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ABSTRACT

Despite considerable investments made worldwide in e-government initiatives in the past years, whether
e-government succeeded in achieving the expected benefits in terms of increased efficiency, effectiveness
and quality in the delivery of services is still under discussion. This chapter proposes an evaluation
of the outcomes of the National Action Plan (NAP) for the diffusion of e-government at the local level
in Italy. The evaluation considers whether the implementation of the projects funded under the action
plan determined positive effects at the country level in terms of an increase in the value generated for
different stakeholders. The discussion of data from both national and international secondary sources
shows that during the period in which the benefits of the NAP should have become apparent no positive
effects have emerged with evidence. The chapter argues that this depends on some of the principles the
NAP has been based on that limited its capability of achieving the expected results.

INTRODUCTION

During the last two decades considerable resources
have been invested worldwide in supporting in-
novation in public administration. Most of these
resources have been devoted to e-government,
which is the use of Information and Communica-
tion Technologies (ICT) to achieve better policy
outcomes, higher quality services and greater
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engagement with citizens (OECD, 2003). In the
countries of the European Union, the policies
for the diffusion of e-government have mainly
been coordinated at the Community level within
the frameworks defined by the member govern-
ments and implemented by the action plans set up
by the European Commission. The more recent
ministerial declaration on e-government is the
Malmé declaration in which the joint vision is
stated that by 2015:
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European governments (...) use e-government to
increase their efficiency and effectiveness and to
constantly improve public services in a way that
caters for users’ different needs and maximizes
public value, thus supporting the transition of
Europe to a leading knowledge-based economy.
(EU, 2009a, p. 1)

In order to achieve these objectives, in the
Malmé declaration some priorities have been
defined; namely:

e  C(itizens and businesses empowerment by
means of e-government services,

e  Implementation of seamless e-government
services to support mobility in the single
market,

e  Achieve efficiency and effectiveness
through the use of e-government to reduce
the administrative burden and improve or-
ganisational processes,

e  Establish the legal and technical precondi-
tions that make possible the implementa-
tion of the policy priorities (EU, 2009a, p.
2).

All these priorities, as well as some of the
specific actions devised to achieve them, were
already included in the previous EU action plans
for e-government. Actually, citizens’ centricity,
efficiency, effectiveness, transparency, respon-
siveness and accountability of governments have
been at the centre of the e-government initiatives
from the very beginning. However, under the
current global financial crisis, the achievement
of those objectives is even more crucial than in
the past. Indeed, according to a survey run by
the Organization for Economic Co-operation and
Development (OECD) in 2009, almost all the
member countries report that e-government is
seen as a contribution to the economic recovery
(OECD, 2009; Ubaldi, 2011). This is mainly due
to the expectation that e-government investments
will provide significant cost-savings both directly,
in terms of improved efficiency and effectiveness
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of government organizations, and indirectly, in
terms of better quality of the services delivered and
reduction of administrative burden on citizens and
enterprises. However, this expectationis uncertain;
indeed, after more than a decade of investments
in e-government a discussion is still going on
worldwide concerning whether the policies for
the diffusion of e-government implemented so
far succeeded in achieving the expected results.

This chapter discusses this problem by con-
sidering the case of Italy, with a specific focus
on the evaluation of the outcomes of the policies
for the diffusion of e-government at the local
level established in the Italian National Action
Plan for e-government (NAP). The evaluation is
based on a holistic approach and it is performed
at the country level using secondary data sources
(Alalwan & Thomas, 2011; Srivastava & Teo,
2007; 2010), including surveys conducted by
both national and international organizations and
data provided by the Italian National Institute of
Statistics (ISTAT) and the European Institute of
Statistics (EUROSTAT). On the basis of the data
considered, in the chapter it is claimed that at the
moment no positive effects at the country level
have emerged with evidence yet as a result of the
NAP, neither for the citizens as such (in terms of
anincrease of the country’s global wellbeing), nor
for citizens as taxpayers (in terms of the reduction
of the global cost of local government), for citizens
as public servants (in terms of the increase of their
human capital) and for citizens as entrepreneurs
(in terms of the reduction of the administrative
burdens on enterprises).

The chapter concludes that this scarce impact
of the NAP depends on some of the principles
it has been based on rather than on the way the
funded projects have been implemented.

BACKGROUND

Inbroad terms, e-government aims at the transfor-
mation of government through the pervasive use of
ICT. As such, e-government should be considered
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