Research Results 2015

MITA conducted a research study as part of an EU-funded project, entitled ‘ESF4.243
– Strengthening Competences to Service the Public Efficiently Through eGovernment’. The aim of the research study was to:
1. understand the key reasons that are negatively impacting the take-up of eServices;
2. enable Government to plan and design policies and actions using citizen-centric feedback;
3. identify ways that can encourage citizens and businesses to use the eServices.
The research was both qualitative and quantitative through the use of focus groups, and a
telephone survey. For more details on the methodology refer to a later section in this document.

e-Government Users
The majority of respondents, 56%, stated that they make
use of traditional Government services (face-to-face or
telephone) while only 28% make use of eGovernment
services only.
From the research analysis it is clear that there is a
technological shift at the age of 45.
Those under 45 years of age are more open to using
eGovernment services whilst those who have more than
45 years of age are more inclined to use the traditional
means.
The younger generation is more technologically-oriented and has less time to wait in queues. On the other
hand, the older generation is potentially less savvy,
prefers face-to-face communication and less time-constrained.
Below are the 2 top eServices used by
the general public:

What do Citizens and Businesses
think of Traditional Government
Services?
Traditional services are considered as overly bureaucrat-

an inconsistent service.
Despite this, participants still think that face-to-face
results.
Participants recommend:
extending visiting hours,
improve inter- and intra-departmental
communications, and
professional development courses in customer care.

Reasons

%

What is the perceived view of
eGovernment services?

Pay Utility Bills Online

47%

Participants agreed that eServices are convenient,

Pay Contraventions Online

30%
Recommendations put forth by participants to
improve the eServices include:
more awareness on the eServices available,
step-by-step guidelines,
basic, clear, and consistent language and interface,
better navigability and search functionality, and
improved content discoverability.
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What about the eID?
63% of the participants possessed an eID at time of
interviewing. Only 39% of the participants use it to
access eGovernment services.
Respondents who have an eID but do not use it, were in
fact asked why. Below are the top 3 reasons mentioned:

Reasons

%

Do not need to

22%

I do not know when it is required to use it

16%

I do not know how to use it

12%

More awareness on the use of the eID needs to be
raised amongst citizens and businesses. The eID should

Public Websites
During the focus groups participants indicated that, in
general, public websites lack pleasant aesthetics and
uniformity in appearance.
Also, simpler language to describe the eServices
available should be used, as many times this is too
technical.

Non-Digital Users and
eGovernment
“The eID tends to
complicate matters rather
than simplifying them”

Non-digital users do not use technology due to:
1.
for a solution online or to learn new technologies;
2.

“Security is important,
but not at the cost of
efficiency”

3. concerns for their privacy and security – they fear for
their privacy.
Therefore, more education and information needs to be
targeted at this population that:
addresses trust and security concerns,
encourages them to learn IT.
Below are the top 4 reasons why non-digital
respondents prefer face-to-face services:

Reasons

%

Do not know how to use the internet

18%

Never needed to use the eServices

13%

Do not know how to use a computer

13%

Do not have access to internet

7%
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Interesting Results from the
General Public

83%

find eServices easy to use.

81%

feel that the traditional service
is completely dependent on
the person offering it.

87%

agree that Government
entities should extend their
opening hours to Saturdays.

86%

feel that Government’s
eServices are trustworthy.

79%

believe that there should be data
sharing between Government
departments. 94% of these feel that
this would help reduce bureaucracy.

97%

feel that eServices should be offered
in both Maltese and English

77%

would like to learn more about the
eServices available through more
awareness and educational
campaigns;
Favourite media stated by participants

1. 48% - TV
2. 22% - Social Media

24/7 live chat / direct helpline
Progress tracking
Video tutorials
Mobile friendly eServices
Request for the provisioning of personal
data – limited to ‘only once’
The vast majority of the respondents, 46% prefer 24/7
telephone assistance, 36% prefer a 24/7 online chat
assistance, 18% prefer 24/7 email assistance.
It is evident that participants want to solve any
problem encountered immediately, as they would do
with the traditional service.

Improvements suggested by
Participants

Trust in Public Services Online
3.1% 1.8%

Features that can improve the
Online Experience

9.3%

Logical provisioning (eg. Around life-events)
Technology improvements (eg. Logical interface)
Integration of data and infrastructure
(eg. One-time data input)
Education and awareness
Access to technology

43.3%

42.4%
Strongly disagree
Disagree
Agree
Strongly Agree
Don’t Know
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Interesting Findings from the
Business Community

1. More business oriented
eServices should be available;

2. There is an expectation that forms
can be fully submitted online;

3. Navigability of certain sites is
not always easy to follow and
comprehend;

4. Time is of essence for the business
community; therefore, eServices
should offer an efficient alternative
to the traditional services.
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Methodology
The qualitative research study was conducted to
obtain insight from participants. The qualitative
research study.
The qualitative study consisted of twenty-four focus
groups where individuals who represent the general
public participated. This study was preceded by a
pilot study consisting of four (4) focus groups. The
feedback received from the pilot study was used in
full-scale study.
In total, one hundred and twenty (120) individuals
have participated in these focus groups (both pilot
and full scale study) and shared their opinion and
feedback relating to this subject. Participants were
aged between sixteen and seventy-four (16 and 74)
years of age; the sample included respondents who
were self-employed or owned a business, and
non-digital users.

All the focus groups carried out (both pilot and
full-scale study) were composed of eight (8) participants. All the groups attended two (2) sessions each,
with the exception of the two (2) focus groups
composed of non-digital users i.e. these individuals did
not make use of the computer and internet at the time
of the study.
Following the qualitative study a questionnaire was
designed and was used for an initial quantitative pilot
and in-turn used for the full quantitative study. The
designed questionnaire was provided in two
languages – Maltese and English. A total of one
thousand Five hundred (1,500) respondents were
interviewed as part of the full quantitative study.
pants. All respondents were aged between sixteen and
seventy-four (16 and 74) years of age and were stratiincluded respondents who were self-employed or
owned a business, and non-digital users.
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Background on the “ESF4.243 –
Strengthening Competences to Service the Public Efficiently
Through eGovernment” Project.
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EMPLOYMENT
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SOCIAL
SECURITY

Research:
resources and Ministries in the bid to increase the use
of eGovernment services. For this project MITA
partnered locally with the Centre for Development
Research and Training (CDRT) and internationally with
the Danish Agency for Digitisation. The aim of the
of Government through more user-focused eServices
based on feedback from the citizens. It also aimed to
empower citizens to use the eServices available.
The project was based on 3 main pillars:

The research study is aimed at guiding the implementation
and to base the delivery of eServices through market
intelligence.
The research will help Government plan and design the
availability of further eServices around more citizencentric principles.
Awareness Raising Campaign:

Up-skilling Training Programme: An up-skilling
programme to a number of Government employees
who provide assistance and services to the community.

Based on the feedback received from citizens and
businesses, an awareness and educational campaign
was rolled out during the summer of 2015.
This educational campaign is aimed at the general
public to increase the citizens’ awareness on the
availability of a number of eServices.

and attitude to guide citizens to the digital channels
available when responding to a query or providing a
face-to-face service.

To facilitate the use of the selected eServices a number
of self-help video tutorials have been created and are
available online through www.gov.mt. These videos

Knowledge Transfer Seminar: A seminar with
various decision makers within Government to
discuss the strategy ahead to leverage technology

access and navigate the eServices.

Training:

the provisioning of the next generation of
eGovernment services.
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