ Ouestion 20 ]
v

[ QOuestion 21 ]

§

Ouestion 21.1

H
—

Ouestion 21.2
v

Ouestion 21.3
. 2

K

Ouestion 22
v

Ouestion 23
v
Ouestion 24

)

'

)
— ——J

¢

[ Ouestion 24.1
v

Ouestion 24.2
v

Ouestion 24.3
v

[ Ouestion 25 ]‘"

— J —




7. Glossary

Bandwidth: The range of frequencies, expressed in Kilobits per second, that can pass
over a given data transmission channel within a frame relay network. The bandwidth
determines the rate at which information can be sent through a channel - the greater
the bandwidth, the more information that can be sent in a given amount of time.
Usually measured in bits-per-second.

CRM: Acronym for Customer Relationship Management. CRM is an industry term
for software solutions that help enterprises manage customer relationships in an
organized way. An example of a CRM would be a database containing detailed
customer information that management and salespeople can reference in order to
match customer needs with products, inform customers of service requirements, etc.

DSL: (Digital Subscriber Line). A method for moving data over regular phone lines.
A DSL circuit is much faster than a regular phone connection, and the wires coming
into the subscriber® premises are the same (copper) wires used for regular phone
service. A DSL circuit must be configured to connect two specific locations, similar to
aleased line.

e-commerce: (electronic commerce). The conduct of commerce using ICT. This
includes both electronic sale (Internet shops) and B2B transactions, i.e. business
between companies.

eGovernment: (Electronic Government). e-Government concerns the transformation
of internal and external business processes around the customer, based upon service
delivery opportunities offered by new communication technologies (such as web-
based technologies). e-Government ams to enable government organisations to
provide greater efficiency and effectiveness as well as fairness and equality.

e-Government services. Delivering local government services through electronic
means. Electronic means include telephone and fax, and increasingly the Internet
(whether accessed through a PC, digital TV, phone or other device). Electronic access
may be direct, or mediated through call centres or front offices in which the operator
has access to information electronically and can seek information or complete
transactions on behalf of members of the public who prefer to conduct business face
to face or by telephone

ERP: (enterprise resource planning) is an industry term for the broad set of activities
supported by multi-module application software that help a manufacturer or other
business manage the important parts of its business, including product planning, parts
purchasing, maintaining inventories, interacting with suppliers, providing customer
service, and tracking orders.

European Website Standards; the Web Accessibility Initiative (WAI) consists of
over 500 member organisations from 30 countries. They produced a set of guidelines
and as part of the eEurope plan these are systematically being adopted and
implemented at the European level. Public websites in the EU vary in size, design,
structure, functionality, implementation and inevitably in their level of accessibility.
The aim isto achieve AA conformance through a process of monitoring and updating
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sites accordingly. At present all countries agree on the overall decision to make their
public websites at least compliant with the A rating. Further information can be found
at www.euroaccessibility.org.

Extranet: An Extranet is a private network that uses the Internet protocols and the
public tele-communication system to share a business's information, data or
operations with external suppliers, vendors or customers. An Extranet can be viewed
as the external part of a company’s Intranet.

HDSL : High-bit rate Digital Subscriber Line. The earliest variation of DSL. It is used
for wideband digital transmission within a business and between the telephone
company and a customer. HDSL is symmetrical meaning an equal amount of
bandwidth is available in both directions.

ICT Training course: ICT courses where a formal recognised qualification has been
awarded at the conclusion. For example, the European Computer Driving License
(ECDL) qualification.

Intranet: A private network inside a company or organization, which uses software
like that used on the Internet, but is for internal use only, and is not accessible to the
public. Companies use Intranet s to manage projects, provide employee information,
distribute data and information, etc.

ISDN: (Integrated Services Digital Network).Digital telephony scheme that alows a
user to connect to the Internet over standard phone lines at speeds higher than a 56K
modem allows.

LAN: aloca computer network for communication between computers; especialy a
network connecting computers and word processors and other electronic office
equipment to create a communication system between offices.

LMDSWLL: LMDS Loca multipoint distribution system (LMDS) is the broadband
wireless technology used to deliver voice, data, Internet, and video services in the 25-
GHz and higher spectrum (depending on licensing).; WLL Sometimes called radio in
the loop (RITL) or fixed-radio access (FRA), WLL is a system that connects
subscribers to the public switched telephone network (PSTN) using radio signals as a
substitute for copper for al or part of the connection between the subscriber and the
switch. This includes cordless access systems, proprietary fixed radio access, and
fixed cellular systems.

Multimedia: Information presented in more than one format, such as text, audio,
video, graphics, and images. In terms of mobile technology, multimedia is used to
describe third generation or 3G mobile phones that have the ability to stream video,
hold downloads, access the Internet.

NUTS: The Nomenclature of Territorial Units for Statistics (NUTS) was established

by Eurostat more than 25 years ago in order to provide a single uniform breakdown of
territoria units for the production of regiona statistics for the European Union. NUTS
is a three level hierarchical classification that subdivides each member state into a
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whole number of NUTSL regions, each of which is in turn subdivided into a whole
number of NUTS2 regions and so on.

Open Source software: software for which the underlying programming code is
available to the users so that they may read it, make changes to it, and build new
versions of the software incorporating their changes.

PIAP: Public Internet Access Points: this includes Internet cafes, access at the
library, public kiosks).

Public Administration Office: loca government, local councils, municipal
authorities, mayoral offices, town councils.

SCM: (Supply Chain Management). An electronic dternative to the traditional
paper chain, providing companies with a smarter, faster, more efficient way to get the
right product to the right customer at the right time and price. Combines the power of
the Internet with the latest technology, enabling participating suppliers to access up-
to-date company information and enabling companies to better manage and track
supply and demand.

Secure Server: A method of ensuring that information entered through your website
is protected from prying eyes. Information submitted via a secure form is transmitted
in an encrypted mode. SSL is most commonly used for credit card transactions.

SHDSL: Single Pair High-speed Digital Subscriber Line provides symmetrical high
speed data transmission over a single copper wire pair. Transmission speed is 64 kbps
to 2,312 Mbps.

SMS: Short Message Service: available on digital GSM networks allowing text
messages of up to 160 characters to be sent and received via the network operator®
message centre to your mobile phone, or from the Internet, using a so-called "SMS
gateway" website. If the phone is powered off or out of range, messages are stored in
the network and are delivered at the next opportunity.

UMTS: Universa Mobile Telecommunications System - broadband, packet-based
transmission of text, digitized voice, video, and multimedia at data rates up to and
possibly higher than 2 megabits per second, offering a set of services to mobile
computers and phone users no matter where they are located in the world.

VDSL: Very-High-Data-Rate Digital Subscriber Line: VDSL provides up to 52 Mbps
of bandwidth over a single twisted-pair copper loop.

W-LAN: (Wireless-Local Area Network). a local area network that uses high
frequency radio signals to transmit and receive data over distances of a few hundred
feet; uses Ethernet protocol.

Website: A virtual location on the web. A URL serves as the top-level address of a
Web site and points to that website® home page. That page serves as a reference
point, containing pointers to additional HTML pages or links to other Web site.
Websites are typically used to provide company information.
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