ECONOMIC EFFICIENCY OF ELECTRONIC SERVICES AS A HELPFUL INDICATOR FOR EVALUATION OF E-GOVERNMENT'S IMPACT ON STATE AGENCIES DEVELOPMENT
Achilova S.P..
Department of Economics of sphere information-communication technologies
Tashkent University of Information Technologies, Tashkent, Uzbekistan
[bookmark: 2103417]Abstract. The economic efficiency of public services provided in electronic form (e-services) is described in given article. The object of the study is electronic services of the State Committee of the Republic of Uzbekistan on Statistics. Basic concepts and technologies of electronic services were studied. Approaches to measuring economic efficiency of electronic services implementation were given; 
 
Keywords: e-Government, e-services, economic efficiency, inputs, outputs, interaction, impact.
1. Introduction
Information and communication technologies significantly influence the work of local and central government agencies. Electronic services are capable of providing tangible and intangible value to all stakeholders, and additionally build a linkage for effortless communication between government and citizens. At the meeting of the Cabinet of Minister of Uzbekistan the President Islam Karimov said: “... Particular attention should be paid to accelerating the development of concepts and a comprehensive program for the formation of the "E-government", including management processes, as well as the processes of government services to citizens and businesses, the creation of the National System of integrating interdepartmental and departmental information systems complexes[footnoteRef:1]”. [1: The  Speech of the President of Uzbekistan Islam Karimov at the meeting of the Cabinet of Ministers on January 18, 2013, dedicated to the summary of social and economic development in 2012 and main priorities of economic program for 2013] 

Nevertheless, despite the large amounts of investments dedicated to formation e-Government in Uzbekistan, there have not been studies on economic efficiency of its main components, which in terms are: e-services, e-management, e-commerce and e-democracy.

1. Electronic (online) services as a main component of e-Government
e-services (electronic service or online services) is the main component of e-Government (electronic government), represents one prominent application of utilizing the use of Information and communication technologies (ICTs) in different areas. According to draft law of Uzbekistan: an interactive public service – the public service provided by the public authorities to individuals and legal persons through the telecommunications network by means of information systems of public bodies;[footnoteRef:2]   [2: Draft Law of the Republic of Uzbekistan on Electronic Government. 2013-2014 y.y.] 

Rowley defines e-services as: “…deeds, efforts or performances whose delivery is mediated by information technology. Such e-service includes the service element of e-tailing, customer support, and service delivery”.[footnoteRef:3] This definition reflects three main components- service provider, service receiver and the channels of service delivery (i.e., technology). For example, as concerned to public e-service, public agencies are the service provider and citizens as well as businesses are the service receiver. The channel of service delivery is the third requirement of e-service. Internet is the main channel of e-service delivery while other classic channels (e.g. telephone, call center, public kiosk, mobile phone, television) are also considered. [3: http://17sunnyeservices.blogspot.com] 

In the first stages of providing government services online, agencies set up their websites and migrated online their existing information services, such as publications and forms.  Then agencies  identify  services  and  programs appropriate to  delivery  through  the  Internet,  and  make them online as required by government policy.
We can divide online services into groups according to types of:
Services to the population: civil registration, registration of property, educational services, social services, registration of visas, obtaining a work permit and etc.
Services to business: starting a Business, registration of licenses and permits, filing tax and statistical reporting, electronic payments and etc.
The interaction between state bodies: electronic document management, human resource management, financial management, state procurements, etc.  
Revising and enhancing government websites, and the services provided through them, is a continuous process, mainly because the Internet itself does not remain static. All government agencies redevelop or redesign their original websites almost every year. They also develop additional websites and portals that were linked to the main agency website. These activities increase the amounts and types of information and services available online, and permit more transactions between agencies and their clients and other stakeholders, and other agencies.   
Online services, when properly designed and implemented, carry considerable potential to speed up government processes, to use less human and material resources, and therefore to save time and money. It stands to reason that traditional, paper-based administrative systems have an inherent disadvantage when compared with electronic ones, as online forms and payments are quicker and require less handling of documents, postal costs, personnel costs, storage space etc. 

3. Models of economic efficiency calculation
         Progress in online service delivery continues in most countries around the world.  Many countries have put in place e-government initiatives and information and communication technologies applications for the people to further enhance public sector efficiencies and streamline governance systems to support sustainable development.
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Picture 6. Changing e-Government Issues over time[footnoteRef:4] [4: RicherdHeeks. Benchmarking e-government: Improving the Nationel and International Measurment, Evaluation and Comparison of e-Government .Institute for Development Policy and Management. 2006.] 

As picture 6 shows, development of e-Government brings changes into studies of different issues. On the early stages scientists and IT analysts investigated only readiness indexes such as awareness, infrastructure and digital divide.  Time passed and many countries’ governments started to pay great attention to impact indexes, which in terms are efficiency, effectiveness and equity. 
The principle of economic efficiency is based on achieving the most favorable relationship between the set purpose and the means used to attain it, i.e.: the benefits anticipated from an ICT project should stand in highest ratio possible to the anticipated costs for attaining them.
The economic efficiency is determined by measuring the impact of various criteria on a project, such as:
-Cost and benefit parameters as quantified in monetary terms,
- The time urgency for replacing an existing system,
- Strategic quality improvement through implementation of a new ICT system,
- The external impact of ICT project on other institutions.
	We can calculate economy efficiency according to formula (1):
Economic efficiency =     Income / Input   (1)
Input – all the costs, that occurred to convert traditional service into digital service and also all maintenance costs. As Governmental online services are provided without any fees, government agencies don’t have Income. But we can calculate savings from providing services digitally.
Economic efficiency =     Savings (Economy) / Input    (2)
By the second formula we can calculate how much savings is brought by one sum spent on online service implementation. All costs for online service set up and maintenance can be classified as follows:
Table 1
Classification of costs for online services implementation[footnoteRef:5] [5: eGovernment Economics Project (eGEP): Expenditure Study. Final Version.DG Information Society and Media European Commission2006. P6.  http://www.umic.pt/images/stories/publicacoes200709/Expenditure_Study_Compendium.pdf] 

	SET UP
	1. Business Planning Costs 
2. Marketing planning Costs
3. System Planning Costs 
4. System Acquisition Costs 
5. System Development and Implementation Costs
6. Costs of organizational change (OP plus EAS, plus intangible costs)

	PROVISION
	7. Own Personnel Operational Costs
8. Material Operational Costs and Depreciation 
9. Other Operational Costs

	MAINTENANCE
	10. Hardware maintenance/service costs 
11. Software maintenance/service costs
12. Hardware/Software upgrades costs
13. Hardware/Software replacement costs

	
	

	PERFORMANCE
MEASURMENT 
AND QUALITY
CONTROL
	14. Own personnel costs for input and output data gathering activity
15. Own personnel costs for quality inspection/certification 
16. Costs for surveys of internal and external users satisfaction and attitudes

	
	                 

	RESEARCH AND
DEVELOPMENT
	17. Costs for research on, and for initiatives in support of, service take up 
18. Costs of research and development of inter-operability 
19. Costs for technological R&D to increase accessibility/usability of services
20.  Costs for R&D on new contents/new services 


 While calculating the overall Inputs for a period (month, quarter, year, etc.) we do not take into account set up costs, as these costs move proportionally to the input of interactive services through depreciation. So for the formula 2 the Inputs are ongoing costs reflecting consumable materials, personnel expenditures, maintenance and/or system updating, depreciation cost and etc.
There  was  a  number  of  methods  that  agencies  could  use  to  assess efficiency. These included comparisons of costs and benefits, particularly for the  different channels  used  for  service  delivery,  and  assessments  of productivity(such  as  the  amount  of  time  saved  or  reduced  cost  per transaction),  or  return  on  investment.  To adopt an approach  that  realized efficiency gains, agencies needed adequate performance targets and indicators, and  to  have  used  these  to  measure  and/or  assess  whether  objectives  were being met.
The total cost includes all fixed and variable costs of the transaction through a given channel, including overheads. It does not include start up costs. Where resources (e.g call centers) are shared with other services, costs should be split appropriately. For example, if half of all calls received relate to a specific service, then assign 50% of the call centre costs to that service.
No matter what application or service take, e-Government does not produce outputs that are significantly different from those produced and delivered in the traditional way. E-Government is essentially ICT support. ICT is a General Purpose Technology (GPT), a technology that does not directly and by itself delivers an output (in contrast to medical technologies), but rather support other delivery processes and in doing so it can increase the efficiency and effectiveness of other production factors. Moreover, e-Government can have effects only if the services are adopted and used.
Of course it may take time to generate financial savings through e-government. The savings are likely to occur progressively. Government operating budgets are large and relatively small reductions in routine operating costs can amount to considerable savings. For instance, if data entry is effectively transferred from the service provider to the customer (who fills in forms online), significant cost savings can result which can then in turn be invested in improving customer service. This should be a powerful incentive for governments to press ahead with their e-Government implementation agendas. 

4. Conclusion
e-Government is being deployed not only to provide citizen services but for public sector efficiency purposes, improving transparency and accountability in government functions and allowing for cost savings in government administration.
After several years in which the policy focus for the Information Society has been simply on bringing e-Services online and on benchmarking their availability and sophistication, now we should go beyond simple availability and sophistication and to demonstrate concrete benefits and impacts. 
“Making efficiency and effectiveness a reality” should be one of the key targets of Uzbekistan’s e-Government strategy.
The aim of the strategy is to reduce administrative burden and increase efficiency in public offices, as well as foster high transparency, accountability and user satisfaction. 
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