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ABSTRACT

Many models for characterizing and evaluating @ises emphasise different levels of
complexity and maturity of e-services. These framds takes as their starting point an
organisational point of view on e-services whereseems that integration between
different public authorities is the ultimate goAh unresolved quest is however to judge
and design e-services desired by the citizen. Risr cope it is essential to identify
recipients of the e-service and for what purposssehrecipients ought to use the e-
service. One group of recipients of public e-sawids the citizens. In this paper
shortcomings of existing frameworks are identiffedinded in a citizen-centric value

base. These shortcomings are then used as a fiveutting forward an alternative

model for evaluation and design of e-services.
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INTRODUCTION

The amount of e-services provided by the publictaetor citizen is continuously
increasing. Public e-services can be conceivedeéscttonic services which can be
accessed, for example, via the Internet, TV or heotbevices, and which are offered to
citizens, companies, professional organisatiorterast groups and other official bodies
by organisations in the public sector” (VINNOVA,@8) p. 11). This definition indicates
a broad spectrum of technologies in use but algeraktarget groups for the e-services.
Some benefits mentioned with the introduction feevices are a quicker handling of
cases,; support for democratic processes; effestivek processes; and systems that
simplifies contacts with public authorities (ibidlhe provision of e-services from the
public sector is often coined as “e-government” aad be seen as the process where
public administration transforms its internal andeenal relationships with the use of
modern information and communication technology (2R803). There are today several
reports that e-government rather is driven by alrieeincrease efficiency and decrease
costs than driven by the needs of the e-citizein €éay. Flak et al, 2005). Rationalisation
as a tool for saving public money still dominaties key incentive in e.g. the Swedish e-
government discourse (llshammar et al, 2005). Eubiservices need to provide value
that is based on what citizens want: “...e-govemmms justified if it enhances the
capacity of public administration to increase thpmy of public value, i.e. the things that
people want” (UN, 2003, p. 1). Layne and Lee (206Egort that there are still many
challenges that governments need to consider ¥ went to evolve into efficient and
effective e-governments in support of citizens’ deats. They (ibid) especially mention
three challenges: universal access; privacy anfidmnriality; and a citizen focus. The
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citizen focus means that government processes heeoe organized for citizens’
convenience instead of the convenience of the govent (ibid).

The research reported upon in this paper is drivem the research questiohpw to
evaluate and design citizen-centric public e-sa&wid@he purpose of this paper is to put
forward an alternative model to existing frameworks

Research around how to characterize e-servicebdms on the agenda for quite some
time now and we can identify a number of modelscwlapplied gives different insights.
We will describe some of these models and theirrattaristics. As a common
characteristic these models are citizen or custametric in the sense that the degree of
self-service often is the most important dimenstill the starting point is however the
organization and the view is “how can they, thézeits, use our service”. In this sense
the view is organization-centric. In this paper went to take the stance in the citizens’
perspective; "in what way can | as a citizen usgrta-services”. This perspective can be
developed into a model describing the servicegaelto citizens needs. We will develop
such a model, apply it to a set of existing e-s@mwviand finally discuss how such a model
can be used as a driver for characterizing, desigand evaluating e-services giving
more value from a citizen perspective.

Models build upon an underlying perspective and garspective can be described as an
ideal (Ackoff, 1981). If we for example have a slmpnodel describing the degrees of
self-service as a maturity model for e-serviced;ssvice is the ideal. Such a model can
than be used in two moods. The first is as an ewaln instrument giving insights. We
can evaluate an e-service with the model and seghat degree it performs as self-
service. In another mood the model can be used dssmn driver. In the task of
designing an e-service the model serves as a visiodesign, and the vision is self-
service.

In this paper we will use the citizens’ perspectivehat can they do for me as a citizen.”
This perspective can be formed into a model. Suamodel we suggest can have four
elements, here formulated as questions. 1. What édmew situation do | want to be in

after using the service (The vision)? 2: What is siyuation today (The current

situation)? 3: Which services can take me fromyddavards my vision? (The means) 4.
How much closer to my vision did | really get byngsthe service? (Feed back)

An important part of the paper is to describe thizdel more in detail and show how it
can be used as a driver for e-service quality, bothe evaluation mood as well as in the
design support mood.

Following this introduction we will introduce twoadmeworks used for characterizing e-
services. Then in section 3 we evaluate theseiregiftameworks. These pros and cons
will form the basis for generating an alternativedal for characterizing e-services. This
alternative model — the e-Co model — will be introéld in section 4. In section 5 the use
of the e-Co model will be exemplified for two diféat purposes. The paper will be
concluded by some reflections.



The e-Co Model — Citizen’s Driving e-Service Qualit

EXISTING FRAMEWORKS FOR CHARACTERIZING E-SERVICES
The Australian framework

ANAO (Australian National Auditing Office) has ddeped a model that provides
criteria for government agencies to identify andide what kind of services they can
provide electronically to the public. The intenti@ also to help agencies understand
there current e-service status and where they oafmogn there (ANAO, 1999). It is a
four-stage model where each stage increases theisioption of technology and
complexity regarding functionality/service delive ANAO (ibid) illustrates the different
stages with the model depicted in figure 1

Stage 1 Websita presenca
Basic information and
publications

All agencies should be at least
at this ‘publish’ level

High ]
level

Stage 4 Agencies
receiving authenticated
infermation share dala
! with other agencies with
prior approval of

™ individual clients,

Stage 3 Agency interaction with
clients, including chent entry of
confidential data. All agencies
réquiring authenticated client
infarmation should 2im at this
lavel

Functionality/service delivery

Stage 2 Database gueries online,
Agencies with public databases
— should be at least at this level of

Lo — interaction.

level

Low laval IT Inereasingly sophisticated technology High level IT

Figure 1: Stage model from Australian National Audting Office (ANAO, 1999)

The different stages can be described as follows:

In stage linformation about the agency and its servicealsiphed and displayed in
a static way. Publications can be downloaded aagtiblic access to the information
is not limited. The inquiry and search facilityhewever limited.

In stage 2web-users have access to limited interactiveifms]| i.e. databases that the
agency provides, where the users for example canatiulations about levels of
subsidies or debts. The public access to informasiaot limited.

In stage 3a user can, besides the functionalities in stagied12, enter information on
the Website and exchange or transact secure infamavith the agency which
requires some form of authentication or verificatiof the user’s identity. The
interaction can in this stage include financiahg@ctions which require a high degree
of security. Examples of interactions are individigxpayers’ electronic lodgment of
tax returns, employers’ registrations of new jobwl a&ntering of cargo import
information by import/export brokers and their ol
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In stage 4 that has the same functionalities as in stagéh&®,agency can after

approval from the user (individuals, organizatioos businesses) share user’s
information with other agencies. If a user chang@®e information, for example an

address, the agency that notifies this change admtlae previous approval from the

user notify other agencies.

The Swedish framework

A similar model has also been developed by the &hedgency for Administrative
Development (SAFAD) (SAFAD, 2000). The driving fer¢or putting forward such a
model is the vision of the 24/7 public agency. Thedel is supposed to be a joint
approach for characterising e-services availalrd,iadividual government agencies are
supposed to regard themselves as part of the @héctpublic administration for serving
the public. Two fundamental values are driving dezelopment of such model; 1) Good
services for the public and businesses (availgbiiairticipation, and collaboration) and
2) transparency (inspection, individual respongipil This model is seen as a primary
yardstick of an agency’s development in terms @& 24/7 agency. In the model four
stages (c.f. figure 1 also), maturity levels, ofelepment to be reached are defined (ibid)
as:

The website contains “packaged “ information aldbatagency and the service
The website contains “interactive” information abthe agency and the service

The website and communicative functions allows \lsitor to submit and retrieve
personal information

The website and network functions for joined upvees involving several agencies
and institutions

High 1
level

Stage 4: Website and
network functions for
proactive and joined-up
services involving several
agencies and instilutions.

Stage 1: Website
providing ‘packaged”
information about the
agency and its

senvices.

Stage 3: Website and
communication functions
allowing the visitor 1o
hand in and retrieve
personal information.

Service level

Stage 2: Websile providing
“interactive” information about
the agency and its services.

Low
level

Laow IT lewvel . High IT level
Technological level

Figure 2: Stage model from the Swedish Agency fordiministrative Development
(SAFAD, 2000)
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Two criteria are distinguished as an aid for judgthe “maturity” of a government
agency; 1) the ability to supply on-line servicesl ) the capacity for change and adapt
to the logic of digital administration.

The development of this stage model has been difreen that the notion of the 24/7
agency requires a dialogue with citizens. It isntdfeed by SAFAD that citizens want
central government agencies must first of all beessible, service-minded, and able to
state which services that are offered. Secondéyatiencies must give individual citizens
and companies scope for dialogue and for expredsieiy views on the activity that
concerns them. Thirdly, they must permit inspectiad control of agencies’ activities.

Important characteristics of the frameworks

Both frameworks are stage oriented models whicdmisrrea of research that has been in
focus for a long time (c.f. King & Kraemer, 1984oldn, 1973). These two frameworks
are based on the developments of the organizatmnding the e-service. Their starting
point is the existing organization and its serviCdsey have also an inbuilt ethics stating
that a certain development is good and should fpeedtfor. The development towards
both higher service and more technological advaniesels seems inevitable and
unstoppable. The two frameworks begin with a lowelevhere the users can download
information about the government agencies and éneices they provide. There are no
interaction and limited facilities for searches amguires. In the following stage the level
of interaction increases, but can still be clasdifas limited. The public have access to
databases the agencies provide. The third levethéen frameworks is also similar.
Authentication or verification facilities are inttaced that makes it possible for the user
to exchange and transact information in a secure Aiso the fourth and final level is
similar. Agencies can on the basis of user apprsivate information.

EVALUATION OF THE FRAMEWORKS

Perspective for evaluation — a co-design approach

In order to evaluate something there is a neea faalue-base, perspective, to be used as
a base for evaluation. In this section we introda®-design approach which strives at
taking stakeholders’ perspective and values intscleration.

It has been well known that we during systems dpraknt as well as other kinds of
organisational development need to take differetdkes holders’ interest into
consideration. In his system approach Churchma®81®ut forward the need for
looking into the relations to other actors in thestem’s environment. Goldkuhl &
Rostlinger (2006) identifies a similar need in whithey are identifying different
stakeholders and the characteristics of the relatio different parties related to the
practice in focus. Such focus means that the systeta will be determined by its role to
its surrounding.



The e-Co Model — Citizen’s Driving e-Service Qualit

Co-design (Albinsson & Forsgren, 2004) has emergedan approach to transform
theories and models of behaviour into specific rative environments. The concept, co-
design, is based in a pragmatic social constrsttiiew of knowledge and technology
creation (Churchman, 1971; Forsgren 1991). In =gedifferent social constructed
views are brought into a co-design process of ggith negotiation and implementation.
Co-design proposes that: (a) technology, work, megdions and businesses should be
designed in concert with one another; (b) the aepigpcess should include design and
technology experts as well as others actors whanfiteenced by the designed results as
casual co-designers; (c) multiple strategies, nasthand tools can be used as support in
the design process in order to create sketchesglswadd prototypes having a visualizing
force; (d) continual use of an innovation, wheriedént actor interests are espoused in
action and meld together, will lead to gradual sggie. Co-design becomes increasingly
challenging as the number of and differences anpamngcipants increase.

Each actor related to the system has their own Yiperspective. This means that each
will contribute by emphasizing a special view ddlity and only in their entirety can they
provided a comprehensive picture. According to $sigstems approach developed by
Churchman and others (Churchman, 1968; Ackoff, 198itroff and Mason, 1981,
Checkland, 1988), this is not enough. Every viesoalelates to possible actions and
solutions, and these are of different values fdiedent stakeholders. In order to act or
steer the enterprise boat, someone will have tecsadr co-design (Albinsson and
Forsgren, 2005; Forsgren, 1991) the acting modkelugh. Without this creative and
ethical step, the practice will be hard and trickgovern.

In the context of e-services aimed for citizensehs a need to focus the perspectives and
values desired by the citizen. Other authors hése r@cognised the need for identifying
that different parties have different roles in tigla to the practice/system. In this context
we conform to that the requirements put upon osgdin(s) e-services is driven by the
desires of the citizen. Other authors identifymilsir need to identify the driving force, as
e.g. Ehn (1988) who is aware of that there are nai#fifgrent interests in IS development,
but chooses to promote one. Another example is Kabld& Rostlinger (2006) who
identifies the potential in putting the client’ses and the client’s utilisation of delivered
products as a driving force for the practice. bl also be noted that other scholars,
such as Mumford (2003), emphasises the need fticipation by different stakeholders
in design and evaluation processes.

Shortcomings in the frameworks

The two frameworks (presented in section 2) areedbasn the developments of the
organization providing the e-service. Before gointp the criticism that could be put
upon these frameworks it is also worth mentionimgf other scholars also have reacted
against the frameworks. One example is Goldkuhl &sBon (2006ab) who have
conceptual considerations about constituents di stage. They claim the difficulties in
separating the information (stage 1) and interac{stage 2) stages, that the transaction
level both could consist of general and individsedi e-services, and that the integration
stage (stage 4) is ambiguous. The same authore®seap framework with 3 polarities
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(separated vs. coordinated, general vs. individnédymative vs. performative) instead.
Another example is Andersen (2004) who is crittcastage models where the basis is an
assumption that stages occur in an evolutionallyidas He argues instead that the stages
should be seen as simultaneous activities. Andefibath) also argues that the stages
should be seen as different elements of e-Goverhradrer than a quality progression.

Based on the values put forward in section 3.butld be identified that the frameworks
also have an inbuilt ethics stating that a cerd@welopment is good and should be strived
for. This is our most important criticism of thethatthey ignore the life situation of the
citizen They also may hinder greater improvements. Sthe& starting point is the
organization and its current services they will m#pire changes in current processes,
organization or practice in the same way as franmksvdaking an “outside” and
“inwards” approach. When looking into the two framoeks presented in section the
following additional conclusions can be drawn:

The notion of information is complex! Informationarmot exist without
communication. How are the different e-serviceslependently of if the service
means giving or receiving information, relatediie tommunication situation?

Is striving towards integrated services really dasires and needs for the citizen? A
tricky part is also how the final stage could bacteed when the point of departure
(on lower levels) is a single organisation? Whicjamisation should take the leading
role? How is the integrated service defined? Howhis service designed if the

participating organisations are on different levelsaturity?

Which starting point is used by the organisatiopptying the e-service? Is the e-
service a mean to rationalise the already existioghmunication process without
taking new needs of the client into consideration?

What about private — public integrated settingsl@at not be the case that the
citizen desire integrated services that involvethlgrivate and public providers?
Should not the citizen have the possibility to miga his/her e-life by involving both
private and official actors?

A great challenge though is in this context to malstandpoint whether it will be enough
to just take the citizens perspective into consitien or if there is a need for have the
citizens judgement and evaluation of offered / mekie-services based on the life
situation of the citizen.

THE E-CO MODEL

Basic assumptions

Our point of departure is the thought that citizand private persons, in companies or in
other organizations, strive towards creating betterditions and living situations. This
point of departure will consequently also includede associations, companies and
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organizations which the individual is loyal to (Cbaman 1979; Forsgren, 2004). In
striving towards this, the individual basically Hasr aspects to consider (see figure 2):

What do I/we want to achieve? (The Vision)
What does the situation look like today? (The auirsgtuation)

By which means do l/we go from today in order tavar at desired goals? (The
means to change)

A rational individual should also be able to reflewer whether the situation has
become better after the realization of the thnest fioints (The reflection).

Reflection

”
p
o i St\\/\//’/,?
o <> o
R ~ The vision <
//’ /\\_\\_\7‘/’7//\ A /\\&
L v
il "‘“a/\/

The current situation

Figure 3: The e-Co model

It should be noted that the e-Co model put forwartbcus on individual’'s rationality
rather than organisation’s rationality. The e-Cadelas not a representation of the world
(depiction); it is rather a design model, a todimslating individuals to reflect about
their rationality to act in different situationshi$ model could simply be demonstrated by
an example from the social care sector when yoa esizen with a new baby need e-
service supporting you to a good life.

The citizen can have a vision of a good mix betwesme and working life (The
vision)

The citizen can describe the situation of todayfefiee the baby (The current
situation)

The citizen can use different offers and serviceeéch the good mix of home and
work life. (The means to change)
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Finally, the citizen can also judge if the serviceally helped in reaching the vision.
(The reflection)

The model represents four steps where the last giapects into the first step in a
reflection of “did | reach my vision and/ or has wigion changed now so | need to go
another round in the model. The underlying asswnpin the e-co model is that
individuals who develop their “vision” have creattiigher value for himself/herself.

It also has to be remarked that a citizen alwagsimra context with other people and
technologies. The citizen looking for a good liféhwa baby, at least has to consider the
interest of the baby. In this sense the fundamesslimption behind the model is that e-
services often are impacting more than one perstniis or her vision of a good life.
The e-service is in this senseeuoservice.

e-Services in the e-Co model

According to this framework it is possible to shgttall offers that could contribute to a
more desired situation for the individual and/a tamily/company/organization could be
described as a good e-service. The naming of thdembas its roots in that the
evolvement ofe-services is a continuou®-design process taking different stakeholders
values into consideration. In the context of hawitgens driving the e-service quality it
is natural to let the citizens life situation ae ffoint of departure for considering offered /
potential e-services.

Offers of e-services could be about:

a) Help in creating visions and ideal future scenaabwhat could be worth striving for
(future hopelvision/goal)

b) Help in revealing understandings about the cursgaation (problem awareness)
c) Help to go from the current situation to a desitddre situation (measures/means)

d) Feedback about how offers, actions and measures taks contributed to the arrival
at desired visions (feed-back)

Visions as critical phases in life

In many e-service models one could anticipate agastive on the life cycle with critical
phases such as birth, child care, compulsory schoolersity studies, sports, leisure
time, work, marriage, divorce, sickness, and deatanslated into the e-Co model these
critical phases represent different visions. Onatw#o have a child, leading one to want
baby sitters, etc. From such a perspective thenssbehind existing e-services could be
identified and thereby different clues concernihg heed for new e-services could be
identified. On the other hand, there is also ad@&xpansion of new e-services. Such an
effort to identify clues might therefore be of lesdue.

This conclusion is strengthened by the fact thatamount of private service providers
rapidly increases within what we traditionally hanegarded as public areas, such as in
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the health care area. In the e-co model there iglistinction made as to whether e-
services are distributed by public authorities kvgie companies. In fact applying the e-
co model to a set of e-services will in most casdesw better results indicating higher
quality if the e-services include both public ant/gte service offers. An e-service for
child care will most truly be regarded of highetuaato the citizen if both private and
public day care centers are included.

Many municipal portals represent an interestingetitgument since these to a higher
extent try to cover the citizens’ critical phasedife. A key question with regards to this
attempt is how private service providers are allbwe be present in the portal. One can
say that municipalities and authorities create & type of market place for private and
official service providers by making this possible.

Feedback and stimulation of the development of neand refined e-services

Even though we cannot identify many services tote allow for feedback, several

municipal portals cover feedback services that @ngive input to new and refined e-

services. Such services are often regarded asdekeddading to a learning experience for
the organization. When the service covers a motenewe service influenced by several
people the e-service is often regarded as a semnoed towards e-democracy.

PUTTING THE E-CO MODEL INTO PRACTICE

There are two major uses for the e-Co model; fosevaluate services and second to
design them.

A first evaluation of e-Services according to the-€o Model

In a project study 335 Swedish services formingrdsponse from a questionnaire were
studied. (Albinsson et al 2006b) Out of the 33%pAses, the 50 first e-services in the
guestionnaire were evaluated according to the @4A0del with respect to division of
vision, current situation, and measures to achikgevision according to the e-Co model
(3 out of the 4 dimensions described above). Ith sucexposition we acknowledge that a
majority of the services (32 %) uniquely represerdgasures while a minority of the
services (4 %) uniquely represent support for arg\at the vision (see figure 4). We also
acknowledge that only 12 % of the services inclalli¢hree steps: This is what we want
to achieve, here we are today and these are thsumesathat the service offers. The first
three categories depicted in figure 4 represemr@ces uniquely focusing on any of the
three steps, the following three categories repiteseservices including two of the steps,
and the last category represents e-services imguall three steps.

In many of the cases when some part(s) of the nmaredeft out this/these omitted part(s)
are taken for granted. As for the example of healtd, one could say that information
about painkillers consists of information relatit@ya cure to a present state of pain.
Services regarding feedback and democracy arersaldpresented and could potentially
be an integrated part of the pinpointed services.

10
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1 The Vision — What do we want? = 4%
— 2 The Current Situation — Where are we today? =24%
ﬁ 3 The Means to change — How do we get there? =32%

1 and 2 =6%

v

v

> 1 and 3 =10%

v

2 and 3 =12%

—) 1,2 and 3 =12%

Figure 4: Categorization of the first 50 e-serviceaccording to the e-Co model

Even though the study is not quantitative sound,bekeve the overall impression is
useful. It clearly indicates that fragmentationes$ervices, they are focusing means to
accomplish something but not in a context suppgrtitizens to figure out what they
really would to accomplish. The “current situatiguérts in most cases gives only support
in establishing if the citizen is eligible for wieaer “change” that is offered, they do not
support the citizen in the generating a useful inaf the “current situation” larger
context of their lives.

This evaluation has, however, a great flaw; itasa by researchers and the staff of the
service provider. The ultimate judge of what citizealue a e-service provides in the
citizen and therefore the targeted citizens shbeldsked to perform the evaluation.

This forms part of the ethics in the e-Co Model.rf€nt models derived from the
organizational perspective, do not per se forcéizen perspective, they may evgistify
an internal development perspective. This lead®usiggest using the e-Co Model, in
the design of e-services.

Using the e-Co Model in design of e-Services

The e-Co Model can also be used in the design ®drgices. It will encourage service

designers in engaging the target citizens in aodis on the service and its context.
There are numerous reports on the lack of citizenspgective in the development of e-
services rendering these flawed or at worse uselessused. Many services are today
developed as an e-ificaiton of existing servicethout considering that fact that for the
citizen a number of services may be need to combldtefore a matter is settled. Forcing
the service designers to also consider the coriexhe service (c.f. figure 5 for an

example of how to contextualise e-services) is lyikeo encourage collaborative

development. One example in which the e-Co modslldeen applied in practice in a
design mood is the Vinnova financed e-Me projedt Adbinsson et al 2006a).

11
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Figure 5: Example scenario using the e-Co model @m Albinsson et al, 2006a)

The goal of this project is to generate IT-solusion a student centric way. In the e-Me
project the focus is on the students and their aomsi to find out knowledge about their
own ideal situations so they can try to find ankk&ematching resources. In this project
several design workshops has been run in ordelagpgvhat the students of today find; 1
to be ideal study situations (Vision), 2 The pewbt of current situation (problem
awareness), 3 e-Me as a provider of changing cusgnation closer to the vision
(means). 4. In a pilot study the students finaily @ncouraged to evaluate if and how the
situation has become closer to the vision and dldbe vision has changed. These
problematic issues of the students concerns adimatiie tasks as well as issues that
restrain the desired life situation for the studddeal-oriented design using a special
scenario technique has been used by the studeatgptess their ideas (c.f. Lindell et al,
2006). In the e-Me Project students have been engay design their ideal electronic
assistant. The Cartoon depicted in figure 5 shoars @f a Monday morning scenario.
The Vision is to be on time at university, whildlstot be forced to leave too early. The
Current Situation is students often are late orehtr leave early. The Means is an
assistant that keeps tabs on the traffic situafltne Feed Back is the ability to instruct
the e-Me to behave differently.

12
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CONCLUDING REMARKS

This paper has taken as its starting point thelpmibhat the driving force for many of the public
e-services evolving today relies on a rationalityiricrease efficiency and decrease costs. This
means that there is a high risk that these e-ssnace developed to not suit the different needs
and desires that the citizen has. Two framework&igong evaluation and design of e-services
have been looked into. These are stage-orientedhavil an inbuilt rationality that integrated e-
services, such as one-stop government is desimebrd stages of maturity, on the way to this
desired integrated level, are defined within tHeameworks.

From a stakeholder, and co-design, point of viesg¢hframeworks ignore the life situation of the
citizen. Behind these frameworks there are no itiees for inspiring changes in current
processes, organisations or practices. It seenisstatements in the frameworks try to take a
citizen perspective, but how are citizens’ desined needs derived? It could therefore be claimed
that there is a need to involve the citizen motévaly in the co-design process, not just trying to
take the perspective of the citizen into considenatSuch an approach would then be limited to
the knowledge about the citizens that designers@idecmakers have. It is therefore claimed that
such an approach ignore life situations of thezeits.

In this paper another model is therefore proposed eomplement, the e-Co model. This model
takes as its starting point the life situation loé bne that the e-service is aimed for, in thigcas
the citizen. Four dimensions are focustgk vision the current situatior{problem awareness),
the means to changeand the reflectionwhether the situation has become better after the
realisation of the three first points. In the comtef public e-services such services should be
evaluated whether these support in developingittzeies understanding of the four dimensions.

The e-Co model also meets additional criticism fified when looking into stage-oriented
frameworks. First of all, the e-Co model reliesesservices as tools for communication. Citizens
communicate with private and official organisatidmg using e-services. Secondly, the e-Co
model takes as it starting point the citizen’s ffeuation in determining the desires and needs of
more or less mature e-services. This also meanshanalyst could frame himself/herself from
existing communication patterns. Since the citigdlife situation will be taken as the starting
point desires and needs for private and publiciselintegration could also be identified.

In this paper we have reported upon the use oétie model in two situations; the evaluation of
public e-services and the design of student-centsgervices (within the e-Me project). The latter
effort has also meant that private and public eises need to be considered jointly. In these two
situations we have found it very powerful to use #ico model. In the e-Me project we have
managed to derive e-services desired by the stsident in the first situation we have been able
to say something meaningful about what the e-sesvace aimed towards.

We can now acknowledge two future steps in theiegidbn and development of the e-co model.
First of all it would be interesting to see whawibuld mean to apply the model in deriving the
desires and needs of e-services by companies. @lgdbmwould be interesting to see which role
the e-co model would have in continuously improvirfiigred e-services.

REFERENCES

Ackoff R. L. (1981). Creating the corporate futuxew York: Wiley.

Albinsson L., Forsgren O. (2005). Co-Design Metapland Scenarios - Two Elements
in a Design Language for Co-Design. In Proceedaidke 10th International
Conference on the Language Action Perspective néir&weden, pp. 131-138.

13



The e-Co Model — Citizen’s Driving e-Service Qualit

Albinsson L., Forsgren O. (2004). On the co-desifyelectronic assistants serving
elderly people. The Third International ConferenneSystems Thinking in
Management. Philadelphia, Pennsylvania.

Albinsson L., Forsgren O., Lind M. (2006a) e-Mer&ts and Scenarios — The Ideal
Electronic Galaxy of the Student, School of Bustnasd Informatics, University
College of Boras

Albinsson L., Forsgren O., Lind M., Salomonson 20(6b) PUBLIC E-SERVICES: A
Value Model & Trends Based on a Survey, Vinnovad®egR 2006:15, Vinnova,
Sweden

Andersen K. V. (2004). E-government and Publict@eerocess Rebuilding (PPR):
Dilettantes, Wheelbarrows and Diamonds. Kluwer,t8os

ANAO (1999). Electronic Service Delivery, includifigternet Use, by Commonwealth
Government Agencies, Australian National Auditinffi€®, Canberra, Australia.

Checkland P. B. (1988). Soft systems methodologyo¥erview. Journal of Applied
Systems Analysis, 15, pp. 27-30.

Churchman C. W. (1971) The design of inquiring sys: Basic principles of systems
and organization. New York: Basic Books.

Churchman C. W. (1968) The Systems Approach. Nevk.Y2ell Publishing.

Ehn P. (1988). Work-Oriented Design of Computeifacts. Almqvist & Wiksell
International.

Flak L. S., Olsen D. H., Wolcott P. (2005) Local¥®vernment in Norway — Current
Status and Emerging Issues, Scandinavian Jourmiadlavfation Systems, 2005,
17(2):41-84

Forsgren O. (1991) Co-constructive computer apiptina: Core ideas and some
complementary strategies in the develop-ment afradnistic computer science.
In: Bazewicz M (ed) Information systems architeetand technologies - ISAT'O1.
Politechnika Wroclawska, Wroclaw, pp. 45-53.

Forsgren, O. (2004). C W Churchman and the newdnafrlCo-design. Invited plenary
presented at the ISSS 2004 International Societsheosystems sciences,
Asilomar, California, USA.

Goldkuhl G., Rostlinger A (2006) Context in Foclisansaction and Infrastructure in
Workpractices, in Proceedings of the 4th Intl Cosfee on Action in Language,
Organisations and Information Systems (ALOIS-20@88),as

Goldkuhl G., Persson A. (2006a) From e-ladder tieerond — re-conceptualising
models for public e-services, accepted to Eurog&arference on Information
Systems (ECIS’2006), Gothenburg University, Sweden

Goldkuhl G., Persson A. (2006b) CharacteristicRulblic E-services: Investigating the
Ediamond Model, accepted to the First Internatiétralgmatic Web Conference
(PragWeb06), 21-23 September 2006, Stuttgart, Ggrma

llshammar L., Bjurstréom A., Grénlund A. (2005) PigtE-Services in Sweden,
Scandinavian Journal of Information Systems, 200%2):11-40

King J.L., Kraemer K. L. (1984). Evolution and @rgzational Information Systems: An
Assessment of Nolan’s Stage Model. CommunicatidniseoACM. 27(5), 466-
475.

14



The e-Co Model — Citizen’s Driving e-Service Qualit

Nolan R. (1973). Managing the computer resourcstaje hypothesis. Communications
of the ACM. Vol. 16, 399-405.

Layne K., Lee J. (2001). Developing Fully FunctibBagovernment: A four-stage model,
Government information quarterly, 18 (2), 122-136.

Lindell S., Lind M., Forsgren O. (2006) Students&Sitizens - Deriving Future Needs of
e-Services for Students, International WorkshofEe®ervices in Public
Administration (WESPA2006), 31/10-2006, Univer<igllege of Boras, Sweden

Mitroff I. I.,Mason R. O. (1981). Creating a dialieal social science. Dordrecht: Reidel.

Mumford E. (2003) Redesigning Human Systems, IREsBrHershey PA, U.S.A

SAFAD (2000) The 24/7 Agency: Criteria for 24/7 Agees in the Networked Public
Administration, Statskontoret 2000:41, Sweden

UN (2003) World Public Sector Report: E-governmainthe Crossroads, United Nations,
New York.

VINNOVA. (2006). E-tjanster i offentlig verksamhétl 2006:17, ISSN: 1650-3120,
November

15



