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Abstract

Albania has passed a period of three decades in
the shift from a centralized to a market economy.
In this context, the public sector is confronted by
structural changes at the institutional level and the
extension and improvement of public services.

Electronic services' quality is a critical issue for
the failure or success of e-government objectives. It
promotes government efficiency and effectiveness,
citizen engagement, and satisfaction. The trend to
use electronic services in Albania is similarly driven
by efforts to reduce public sector corruption, im-
prove service performance, and reduce costs. The
goal of this paper is to evaluate the citizen's percep-
tion of the importance and the quality of e-services
provision by the e-Albania gateway, as well as obsta-
cles and challenges of the future. Based on the main
types of services provided by the e-Albania platform,
twelve indicators were considered. The survey took
place in Albania (Tirana region), wherein 190 ques-
tionnaires are applied. The main reason for this
selection is that Tirana is the largest region of the
country, with about 50% of the population concen-
tration and the highest number of users of the gov-
ernment electronic platform. The variables used are
qualitative variables and were measured according
to the Likert scale (1-5 estimation, from 1-strongly
disagree to 5-strongly agree). Each of the main vari-
ables is explained and measured through the evalu-
ation of three to five explanatory questions. Through
the SPSS program, cluster analysis was used to
evaluate the main variables.

By analyzing the collected data, it turns out that
there is an obvious increase in the number of public
services offered, as well as the perception of citizens
for the e-services provided by the government plat-
form.

Keywords: e-government, ICT, public services,
quality, performance.



1. Introduction

Many developing countries have implemented significant reforms in their economic
infrastructure sectors over the past two decades with the aim of improving public sector
service delivery.

The use of technology is a major challenge for any government, requiring new ways of
organizing service delivery to citizens. Developments in technology, especially Informa-
tion and Communication Technology (ICT), have impacted both the private and public
sectors.

There is a constant doctrinal debate for improving the efficiency and reducing the cost
of public services, and e-government is seen as one of the main ways to achieve the govern-
ments’ goals in this regard. Internet-based technologies not only modify the usual func-
tions of public agencies, but also introduce changes to the relations between government
agencies and citizens. By measuring citizens’ satisfaction, a government can improve its
services, and this will lead to multiple positive effects in terms of governance (Skordoulis,
Alasonas and Pekka Economou, 2017, p. 2).

Citizens’ perception of public services provision determines the success of govern-
ments in accomplishing broader social and political goals, such as trust in government,
social inclusion, community well-being, and sustainability. Through its e-services com-
ponent, e-government is expected to improve public services and, in turn, improve the
administration and the well-being of society (Twizeyimana and Andersson, 2019, p. 173).

E-government platforms are designed to provide services and share information to citi-
zens. By providing e-services and sharing information resources, the public service centers
can improve government efficiency, reduce administrative costs, and improve public ser-
vice quality. Electronic government involves the use of information and communication
technology (ICT) to provide quality services to citizens by government institutions.

According to Fang (2002, p. 3), e-government is transforming organizations by break-
ing down organizational boundaries and providing greater access to information, increas-
ing the transparency of public agencies and citizen participation in government, enhanc-
ing communications and facilitating democratic processes.

The e-government is now becoming an important part of public sector activities and
services in Albania. In parallel with market and technological developments, since the
2000s, the Albanian government has faced the challenges of change related to the provi-
sion of public services to its citizens. The process challenged the move from the Weberian
bureaucratic ‘office’ concept to an entirely new way of delivering services.

E-Albania is the only government platform and represents the primary method for cit-
izens, corporations, and public administration personnel to access online public services.
The number of services offered through the e-Albania platform, for the year 2020, is 1,021
and the number of users is 758,735 (NISA, 2022).

According to Nurdin, Stockdale and Scheepers (2011, p. 17), e-government as a com-
ponent of ICT has three main contributions: (1) e-government related to improving the
functioning of political power and administrative processes; (2) e-citizens and e-services
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based on the relationship among citizens and business activities; (3) expanded concepts
including e-society, national participation and citizenship.

E-government is regarded as a potent instrument for government efficiency to low-
er costs, boost accountability, raise the standard of providing public services, and raise
citizen happiness. For that, attention is given to citizen satisfaction with self-services of
e-government.

The success of public organizations depends on the relationship between the organiza-
tion and its customers since customer satisfaction is the main factor for the organization’s
success (Karsh and Hussein, 2021, p. 12).

The success of the public sector in this area is determined by the analysis of measure-
ments that evaluate how citizens perceive getting public services. The implementation of
publicelectronicservices can be perceived as an instance of organizational change through
the use of information and communication technology (Lindgren and Jansson, 2013,
p. 164).

The objectives of this paper are:

— to analyze the importance of electronic services provided by e-Albania platform;
— to evaluate the quality of e-services from citizens’ perception; and
— to identify main obstacles and challenges in the future.

2. Literature review

The transition to e-government poses continuous challenges in employing increasingly
sophisticated web platforms as the gateway to government units, their information and
services (Ziemba, Papaj and Descours, 2014, p. 1).

Citizens as users can provide useful information about the quality and adequacy of ser-
vices and issues with service providers. Developing an online platform plays an important
role in achieving customer satisfaction and helps in getting prompt service. An e-govern-
ment portal facilitates the delivery of efficient e-services and helps citizens and businesses
to successfully interact with public institutions. This is also important for evaluating the
quality of electronic services.

The e-government service level is the extent to which an e-government platform en-
hances efficient e-service delivery and assists citizens, businesses and the general public in
conducting transactions with the government. The citizens’ level of trust in the institution
increases when they are informed about the actions and the processes of the government
(Alzahrani, Al-Karaghouli and Weerakkody, 2017, p. 173).

Except for the satisfaction dimensions’ improvement, new and innovative e-govern-
ment services need to be developed in order to meet citizens’ needs. The full online avail-
ability of e-government services seems to be crucial as they positively influence citizens’
satisfaction.

Numerous studies point out that e-government transforms the relationship between
citizens, businesses and government agencies with the aim of improving the provision of
public services, increasing efficiency, accountability and transparency towards citizens.

22



In response to increasing consumer power many public organizations have sought to
move to a more customer centric way of working where the structure, people and process-
es of the organization are focused on meeting needs and developing long term customer
relationships (Gilbert, Balestrini and Littleboy, 2004, p. 286).

E-government is the focal point of information systems-supported reforms to digitize
the services and the process of governance across all levels. E-government services in differ-
ent countries have different levels of service, referring to the habits of using the internet
and the expectations of citizens (Ozturan and Surucu, 2019, p. 148).

Citizens’ satisfaction is acknowledged as one of the most significant influences for the
adoption and implementation of e-government (Weerakkody ez al., 2016, p. 331). Citizen
e-service delivery is an ongoing process that requires measurement techniques to evaluate
government performance. Nevertheless, the true benefits of using technology to deliver
e-services depend on the direct use of technology, as well as on its application to facilitate
governmental innovation.

E-government is a tool which requires rethinking existing processes and changing organi-
zational behavior so as to deliver public services more efficiently (Michael ez a/., 2018, p. 2).

E-government systems influence interested stakeholders such as citizens, businesses,
and intermediary parties such as public servants, policy-makers, etc. Among these stake-
holders, citizens are the main actors of the services provided by the government. Therefore,
their satisfaction plays a critical role in e-government success (Osman ez al., 2014, p. 243).

The level of citizen interaction has the potential to improve the efficiency of e-gov-
ernment, thereby providing citizens with higher levels of service. The attitudes towards
electronic services are significant for all public institutions that serve governments on the
larger communication platforms that can impact the perceptions of the wider public.

Using the internet, the governments are able to offer more convenient and faster access
to their services and information. Governments attempt to increase effectiveness and ef-
ficiency by introducing e-government satisfaction (Alanezi, Kamil and Basri, 2010, p. 1).

E-government enables greater availability of information, greater ability to query and
access data, easier interactions between government and citizens. It should be emphasized
that the e-government is used to mediate and unite the administrative, social and economic
components, to understand the obstacles and opportunities it offers, as well as to promote
the participation of citizens in the decision-making processes.

Alzahrani, Al-Karaghouli and Weerakkody (2017, p. 172) distinguished four aspects of
public trust in e-government: ‘technical factors (systems, services, information quality), in-
stitutional factors (agency reputation and past experience), risk factors (performance risks,
security, privacy), personal factors (trust, internet experience, education). These factors
influence citizens to believe in e-government’.

The use of ICT has not only increased the efficiency and effectiveness of internal
work processes, but has also been a means of handling interactions with external users.
Implementation of public e-services has an impact on the public sector’s work efficien-
cy and is consistent with the principles of public sector administration (Naujikien¢ and
Dzemydiené, 2012, p. 337).
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By implementing electronic services and sharing information resources, public ser-
vice centers improve government efficiency, reduce administrative costs, and improve the
quality of public services. ICT can improve the ability of public administration to deliver
efficient and effective services fulfilling the superior goals of impartiality, equality and fair-
ness, along with efficient and effective organizational arrangement (Cordella and Tempini,
2015, p. 280).

The use of ICT to provide electronic services by public agencies improves the efficien-
cy of current systems, makes communication between government, citizens and businesses
easier and more convenient.

According to the United Nations’” e-Government Survey (2022), the implementation
of electronic government in developing countries will not only lead to the improvement of
institutional capacities, in terms of providing better quality services to users, but also to the
reduction of corruption by increasing transparency and accountability to citizens.

Citizen satisfaction with e-government services relates to citizens’ perceptions of online
services’” convenience (transactions), information reliability (transparency), and electron-
ic communication (interactivity). E-government involves the relationships between four
main groups of actors: government, citizens, businesses, and employees’.

Business

E-Government
Government

Services

Figure 1: E-government components and interactions

Source: Authors’ composition, 2022

1 Electronic transactions and interactions between government form the e-government web of rela-
tions and its four major groups of e-government: (1) Government to Citizen (G2C); (2) Government
to Business (G2B); (3) Government to Government (G2G); (4) Government to Employees (G2E).

24



3. Materials and methods

The quality of services in the context of the study is predicted by measuring the percep-
tion of citizens in receiving services from the government platform. It is explained through
12 variables measured on a Likert scale that correspond to the categories of the main ser-
vices offered. These categories are: family; social contributions and pension; health and
social protection; education; work; judicial system; my business, permits and licenses;
transportation and vehicles; real estate; consular and customs services. Each of the main
indicators is explained and measured through the evaluation of three to five main services
provided in a certain section.

Another objective of this survey is to analyze the different perceptions of different
groups of respondents regarding the use of electronic services. Differences that may occur
are: gender (male or female), education (college or secondary), and sector (public or private
sector) in which the respondent is employed.

This study used the method of face-to-face interviews with citizens of Tirana, Albania’s
largest region. As this method is time consuming and costly, we randomly selected approx-
imately 190 citizens/respondents, of whom 179 were considered valid for further analysis.

The constructed questionnaire used for this study is based on United Nations’
e-Government Survey, the e-Government Benchmark by the European Commission, and
the e-Albania platform by the National Information Society Agency (NISA, 2020).

We did a pre-test with academics to reduce vague questions. Additionally, to assess the
clarity and comprehensibility of the variables, we conducted a questionnaire pre-test with
a subset of citizens who had recently used the electronic services. The final questionnaire
consists of 5 sections: section I, general information about interviewees; section II, data
about the importance for use of electronic services by citizens; section III, data about the
quality of e-services provided from the e-Albania platform; section IV, data for other ad-
ditional e-services that are not currently offered by the e-Albania platform; and section V,
data about the obstacles to the users through the e-Albania platform. The questionnaire
was conducted in the Tirana region and randomly selected citizens were interviewed. This
process took about two months. Respondents were asked to rate the importance and qual-
ity of electronic services based on a 5-point Likert scale.

The research questions of this study are:

— How do citizens evaluate the importance of electronic services provided through the
e-Albania platform?

— What s the citizen’s perception on the quality of government services?

— What are the main obstacles related to providing electronic services through the
e-Albania platform?

4. Results and discussions

During the last two decades, the development of the public sector in Albania has un-
dergone significant improvements. Furthermore, its development has improved in terms
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of citizens” demands and expectations of public services. The government’s e-platform
e-offers have been supplemented and improved over the years®.

The public agencies provide a variety of digital services to users. Referring to citizens’
expectations, the e-Albania platform has improved and increased the number of electronic
services for citizens and businesses during the last decade.
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Figure 2: Users and electronic services in Albania

Source: Authors’ composition based on data from NISA (2022)

Referring to the above data, the number of services offered by the e-Albania platform,
for the year 2013, was 14 and the number of users 49,738, while for the year 2020, the
number of services offered was 1,021 and the number of users was 758,735 (NISA, 2022).

Referring to the collected and analyzed data, below are the results obtained from the
interviewees for gender structure, age, urban/rural residence, education level, and employ-
ment sector.

As shown in Table 1, 50.8% of respondents are male, and 49.2% of them are female. As
for their age, the majority of respondents (53.6%) are aged 18-40, 26.8% are aged 40-50,
while 19.6% of them are over 50 years old. Regarding the residential area, the majority of
respondents (66.5%) live in urban areas and 33.5% in rural areas.

In terms of educational background, it is estimated that about 68.2% of the respon-
dents have higher education (Bachelor’s and Master’s degrees), 22.9% are with secondary
education, and 8.9% are with professional education. Regarding employment, the major-
ity of respondents (60.3%) are employed in the public sector, 17.9% are employed in the

2 Inthegeneral contextrelated to the e-Government Development Index data, Albania has made enough
steps, from the 114™ place, ranked in 2003, to 63 place in 2022. In terms of the E-Participation
Index, from the 123 place, ranked in 2003, it escalated to 22" place in 2022 (United Nations, 2022).
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Table 1: Characteristics of respondents

No Characteristics Frequency Percentage
| Gender
a Female 91 50.8
b Male 88 49.2
Total 179 100.0
I Age
a 1828 67 374
b 29-39 29 16.2
c 40-50 48 26.8
d 51-60 32 17.9
e Over60 3 1.7
Total 179 100.0
Il Residence
a Urban area 119 66.5
b  Rural area 60 33.5
Total 179 100.0
IV Education 0
a Secondary education 41 22.9
Professional education 16 8.9
Higher education 122 68.2
Total 179 100.0
V  Employment
a Public sector 32 17.9
Private sector 108 60.3
Unemployed 39 21.8
Total 179 100.0

Source: Authors’ results, 2022

private sector, and 21.8% are unemployed. Referring to the data, it results that 77% of the
interviewees who live in the urban area and 50% who live in the rural area, have higher edu-
cation. According to the employment sector, results show that 65.6% of those employed in
the public sector and 61.6% of those employed in the private sector, have higher education.

Referring to the data on the level of familiarity with digital services/ online platforms,
it results that the interviewees/ employees in the public sector evaluate maximally, very
much, and averagely, respectively with 9%, 44%, and 41%; employees in the private sector
evaluate respectively with 17%, 31%, and 47%; students evaluate respectively with 14%,
43%, and 43%; and unemployed, respectively with 6%, 47%, and 34%.

Regarding the data on the frequency of use of the e-Albania platform according to the
employment sectors, it results that 63% of the interviewees/ employees in the public sector,
47% of employees in the private sector, 57% of students and 31% of unemployed are regu-
lar users of the e-Albania platform.
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Public Sector 9% 44% 41% 6%
Private Sector 17% 31% 47% XA
Student 14% 43% 43%
Unemployed ({78 47% 34% 9% 3%
0% 20% 40% 60% 80% 100%
= Maximally ® Very much m Averagely u Less u Very little

Figure 3: The level of familiarity of the respondents with digital services/ online platforms

Source: Authors' results, 2022.

Public Sector 63% REVZS

Private

Sector 4 7 (yo 5 1 % 2 %
Student 57% 43%
Unemployed 31% 69%
0% 20% 40% 60% 80% 100%

=] am aregular user ofit = Ihaveitinstalled as an application ~ mIhave heardit = don't recognize it

Figure 4: The use of the e-Albania platform by interviewees according to the employment sector

Source: Authors’ results, 2022

Rural 37% 63%
Seban 53% 45% 2%
0% 20% 40% 60% 80% 100%

m]am aregular user of it ™I have it installed as an application =Ihave heardit = Idon't recognize it

Figure 5. The frequency of use of the e-Albania platform according to the residential area

Source: Authors' results, 2022
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Referring to data on the frequency of use of the e-Albania platform according to the
residential area, it turns out that 37% of the interviewees in the rural area, and 53% in the
urban area, are regular users of the e-Albania platform.

Personal/family certificate etc. 42% 41% 17%
Passport, ID, nationality, etc. 40% 40% 17% 2%
Health card, medical check-ups, etc. 32% 48% 18% :
Driving license, vehicle taxes, fines, etc. m
Ownership certificate, legalizations, etc.
Certification for the payment of contributions, etc. 21% 34% 29% mm

High school diploma, registrations, etc. 17% 25% 37% 14% 7%

Business extract/registration, subsidies for farmers, etc.
Application as a job seeker, employer space, etc. 13% 23% 40% m
Customs agency, customs warehouse, etc. m
0% 25% 50% 75% 100%
B Maximally ¥ Very Much W Averagely W Less W Very Little

Figure 6: The importance of electronic services provided by the e-Albania platform

Source: Authors’ results, 2022

Regarding the importance of the e-services offered by the e-Albania platform, it turns
out that the interviewees evaluate (maximally and very important) the application for per-
sonal/family certificates respectively with 42% and 41%; application for passport and ID
card respectively with 40%; health care, medical check-ups respectively with 32% and 48%;
driving license, vehicle taxes, fines respectively with 26% and 30%; ownership certificate,
legalizations respectively with 24% and 32%; certificate of judicial status respectively with
22% and 39%; certification for the payment of contributions respectively with 21% and
34%; high school diploma respectively with 17% and 25%; construction permit, transport
respectively with 15% and 35%; business extract/registration, subsidies for farmers respec-
tively with 13% and 22%; application as a job secker respectively with 13% and 23%; cus-
toms agency respectively with 3% and 9%.

According to the interviewees, less and very little important services are considered
business extract/registration, subsidies for farmers respectively with 28% and 13%; and
customs agency respectively with 38% and 15%.

Regarding the quality of the e-services offered by the e-Albania platform, it turns out
that the interviewees evaluate (very good and good): application for personal/family cer-
tificate respectively with 54% and 35%; certificate of judicial status respectively with 33%
and 35%; health care, medical check-ups respectively with 30% and 43%; application for
passport and ID card respectively with 24% and 50%; driving license, vehicle taxes, fines
respectively with 23% and 47%; ownership certificate, legalizations respectively with 19%
and 28%; certification for the payment of contributions respectively with 16 % and 39%;
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Certificate of judicial status, etc. 33% 7% 3%
Health card, medical check-ups, etc. 30% 3%
Passport, ID, nationality, etc. 24% 5%

Driving license, vehicle taxes, fines, etc. 23% 5%
Ownership certificate, legalizations, etc. 19% 11%

Business extract/registration, subsidies for farmers, etc. 16% 17% 29

Certification for the payment of contributions, etc. 16% 6% 2%

High school diploma, registrations, etc. 15% 6%

Construction permit, transport, etc. 13% 12%

Application as a job seeker, employer space, etc. 9% 15% 3%

Customs agency, customs warehouse, etc. 373 45% 26% 4%

0% 25% 50% 75% 100%
H Very good H Good M Average = Weak M Very weak

Personal/family certificate etc. 10%

Figure 7: Assessment of the quality of electronic services provided by the e-Albania platform

Source: Authors' results, 2022

business extract/registration, subsidies for farmers respectively with 16% and 25%; high
school diploma respectively with 15% and 32%; construction permit, transport respective-
ly with 13% and 39%; application as a job seeker respectively with 9% and 28%; customs
agency respectively with 4% and 21%.

The interviewees evaluate the quality of the e-services (weak and very weak): applica-

tion as a job secker respectively with 15% and 3%; customs agency respectively with 26%

and 4%.
Tssues related to security and privacy 5373 11%
Level of and inft ion about the use of
Age V3
Lack of knowledge on the use of el i i vices V4
Lack of intemet access =14 18%

Lack of computer equipment, smart phones, etc. 7473 17%

Q
X

25% 50% 75% 1

8

%

= Maximally = Very much = Averagely W Less = Very Little

Figure 8: The main obstacles in providing e-services through the e-Albania platform

Source: Authors' results, 2022
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From the analysis of data related to the main obstacles/ problems in using/ provid-
ing electronic services through the e-Albania platform, it turns out that the interviewees
evaluate (maximally, very much, and averagely) issues related to security and privacy, re-
spectively with 5%, 11%, and 35%. They evaluate (very much and averagely): the level of
awareness and information about the use of e-services respectively with 4% and 31%; lack
of knowledge on the use of electronic devices/services, respectively with 4% and 29%; age,
respectively with 3% and 27%; lack of internet access respectively with 3% and 18%, and
lack of computer equipment, smartphones, respectively with 2% and 17%.

5. Data analysis and findings

Through the data obtained we analyzed the characteristics of respondents (see Table
1), grouped by gender (male or female), age, residence (urban and rural areas), education
(higher, secondary and professional), and sector where the interviewee is employed (public
or private sector).

Referring to the data discussed in the previous section (see Figure 3), the interviewees
evaluate over 90% the level of familiarity with digital services/ online platforms. Referring
to the data related to the use of the e-Albania platform (see Figures 4 and 5), it results that
63% of the interviewees/employees in the public sector, 47% of employees in the private
sector, 57% of students and 31% of unemployed are regular users of the e-Albania plat-
form, while according to the residential area, it turns out that 37% of the interviewees in
the rural area and 53% in the urban area, are regular users of the e-Albania platform.

Regarding the importance of the e-services offered by the e-Albania platform, it turns
out that the interviewees evaluate (maximally and very important) services as the follow-
ing: application for personal/family certificates; application for passport and ID card;
health care, medical check-ups; driving license, vehicle taxes, fines; ownership certificate,
legalizations; certificate of judicial status; certification for the payment of contributions;
high school diploma; construction permit, transport. While from the interviewees, less and
very little important services are: business extract/registration, subsidies for farmers; appli-
cation as a job seeker; and customs agency.

Regarding the quality of the e-services offered by the e-Albania platform, it turns out
that the interviewees evaluate (very good and good) services as below: application for per-
sonal/family certificate; certificate of judicial status; health care, medical check-ups; ap-
plication for passport and ID card; driving license, vehicle taxes; ownership certificate,
legalizations; certification for the payment of contributions; business extract/registration,
subsidies for farmers; high school diploma respectively; construction permit, transport.

The interviewees evaluate as weak and very weak the following e-services: application as
a job seeker, and customs agency.

Referring to the data analysis, for the main obstacles/ problems in using/ providing
electronic services through the e-Albania platform, it turns out that the interviewees eval-
uate (maximally; very much; and averagely): issues related to security and privacy; level of
awareness and information about the use of e-services; lack of knowledge on the use of
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electronic devices/ services; age; lack of internet access; and lack of computer equipment,
smartphones.

It is estimated that there is an obvious difference in the use of electronic services. Rural
areas have a low use of digital services. We think that this level is determined not simply by
the lack of infrastructure, but also, to a certain extent, by the level of skills and knowledge
in the use of digital technologies.

The findings and results in this paper show that it is important to solve the problems
facing the implementation of e-government and to understand this relationship in order to
offer the best solutions in the future.

6. Conclusions

Through this study there has been analyzed the importance of services used by citizens
through the e-Albania platform, the quality of electronic services provided by the electron-
ic government platform, as well as obstacles and challenges for the future related to the use
of electronic services in Albania.

Referring to the level of use according to the urban/rural residence, it results that there
is an obvious difference in the use of electronic services. We think that this is mostly related
to the lack of infrastructure and internet access for residents in rural areas.

Regarding the results, the most important services estimated by respondents are: ser-
vice on personal/family certificates; application for passport and ID card; health care ser-
vice; driving license; and ownership services.

Regarding the quality of the e-services offered by the e-Albania platform, it results that
the top rated services are: services on personal/family certificate; certificate of judicial sta-
tus; health care services; application for passport and ID card; driving license, vehicle taxes
and fines.

Based on data analysis regarding the perception on using electronic services it results
that there are issues related to security and privacy; level of awareness and information
about the use of e-services; lack of internet access; and lack of digital devices.

The challenges in the future for the government and public agencies should be con-
centrated on increasing the quality and security in the provision of electronic services in
accordance with the needs and expectations of citizens.

As for the limitations and scope for future studies, future research will focus on a more
in-depth analysis, exploring by a larger number of respondents and a more diverse sample,
the above indicators related to improving the digital public services delivered through the
government platform e-Albania.
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