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Abstract: This paper presents a study, based on a secondary analysis, on the level of 
development of national e-government platforms and Romania's position from this perspective 
in a global and European context. The proposed analysis has as a starting point the numerous 
peculiarities of the e-government process in Romania, namely: the multitude of maturity 
models of the e-government platforms; the diversity of studies conducted worldwide and in 
Romania to assess the level of development of e-government platforms; wide scale of 
computing e-government indices; the categories of public services that are the subject of the 
monitoring of the level of development of the e-government platforms, according to the 
European framework. Following the process of joint analysis of globally and Europeanly 
operationalized e-government models, this paper proposes a framework for assessing the 
maturity of online services at national level 
Keywords: e-government, e-government indices, online services, maturity models of e-
government platforms 

 
Introduction 

In order to ensure the coherence of the analysis, the assessment of the development of e-government 
platforms at national level and Romania's position from this perspective, in a global and European 
context, the starting point will be an extensive process of identifying the framework coordinates, as 
follows: 

 the diversity of maturity models of e-government platforms; 
 the diversity of studies conducted worldwide, at European and national level to assess the level 

of development of e-government platforms; 
 the diversity of e-government indices; 
 the categories of public services that are the subject of monitoring the level of development of e-

government platforms, in line with the European framework. 
 

1. Analysis Framework 
The level of development of e-government platforms can be appreciated through a wide range of 
models. Given one of the objectives of this analysis, namely the identification of Romania's position in 
the global and European context, from the perspective of the development of the e-government 
platforms, only two models will be considered in the study, namely: United Nations Model (which 
provides a global perspective on the level of development of e-government platforms and facilitates 
comparisons between world countries) and the European Commission Model (which offers a 
community perspective on the level of development of e-government platforms). To facilitate the 
analysis, table no. 1 gives a summary of the stages and coverage areas of the two models. From the 
comparative analysis of the two models we can see that: 

 The first level of the European Commission model can be associated with the first stage of the 
United Nations model, namely the emergence phase; 

 Levels 2 and 3 of the European Commission model can be correlated with the interactive stage 



 111 

of the United Nations model; 
 The integrated governance level of the European Commission model can be assimilated to the 

transaction stage in the United Nations model; 
 The transformed form of government from the European Commission model can be associated 

with the connected stage of the United Nations model. 
 

Table no.  1. Models of analysis of the corresponding development level of 
e-government platforms in Romania 

The United Nations model European Commission model 
  
Stage of emergence (simple presence in the online 
environment for information - documents, laws, 
reports, etc.) 
Interactive stage (interactive portal that allows 
downloading of forms) 
The transaction stage (online tax and tax payment 
services, online application for identity cards, birth 
certificates, renewal of licenses, etc.) 
Connected Stage (G2G G2G  - Interoperability Grid, 
Single Gateway Entry Points for Different 
Stakeholders - G2C, G2B, G2N) 

Level I (simple presence in the online environment) 
Level II (simple forms of interaction between the 
Government and different stakeholder categories) 
Level III (forms of bi-directional interaction 
between the Government and various stakeholder 
categories) 
Level IV (a form of integrated governance that calls 
for essential structural changes in the classical 
system - processes, mechanisms, organizational 
structure - and public system automation) 
Level V (a form of fully transformed governance 
involving both the integration of all public services 
into eGovernment platforms and interoperability) 

 
As a result of this comparison, which reveals insignificant differences between the two models from 
the perspective of the coverage areas, we decided to use the United Nations model in the analysis of 
the national e-government platforms. Moreover, another reason for choosing this model is also linked 
to its ability to facilitate comparisons between world states. The indicators needed to evaluate the 
national e-government platforms in each of the four steps are presented in Table no. 2. 
 
Table no. 2. Analysis indicators within the 4 stages of the e-government platform development assessment 

model in Romania 
Stage Indicators 

Emergence stage 

The existence of the platform 
The existence of links to other levels of the public 
system 
Contact address 
Public entity timetable 
Email Address 
Activity reports 
Archive 
Information on current activities 

Interactive stage Forms online 
Information on the renewal of authorizations 

The transaction stage 

Number of online services 
Type of online services (payment of taxes and fees, 
receipt of requests, renewal of applications) 
The existence of interaction fields (opinion polls, 
citizen opinion, etc.) 

Connected stage Interoperability 
One-stop shop 

 
To identify the level of sophistication of national e-government platforms, an arithmetic mean was 
calculated for each of the four stages based on the set of predefined indicators. Each indicator had an 
equal weight within the predefined set and the average for each stage was maximum 3. For 
quantification, scales with 4 levels were used, as can be seen from table no. 3. 
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Table no. 3. Scale used to quantify the level of development of eGovernment platforms 
Stage Indicators Scale 

The existence of the 
platform 

(0) does not exist / (1) exists, but as a component in another public 
portal / (2) exists as a standalone page / (3) exists as a portal 

The existence of links to 
other levels of the public 
system 

(0) does not exist / (1) exists but the list of links covers up to 25% 
of the links of interest / (2) exists but the list covers up to 50% of 
the links of interest / (3) exists and the list covers over 50 % of 
links of interest 

Contact address 

(0) does not exist / (1) exists, but does not provide detailed 
information about the public entity / (2) exists and provides 
detailed information about the public entity / (3) exists and 
provides detailed information on both the central public entity and 
local entities 

Public entity timetable 

(0) does not exist / (1) exists, but is not easily identifiable on the 
web page / (2) exists, is easy to identify on the web page but only 
refers to the central public entity / (3) exists and can be easy 
identified on the web page and refers to both the central public 
entity and the central public entity 

E-mail address 

(0) does not exist / (1) there is at least one email address (of the 
central institution or a contact person) / (2) there are several mail 
addresses (of multiple contacts or multiple addresses of the central 
institution) / (3) there are several mail addresses (of multiple 
contact persons or multiple addresses of the central and local 
institutions) 

Activity reports (0) do not exist / (1) exist, but are not current (2) exist, are current 
but incomplete / (3) exist, are current and complete 

Archive 

(0) does not exist / (1) exists but covers a short period of time (2) 
exists and covers for a longer period of time but some documents 
can not be accessed / (3) exists, covers for a longer period great 
time and all documents can be accessed 

Emergence 
stage 

Information on current 
activities 

(0) does not exist / (1) exists but is inadequate  (2) exists and 
satisfies the need for stakeholder information but only about the 
central entity / (3) exists and satisfies the need to inform interested 
parties, both with regard to the central entity, as well as for local 
entities 

Forms online (0) does not exist / (1) there is at least one online form (2) there are 
between 2-4 forms / (3) there are over 4 forms 

Interactive 
stage 

Information on the 
renewal of authorizations 

(0) do not exist / (1) exist, but are incomplete / (2) exist, are 
complete but some documents can not be downloaded / (3) exist, 
are complete and all documents can be downloaded 

The existence of 
interaction fields (opinion 
polls, citizen opinion, 
etc.) 

(0) does not exist / (1) there is at least one interaction field but one 
is one-way (2) there are several interaction fields but all are one-
way type / (3) there are several interaction fields of which one a bit 
of a bi-directional type 

Number of online service (0) does not exist / (1) there is at least one service / (2) there are 2-4 
services / (3) there are over 4 services 

The 
transaction 
stage 

Type of online services 
(payment of taxes and 
fees, receipt of requests, 
renewal of applications) 

(0) does not exist / (1) there is only the takeover service / (2) there 
are the takeover services requests and the renewal applications (3) 
there are takeover services, the authorization renewal applications 
and online payment 

Interoperability 

(0) does not exist / (1) there is, but only partially, between the 
different platforms of the central entities (2), there is, but only 
between the different platforms of the central entities / (3) there is, 
both between central entities and them and local public entities 

Connected 
stage  
 

One-stop shop 

(0) does not exist / (1) exists but covers only up to one quarter of 
the 20 public services related to the European framework (2), exists 
but only covers up to half of the 20 public services related to the 
European framework / 3) exists and covers more than half of the 20 
public services related to the European framework 
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In this analysis, technical and design aspects were also of particular importance as indicators of e-
satisfaction, such as the loading time of the main page; the existence of a coherent structure of links to 
the platforms of other public entities; the existence of return to the top and back to home links; the 
existence of a traffic monitoring script; shape principle on the background, page layout, font size; the 
level of information update; the extent to which the user is notified of the last update. 
 
With regard to the technical and design evaluation indicators, the types of scales used in their case are 
presented in table no.  4. And in this case, each indicator had an equal weight within the set and the 
scales used were with 3 levels. 
 

Table no. 4. Scale used in the technical and design assessment of e-government platforms  
 

Indicators 
 

Scale 
 

Loading time of the main page (1) over 10 seconds / (2) 6-10 seconds / (3) 1-5 seconds 
Portal Structure (1) basic / (2) complex / (3) very complex 
Placing essential information (1) page final / (2) page middle / (3) page top  
The existence of a coherent structure of links to the 
platforms of other public entities 

(1) does not exist / (2) exists but is not coherent / (3) 
exists and is coherent 

The existence of return to the top and back to home 
links 

(1) do not exist / (2) exist, but are not operational 
throughout the portal (3) exist and are operational 
throughout the portal 

The existence of a traffic monitoring script (1) does not exist / (2) exists, but is not active / (3) exists 
and is active 

Segmentation by stakeholder categories (if 
applicable) 

(1) does not exist / (2) exists, but in the broad sense 
(public access) / (3) exists, for each category of 
stakeholders (G2G, G2B, G2C and G2N) 

Layout principle, layout, font size (1) does not meet standards / (2) partly complies with 
standards / (3) fully complies with standards 

Frequency of updating information (1) annually or quarterly / (2) monthly or weekly / (3) 
daily 

The extent to which the user is notified of the last 
update 

(1) there are no notifications / (2) notifications concern 
only very important issues / (3) any novelty is notified 

 
In global and European practice, the development of e-government platforms is assessed through a 
broad set of e-government indices. In this context, to identify the level of development of national e-
government platforms and, implicitly, to position Romania in a global and European context, the 
following e-government indicators will be considered: 

 The United Nations and the American Society for Public Administration (ASPA) e-
government index based on 3 parameters: on-line presence of public authorities, telecom 
infrastructure and human development; 

 The e-Readiness Ranking e-government index proposed by Economist Intelligence Unit, 
which uses the following indicators: the quality of Internet connections, the percentage of 
GDP for IT spending, the financial support of IT projects, the number of PCs and the number 
of Internet connections. 

 
As regards the typology of the services to be subjected to this analysis, those public benefits will be 
considered as a priority, at this time, for the development of e-government platforms. In other words, 
the European e-government development framework monitoring 20 services will be considered, as 
follows: 12 services for citizens and 8 services for the business environment (table no. 5). 
 
At present, the level of sophistication of these services is appreciated at European level on a scale of 1 
to 5, as follows: 1 - the existence of information materials; 2 - unidirectional interaction; 3 - bi-
directional interaction; 4 - transactions (must provide proof of delivery and payment); 5 - complete 
automation and customization. 
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Table no. 5. Public services analyzed from the perspective of the development level of the e-government 
platform 

G2C Services G2B Services 
Services for collecting income tax Payment and monitoring of social contributions 
Looking for a job Payroll Tax Service 
Social Assistance Tracking Service VAT service 
Issuing personal documents Registering new economic operators and changing 

the data of existing economic operators 
Car registration service Statistical data for economic operators 
Issuance of construction permits Customs declaration management service 
Service for monitoring police statements Issuing environmental permits 
Service for public libraries  
Issuing personal certificates  
Enrollment in universities  
Domestic change notification service  
Health services for citizens  

 
According to the requirements of the European framework, all Member States of the European Union 
must now attain at least level 3 (considered standard) for each of the above mentioned services. 
Moreover, according to the latest available data, it appears that the transaction level, also called full 
electronic manipulation of the case, has become a standard for public service provision in the online 
environment. 
 

2. Analysis of the Level of Sophistication of Online Services in Romania 
Since the coordinates of the analysis framework and the mechanisms for measuring the maturity level 
of the 20 public services (which are urgently required to be operationalized in the online environment 
as required by the European Union) have been defined, this section will focus on the research of 
existing e-government platforms in Romania. 
 

 formulare.e-guvernare.ro platform 
Services: G2C  
Categories: Collection of income taxes; Health insurance. 
 
The eGovernment platform for online forms is globally considered to be underdeveloped 
(sophistication / low maturity). On the other hand, there was a score of 2 on the technical and design 
dimension, which reveals an average level of stakeholder satisfaction. 
 
However, this assessment tends to be subjective, as the platform, as an entry point for those of 
different municipal public entities, does not provide a satisfactory level of information. In other words, 
if at the level of the central platform many parameters, at least in the emerging stage, record low 
values (address, timetable, archive, etc.), in the case of municipal portals they record the maximum 
value on the scale used. 
 
Thus, an appreciation of the municipal platforms was imposed, the working mechanism being the 
following: for each of the Romanian municipalities the portal where the income tax collection and 
medical insurance services were integrated was analyzed (where it existed), calculating both the 
average scores on the four steps of the e-government platform development as well as an average 
overall score. Furthermore, the municipalities were divided according to the scale used into four 
categories in order to recalculate, on a weighted average basis, the aggregate indicator of the central 
revenue gathering platform. 
 
The average score of the online delivery / form completion platform based on the evaluation of the 103 
municipalities' portals (1.5) is different from the one obtained for the central platform (1), indicating a 
relatively medium level of development globally. On the other hand, if we did not consider the last 
step, the connection, due to the lack of interoperability at national level, regardless of the e-
government platform, the average score would be 1.9 which reveals an average level of development /  



 115 

maturity / sophistication . 
At national level, it is noted that in about 50% of municipalities income taxes can be paid in the online 
environment, the level of sophistication, according to the scale of the European framework, ranging 
from 1 to 4 depending on the municipality. 
 

 www.anofm.ro platform 
Services: G2C  
Categories: Looking for a job; Help for unemployment 
 
The Platform of the National Employment Agency obtained a score of 1.4, which reveals a relatively 
medium level of development. From the perspective of online emergence and interaction we can see 
that it has reached the European framework level, but there are problems from a transactional and 
interoperability perspective. On the other hand, the technical assessment and the design standards 
revealed that the platform fully meets the expectations of the stakeholders, the average score being 2.8 
(very close to the maximum value of the scale). 
 

 www.mmssf.ro platform 
Services: G2C  
Categories: Unemployment; Children allowances. 
 
The Platform of the Ministry of Labor and Social Justice received a score of 1.7 after the analysis, 
which means an average level of development / maturity / sophistication. Unlike the previously 
analyzed platforms, this portal offers a one-stop shop or single entry point to access the various social 
entities in the territory (Single Electronic Social Register). 
From a technical and design perspective, there was an average score of 2.5 that reveals the high 
potential for stakeholder satisfaction. 
 

 mai.gov.ro platform 
Services: G2C  
Categories: Issuing documents to persons (passports, driving licenses); Home change announcement 
service, Car registration service 
 
The e-government portal of the Ministry of Internal Affairs has achieved a score of 1.5 that reveals a 
relatively medium level of maturity. Although it provides a lot of information, the parameters of the 
emerging stage with high values, the platform also does not offer real interaction with stakeholders (e-
mail only). From a technical and aesthetic point of view, an average score of 2.7 was obtained which 
revealed a high potential for stakeholder satisfaction. 
 

 www.politiaromana.ro platform 
Services: G2C  
Categories: Service for monitoring statements to the police 
 
The value obtained from the evaluation of this platform (1.2) reveals a weak level of development / 
sophistication, while, on the technical and design dimensions, the score of 2.3 reveal a potential 
medium of stakeholder satisfaction. 
 

 www.edu.ro platform 
Services: G2C  
Categories: School scholarships; Enrollment in universities 
 
Despite the fact that the e-government platform of the Ministry of National Education does not offer 
the possibility of providing services in the online environment, the parameters related to the interaction 
stage reveal significant development potential. The value obtained in the assessment of the 
development stage reveals a relatively medium level of sophistication, while technical and design 
analysis reveals a high potential for stakeholder satisfaction. 
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 www.cultura.ro platform 
Services: G2C  
 
The evaluation of the e-government platform of the Ministry of Culture and National Identity reveals, 
in terms of the average score obtained (0.9), a poor level of portal development, having only a role of 
information and involving a minimum level of interaction with the various categories of stakeholders. 
On the other hand, the score obtained on the technical and design dimensions reveal a potential 
medium of stakeholders' satisfaction. 
 

 www.ms.ro platform 
Services: G2C  
Categories: Health services for citizens 
 
According to the obtained values, the e-government platform of the Ministry of Health is 
underdeveloped and has a relatively high potential for stakeholder satisfaction. However, we 
appreciate the relatively high level of its development from the perspective of interaction with 
stakeholders (2.3). 
 

 edirect.e-guvernare.ro platform 
Services: G2B 
Categories: Payment and monitoring of social contributions; Profit tax service; VAT service 
 
The analysis of the e-direct component of the e.guvernare.ro platform reveals an average level of 
development, the score being affected by low values recorded in some parameters of the emergence 
phase. 
 
Given the primary goal of this platform, namely providing public services online, we could remove 
those indicators that are not considered necessary in the given context (activity reports, archives, 
schedules, etc.) from the emergence phase. In this context, a higher average score would be obtained 
which would reveal a relatively high maturity level of the platform. This level of development is also 
mentioned in European and national studies, which position the platform on level 4 of sophistication, 
thanks to the operationalization of the trading stage. 
 
On the other hand, the average score of 2.5 on the technical and design dimensions reveals a relatively 
high potential for satisfying different stakeholder categories. 
 

 www.anaf.ro platform 
Services: G2B 
Categories: Payment and monitoring of social contributions; Profit tax service; VAT service. 
 
Of the total platforms analyzed so far, the portal of the National Agency for Fiscal Administration 
registered the highest average score (2.5), which reveals a relatively high degree of sophistication. 
Moreover, this platform is the only one that has a satisfactory level in terms of interconnection 
(interoperability) with various public entities in Romania. 
 
On technical and design components, the assessment reveals an average score of 2.6, which reveals a 
relatively high potential for satisfying different categories of stakeholders. 
 

 www.onrc.ro platform 
Services: G2B 
Categories: Registration of new economic operators and modification of data of existing economic 
operators 
 
According to the values obtained, the National Trade Register Office platform has a relatively high 
potential of stakeholders' satisfaction (thanks to the possibilities of accessing public services in the 
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online environment). The portal can also be appreciated as having a relatively high level of 
sophistication. 

 www.mmediu.ro platform 
Services: G2B 
Categories: Issue of environmental permits 
 
The values obtained with the e-government platform of the Ministry of the Environment reveal a 
relatively medium level of sophistication (from the perspective of the degree of development) and a 
potential medium for satisfying different categories of stakeholders (technical and design dimensions). 
 

 www.e-licitatie.ro platform 
Services: G2B 
Categories: Public Procurement Service 
 
The public auction platform recorded an average score of 2.4 that reveals a relatively high level of 
sophistication. This level is also confirmed by the European studies according to which the Romanian 
portal is considered one of the most sophisticated at the community level. 
 

Conclusions 
The following conclusions can be drawn from the analysis: 

 In Romania there is a phenomenon of excessive fragmentation of the public services provided in 
the online environment; 

 With a few exceptions, most G2C public services are in the interaction stage, providing only 
information, the possibility of downloading forms, and a level of unidirectional interaction; 

 Unlike G2C public service platforms, G2Bs are much more mature, most of which provide the 
framework for bi-directional transaction and communication. In this respect, we can also 
mention the steps taken towards the development of single points of single entry, namely in 
the sphere of interoperability. 

 
In view of these findings, as well as Romania's sustained efforts towards the development of 
eGovernment platforms, we believe that in the future the following areas of interest will be: creating 
the framework for ensuring interoperability at national level, following the requirements of alignment 
European standards, increasing the number of public services provided in the online environment, both 
G2C and G2B; speeding up e-inclusion and e-participation processes; incorporating the latest software 
technologies into e-government platforms; encouraging different stakeholder categories to access 
eGovernment platforms and the use of online public services. 
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