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Preface

VINNOVA’s objective is to promote sustainable growth in Sweden, primarily by help-
ing to develop the nation’s innovation systems. On the basis of analyses that identify 
obstacles and opportunities in these systems, we design programmes for needs-driv-
en research and for collaboration between relevant players in fields that offer growth 
potential.

VINNOVA’s work, in which the main components are research, innovation and 
renewal, poses a challenge to all the parties involved. They have to think in new ways 
and sometimes also dare to take risks by investing in new areas and research groups in 
order to achieve long-term renewal. They may also have to dare to cross traditional and 
inveterate boundaries between different fields of research and when choosing new col-
laborators.

Public services can be performed and provided more effectively and at a lower cost by 
developing and using new electronic, interactive services. Interdisciplinary research and 
technological development will create new services that will make it possible to handle 
cases more quickly, improve the efficiency of working processes, simplify organisational 
structures and establish a Web-based public administration system that will facilitate 
contacts between the authorities, the public and companies. A decisive success factor 
for eServices is the ability of public administration to identify needs and demand and to 
assess the benefit and value of the services on offer. The users’ perception of accessibil-
ity, usability and value is of the highest priority.

VINNOVA’s research field “eServices in Public Operations” covers public administra-
tion (authorities, municipalities, county administrative boards, county councils) and 
those companies that supply IT and knowledge-based services to public administra-
tion. The growth focus is on greater cost effectiveness in public administration and the 
demand for the development of new IT-based services and the products created.

As a basis for discussions about the future of eGovernment, this booklet presents a 
number of exciting scenarios outlining what the situation may be like in 2016.

VINNOVA in October 2006

Cecilia Sjöberg Madeleine Siösteen Thiel
Head of Services & IT Senior Programme Manager
Implementation Department
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Summary

The report entitled “The Future of eGovernment” concerns the coming together of 
information technology and government policy. These and other factors will together 
determine the form and structure of eGovernment in the future. The report presents 
future scenarios of what reality may look like in 2016.

The analyses show that scenario studies and other studies of the future that have 
already been conducted illustrate that two principal issues recur. The first concerns 
how advanced computer usage will be among citizens. Are we moving towards a future 
where users will become more advanced and thereby more demanding where eServices 
are concerned? Or will such development be hindered?

To give an example, economic development could be less positive and this would mean 
that the spread of IT would be at a slower rate. Another possibility is that the digital 
gap will increase and we will see the emergency of an elite that quickly assimilates the 
new technology and the potential offered, whereas a broad segment of the population 
become less advanced users.

The other principal issue is whether we will see integrated or fragmented govern-
ment. To what extent will different parts of public administration work together in the 
future? eGovernment offers considerable opportunities for linking services, informa-
tion and dialogue – one of the Internet’s major advantages is specifically the potential to 
aggregate and bring together information. At the same time, the issue will be resolved 
by forces other than the Internet, and ultimately by political decisions.

The two issues have been allowed to shape the scenario cross that supports the scenar-
io work and that leads to four clear separate future scenarios for the year 2016 which 
will be “ideal-typical futures”: The State.se, The Uninvited Guest, The Retreat and the 
Generation Gap. The trends have been brought to a point to provide as clear a picture 
as possible of which direction development may take under different conditions.

Part 2 of the report provides a review of previous future studies and development visions 
for eGovernment in Sweden and Europe.
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Directions for reading

This report addresses the future of eGovernment. We define eGovernment as contacts 
between citizens and government officials through the medium of Information and 
Communications Technology (ICT) in relation to the provision of government services 
to the public and to the possibility of citizens to conduct a dialogue with government 
authorities or agencies. In this report, we limit the discussion to national government 
and do not take up areas which are the responsibility of local government bodies, i.e. 
the municipalities and county councils.

Part 1, The Future of eGovernment, constitutes the synthesis of the work. In this part 
of the report, we discuss definitions, present theories and central development models 
and conclude with four possible scenarios for development up to 2016. We recommend 
readers who wish to quickly review the field to read this part.

Part 2, Studied Scenarios and Visions of the Future forms the basis for the analysis work in 
which we attempt to discuss and identify the driving forces that will be central to the 
development of eGovernment in the future. In this part, we conduct a review of a large 
number of studies and visions on the future development of eGovernment that cov-
ers the most important studies in the field. Readers who wish to learn more about the 
problems relating to the development of eGovernment are recommended to read this 
part too.

The report was produced on behalf of VINNOVA during the winter of 2005 and 
the spring of 2006. The authors are Lennart Nordfors, PhD, Bo Ericsson, BA and 
Hemming Lindell, MSc. The authors are business intelligence analysts at Gullers 
Grupp.
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Section 1:  
The future of eGovernment
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Introduction

This report deals with the future of eGovernment. It concerns the coming together 
of two areas that are both experiencing rapid development. On the one hand we have 
information technology, how rapidly it is spreading and how the technology is devel-
oping in terms of what we can do on the Internet, where it can be done and with what 
level of security. On the other hand we have government policy, which is affected by 
factors such as the development of the EU, trends towards integration or fragmentation 
and new tasks. Together, the development of these and other factors will determine 
the form and structure of eGovernment in the future. Our ambition is to take a look 
around the corner to see what reality will look like in 2016. We feel that the choice of 
2016 provides an appropriate time perspective; it is close enough to enable us to review 
the trends and it is far enough away for these trends to actually have an impact on a 
future that may be significantly different from today.

The method we adopted to do this was to draw up scenarios for the future. The scenar-
ios are created in the first part of the report, The Future of eGovernment. In the follow-
ing section, we briefly review what this method entails and what distinguishes it from 
other methods for addressing the future, and then continue with a section in which we 
more precisely define what we mean by “eGovernment”.

After this, we present a number of theories on how eGovernment may or will devel-
op. These are linear (or, in one case, deterministic) in nature. They outline the typi-
cal phases that eGovernment goes through – from less advanced offers to increasingly 
advanced. These theories enable us to grasp the current status of knowledge regarding 
the forms that eGovernment may take.

Based on the knowledge gained by studying models for the development of eGov-
ernment and other scenario projects that have been conducted in the field, we finally 
attempt to develop four future scenarios for eGovernment in Sweden in 2016. These 
reflect previous discussions and lines of argument, but also add a future perspective in 
a Swedish context. The scenarios also look towards the EU. Our hope is that they will 
provide a good starting point for further discussions on eGovernment in Sweden, its 
future and what factors we must take into account when giving it concrete form.

In part 2, Studied Scenarios and Visions of the Future, there is a long section in which we 
present attempts by other analysts to formulate future scenarios or visions for eGovern-
ment. The aim is partly to provide background material – we have not seen a similar 
compilation anywhere else – but also to see what factors people feel are driving devel-
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opment. Assimilating what the background factors are and evaluating them in terms 
of how sure we are that they will become reality are decisive elements in the creation 
of future scenarios. The chapter ends with a review and comparison of the approaches 
adopted by different scenarios projects.

What are scenarios?
Various methods can be used to try to look into the future.

One is to use forecasts. This is largely based on extrapolating trends into the future. For 
example: if we have data on the number of children born over the last few years we can 
forecast what resources will be required by the primary school system in seven years 
time.

Another method is visions. This is an expression of a desire and ambition to shape the 
future. Almost all ideological organisations, municipalities and many companies have 
visions. They point out the direction in which the organisation or company wants to 
go and can mobilise a lot of commitment and energy. But, strictly speaking, visions are 
not an attempt to describe the future; they are descriptions of what someone wants the 
future to look like.

In periods of major and fundamental change, however, forecasts can lead us astray. 
Recurring trend reversals can easily result in misleading extrapolations. A complemen-
tary or alternative way of trying to understand the future is offered by the scenario meth-
od. Scenarios are narratives on different possible futures. They are not predictions of 
the future or an expression of how we would like the future to be.

Scenarios are narratives that increase our ability to see important changes and trends 
at an early stage. Good scenarios reduce the risk of tunnel vision. They improve our 
readiness to deal with change and increase flexibility. Certain criteria are usually set for 
good scenarios:

• All narratives should hang together logically; they should be internally consist-
ent.

• The scenarios should be reasonably credible – exciting, interesting but not science 
fiction.

• The scenarios should be clearly different from each other; it is common to work 
with 3 to 4 scenarios for educational reasons.

• The scenarios should also be relevant to the specific issue or institution studied; 
scenarios are not narratives on the future in general.



14

THE FUTURE OF EGOVERNMENT

The scenarios produced in this report do not therefore reflect what we want to happen. 
Nor do they reflect what we believe will happen. They reflect different alternatives for 
what possibly may happen that we must take into account in our work.

One of the advantages of the scenario method is that it gives us the chance to “think 
the unthinkable”. It can thus be seen as a part of emergency or preparedness planning, 
an attempt to foresee events that would otherwise come as a surprise – are our existing 
operations robust, could they cope with such events? Another advantage is that we can 
think in alternative futures – could our operations cope with several different sequences 
of events or do they rely on the realisation of a particular sequence of events? A third 
advantage is that the method provides guidance not only on how to adapt to the world 
around us but also on how to influence it. Is there a scenario that must be avoided or 
is there one that we would like to see become a reality, and what do we have to do to 
achieve this goal?

What do we mean by eGovernment?

There is no exact definition of eGovernment as yet. Some people define eGovern-
ment only in terms of the possibility to provide government services and information 
over the Internet. This type of definition is relatively limited and in Sweden in general 
eGovernment is defined in terms of eServices, eGovernment and eDemocracy1. This gives 
the development of eGovernment a wider meaning with an impact not only on public 
administration but also on the public, companies and civil society at large.

eServices refers to the development of government services and the exercise of public 
authority using various electronic channels. This includes the development of self-serv-
ice and the possibility for individual citizens to play an active part in addressing or 
dealing with the case or matter concerned. eGovernment, as interpreted here, refers to 
internal efficiency within and between different government bodies in terms, for exam-
ple, of the development of a common intranet and the possibility to compile and pro-
vide access to information on a particular case so that several officials or authorities 
can work with the case in parallel, which will improve efficiency. Finally, eDemocracy 
refers to the possibility to develop the influence and participation of the public in the 
political sphere. New information channels make it possible to quickly put questions to 
new constellations of citizens and to conduct referendums using ICT (Information and 
Communications Technology). The possibility for citizens to form interest groups will 
also increase as the new technology will make it possible to quickly reach a wider and 
larger audience than previously.

1 SOU 2005:119, “eServices for a Simpler and More Open Society”
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These factors are mutually dependent on each other, for example improved eServic-
es will help to improve the efficiency of public administration and also make it pos-
sible to influence policy in areas where users can join together in virtual communities. 
Ultimately, this is a question of the interplay between politicians, citizens/business and 
industry and civil servants/public officials. Schematically, this can be described as in 
the triangle below2:

Figure 1: Definition of eServices (from “With eGovernment towards Good Governance”)

The broader definition is common among those researchers and organisations who are 
interested in society as a whole and not only in the technical aspects of eGovernment. 
The researcher Jane E. Fountain3 sees the development of eGovernment not only as a 
question of improving efficiency but rather as a process that will change the structures 
for the administration and governance of society4. This view is shared by the World 
Bank and by other researchers in the field such as Sharon Daws5. She defines eGovern-
ment as follows:

eGovernment is the use of information technology to support government operations, engage 
citizens, and provide government services.6

Citizens/business and industryv

OfficialsPoliticians

eDemocracy

eGovernment

eServices

2 See also “With eGovernment towards Good Governance”, Thomas Sjöström, North Sweden European 
Office

3 J. Fountain published the book Building the Virtual State in 2001. This is seen as a pioneering work in 
the field.

4 See Building the Virtual State, Jane Fountain, Washington D.C., 2001

5 S. Daws is Director of the Centre for Technology in Government at the Rockefeller College of Public 
Affairs and Policy, University of Albany, USA.

6 The Future of E-Government, Centre for Technology in Government, USA, 020624
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Clearly, this definition also entails a broader view of information technology that is not 
limited simply to the use of the Internet but also covers other techniques such as SMS, 
mobile telephony, MMS, telephone services and so on. This view is also shared by the 
Swedish enquiry on public eServices7.

The European Commission has also adopted a broader definition of the term eGovern-
ment and describes it as:

“The use of information and communication technologies in public administration combined 
with organisational change and new skills in order to improve public services and democratic 
processes and strengthen support to public policies.”8

The broader definition of eGovernment thus embraces several aspects of governance, 
public administration and society. A common feature of the definitions, however, is 
that the changes referred to are rooted in the field of public administration. The Swed-
ish approach in which there is a division into three sub-categories, of which eGovern-
ment is one, may therefore be somewhat misleading.

We believe that the triangle above should therefore be redefined so that eGovernance 
is used as the collective term in order to describe the way that society organises “vir-
tual governance” so that different segments and interfaces use ICT to a greater extent. 
A better term for eGovernment in the triangle above may therefore be eManagement as 
it is largely a question of contacts between officials and politicians. Sharon Dawes also 
uses this term.

There may also be a need to redefine eServices as this term is somewhat limited when 
it comes to contacts between citizens and public officials. Such contacts are not only 
about the possibility to provide or receive services; they are also about the possibility of 
citizens to conduct a dialogue with officials. Consequently, a better definition of this 
aspect of eGovernance would actually be eGovernment as government/public adminis-
tration is usually defined in terms of the contact between the citizens and civil servants/
public officials, i.e. the implementation of adopted policy.

Our interpretation of eGovernance could then be summarised as in the figure below:

It is important to point out that in this report we address a broad range of issues relat-
ing to governance, not only the issue of the internal efficiency or supply of eServices. 
We do not claim that ours is the only possible definition of eGovernment, or even that 
it is a comprehensive one, we would simply like to underline the fact that our study of 
the future of eGovernment embraces a broad perspective in which the impact on the 

7 SOU 2005:119, p. 17

8 The role of eGovernment for Europe’s future, European Commission, 030926, COM(2003) 567
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way that public administration is organised, the design and structure of services and 
the influence of the citizens is discussed.

Figure 2: Definition of eGovernment

It is important to point out that in this report we address a broad range of issues relat-
ing to governance, not only the issue of the internal efficiency or supply of eServices. 
We do not claim that ours is the only possible definition of eGovernment, or even that 
it is a comprehensive one, we would simply like to underline the fact that our study of 
the future of eGovernment embraces a broad perspective in which the impact on the 
way that public administration is organised, the design and structure of services and 
the influence of the citizens is discussed.

In this report we focus on eGovernment as an element of eGovernance (virtual govern-
ance) in accordance with the definition above. We thus define eGovernment as contacts 
between citizens and government officials through the medium of Information and Communi-
cations Technology (ICT) in relation to the provision of government services to the public and 
the possibility of citizens to conduct a dialogue with government authorities or agencies. We 
will not, therefore address aspects of eDemocracy (web referendums, participation via 
the websites of political parties etc.) or eManagement (the relation between politicians 
and officials and their possibility to exert control and influence).

Nor will we discuss particular consequences for eGovernment in detail or, for example, 
discuss different technical solutions for specific situations. We will instead attempt to 
address the main features and the critical change factors that may affect the future of 
eGovernment. We also limit our discussion to central government and do not discuss 
areas that are the responsibility of the municipalities and county councils.

Citizens/business and industry

OfficialsPoliticians

eDemocracy

eManagement

eGovernance

eGovernment
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Theories on the development of eGovernment

As mentioned earlier, the American researcher Jane E. Fountain published her book 
“Building the Virtual State”9, in which she discusses information technology and insti-
tutional change, in 2001. The book has subsequently inspired other researchers and 
practicians in the field of eGovernment and is regarded as a pioneering work.

Since Fountain published the book, the use of the Internet has expanded dramatical-
ly and new applications of Internet technology and related information technologies, 
such as mobile solutions, have arisen. Nevertheless, Fountain’s basic theory still largely 
applies.

In the book, Fountain identifies several development stages, above all in the use of the 
Internet, towards the expansion of eGovernment. These ideas have subsequently been 
developed by, for example, the Gartner Group in “Four phases of eGovernment” and 
the World Bank in “Three phases of eGovernment”. These development models for 
eGovernment, which constitute an extension of Fountain’s theory and are implicit in 
most of the scenarios for the future of eGovernment, are presented below.

In the following section we briefly present some of the main features of Fountain’s ideas 
as an introduction to the scenarios and visions of the future of eGovernment that fol-
low below.

Virtual governance
The USA that Fountain describes in “Building the Virtual State” is on the threshold 
of the virtual society. Government has adopted the idea of web portals from the pri-
vate sector and is launching sites on the web for students, pensioners, small businesses 
and so on that present information from various relevant authorities. Government has 
also adopted the business idea of 24-hour accessibility. The development of eServices 
for citizens and companies is underway and government is now facing the real chal-
lenge: to change its own institutions and develop co-operation between the authorities 
in order to better meet the needs of the eSociety.

Fountain takes the introduction of information technology into American public 
administration as her starting point. Many observers see direct cause-and-effect links 

9 Building the Virtual State. Information Technology and Institutional Change. Jane E. Fountain, 
Bookings Institution Press, Washington, D.C., 2001.
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between new technology and organisational change, but the links are much more com-
plex than this.

She points out that public administration constitutes more than a formal organisation, 
it also consists of players who act in a cultural, social and institutional structure and 
who affect the design of new technology, how it is perceived and how it is used.10

Information technology in the form of the Internet, computer networks and telecom-
munications can of course be described objectively in terms of capacity and functional-
ity– “objective information technology” – but when it is put into practice –“is enacted” 
– in an organisation, it is formed by these institutions in line with their perceptions 
and the way they structure and use the technology. It becomes an “enacted informa-
tion technology”. Particular individuals and organisations add their interpretations and 
the ways in which they apply and use the technology in co-operation with others and in 
networks. The new technology is embraced by the existing public administration and is 
changed by it.

The process is mutual. At the same time as institutions and organisations shape and 
mould information technology, the technology also exerts a pressure for change on 
these organisations and institutions. This pressure may vary in strength. In many cases, 
the Internet does not result in institutional change but, on the contrary, reinforces exist-
ing structures. In other cases, the technology is expressly used to create change. Institu-
tions and structures can to varying degrees be permissive or restrictive with regard to 
the players in the organisation and this has an affect on the way that the new technol-
ogy is used and on what impact it may have.

Fountain also discusses virtual authorities or agencies and the virtual state.11 She 
defines the virtual state as “an organisation in which public administration is increas-
ingly conducted within collaborating or co-ordinated computerised network systems”, 
rather than in independent bureaucratic authorities. The virtual state consists of virtual 
authorities built up around a formal bureaucratic structure.12

In the perspective of the late 1990s, Fountain presents a development model for how 
public authorities use the Internet and associated information and communications 
technology based on the degree of institutional change and operational change13 at the 
authority concerned. In the first phase, the authority constructs its own website which 
provides simple information to visitors. Such a website has little impact on the structure 
or culture of the authority or on internal power relations.

10 chapter 6, page 83-

11 page 98-

12 page 99-

13 page 99-
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In the second phase, collaboration between several authorities on a common website 
aimed at a certain target group is introduced. On this website, information from the 
authorities is presented, material can be downloaded and simple transactions carried 
out. There are also links to private companies and organisations of relevance to the tar-
get group concerned. The website itself is designed in collaboration with others, but 
does not affect the authority’s own organisation or its “back channels”.

The third phase covers the development of the authority’s own intranet, which has 
a greater impact on the internal structures and working methods of the authority. 
Authorities also develop common websites where the underlying administrative struc-
ture is also co-ordinated. In this phase, the need for more far-reaching changes in the 
working methods, management and institutions of the authorities becomes apparent:

“The promise of a seamless interface with the public at the level of a computer screen is the 
promise of the first wave of G2C (Government to Citizen) digital government. The second 
wave, G2G (Government to Government), is integration and connection across jurisdictions 
and programs behind the interface, in the bricks and mortar of government.”14

Fountain brings together two branches of research in her model for “technology enact-
ment”. The first of these is the organisational research that studies interaction, co-oper-
ation, social capital, organisational networks and strategic alliances between organi-
sations and that takes an interest in how small but growing changes in organisation 
and management can open the door to cross-border networks. The network organisa-
tion has been seen as an alternative to both the hierarchical organisation and the mar-
ket organisation. The second branch of research concerns networked computing and its 
impact on the development of the structures and processes of organisations.

She notes that information technology is a tool that can be both used and abused by 
authorities when it is applied in practice. Once the technology has been introduced, it 
can become both an obstacle to and an opportunity for the development of the author-
ity concerned. In the best case, information technology can not only enable change, it 
can also act as a powerful catalyst for achieving change in the organisation. However, it 
can also reinforce old institutional structures instead of opening up new paths of com-
munication.15

Fountain concludes by mentioning a number of lines of development that are worthy of 
attention in the ongoing discussion. She notes, for example, the network structures that 
have been developed between government and private organisations/NGOs which risk 
disturbing the complex, institutionalised balance of power between public and private 

14 page 202

15 page 201
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organisations.16 She also warns about the outsourcing of public administration: “Out-
sourcing architecture is effectively the outsourcing of policymaking.”17

She predicts dramatic cost savings when information technology is introduced into 
public administration and into the relations between different authorities. However, 
in contrast to the private sector, improvements in efficiency and lower costs in public 
administration will not entail rewards in the form of profits, higher share prices and a 
greater market share but rather budget and staff cuts.

“When government-to-government channels develop further, bureaucratic decision makers 
will rapidly experience the perversity of incentives for institutional transformation”.18

She also sees a growing gap between those who have access to information and those 
who do not:

“… enacting technology with a “customer focus” and without conscious efforts to reduce inequal-
ity may exacerbate the digital divide in ways that extend beyond simple inequality of access.”19

The protection of personal integrity may also become a problem for legislators, and 
there is a risk that the distinction between public administration and the private market 
may become unclear when authorities and private players collaborate in networks.20

Development models for eGovernment
Most countries are now working with some sort of strategy for the development of 
eGovernment. Several multinational organisations are interested in the issue, for exam-
ple the EU, the UN, ASEAN and the World Bank, and a number of research centres 
are working on different aspects of eGovernment21. In addition, a number of commer-
cial companies are active in the field , the most well-known being the Gartner Group 
and Accenture, which produces an annual report called “eGovernment Leadership”22. 
In Sweden, the 24/7 Agency Delegation and the Swedish Agency for Administra-
tive Development were previously responsible for this work, but this responsibility was 
recently transferred to a new agency, Verva (The Swedish Administrative Develop-
ment Agency). The general attitude is that eGovernment is something that is devel-

16 page 204-205

17 page 203

18 page 14

19 page 205

20 page 205

21 E.g.: Center for Democracy and Technology, E-commerce and E-government research lab

22 www.accenture.com
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oped gradually and organically and that this development will give rise to changes not 
only in the level of service provided to the public but also in the organisation of public 
administration and the influence and participation of different stakeholders in govern-
ment and the political process. Some of the most influential development models, all of 
which have clear links to Fountain’s development phases, are presented below.

Gartner Group: Four Phases of e-Government

The best known and most widespread development model stems from the Gartner 
Group, Four Phases of e-Government23. The model describes the development of eGov-
ernment in four stages: Presence, Interaction, Transaction and Transformation. The 
move between these stages is gradual and fluid and different countries are presently at 
different stages, although practically no country has reached the final level – a level that 
is described as the objective of the eGovernment strategies of many countries24.

Presence

The first stage entails establishing a presence on the Internet. Individual authorities set 
up websites containing information. The communication is one-way and the informa-
tion is general in nature, e.g. contact details and central documents. The objective is to 
provide information and show a presence on the Internet in order to gain public accept-
ance for this channel of communication.

Interaction

The next stage is to develop the website so that it contains more specific information 
and becomes more useful to individuals. The website can now be used to search for 
information from several documents and it is possible to download forms that previ-
ously had to be ordered from the authority. At this stage, there are also links to other 
authorities and organisations that may be of interest to the individual. However, the 
authority must still be contacted in the traditional way (letter and/or visit) before it can 
take action or make a decision.

Transaction

In the third development stage, the point has been reached where it is possible to deal 
with a matter using the Internet alone. In this stage, certain matters or items of busi-

23 Gartner Four Phases of e-Government, C. Baum, A. Di Magio et al.

24 See, for example, New Zealand’s eGovernment strategy, Where is E-government taking us?, www.e.govt.nz
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ness are conducted exclusively over the Internet, for example applications for study 
grants, housing allowances, the renewal of driving licences and so on. Developing serv-
ices for self-service is a central element of this development phase. The Internet is also 
now developed as an alternative supply channel for decisions or services. There is still 
no common infrastructure for, for example, eAuthorization, but a strategy for this is 
being drawn up.

Transformation

The final development stage is characterised, as the name implies, by the transforma-
tion and renewal of the bases for public administration and the provision of public serv-
ices. In this stage, there is only one contact route/portal between the public and gov-
ernment and this means that the services the authority provides are changed due to 
the close co-operation between authorities. This also means that the borders between 
authorities become diffuse, i.e. that there is so-called “seamless government”, and that 
different authorities can co-operate on the same case using a common intranet.

The governmental CRM system (Client Relationship Management) is highly advanced 
at this stage so that the citizens can be served in the best possible way. The authori-
ties also subcontract other players in order to gain access to their technical know-how 
and client contacts. This in turn leads to changes in the relationship between authori-
ties and companies and other organisations. New forms for public participation are also 
developed in this stage and there may be a real breakthrough for Internet referendums 
and quick opinion polls.

The world bank – Three phases of e-Government.

The World Bank has produced a handbook on the development of eGovernment, “The 
E-government Handbook for Developing Countries”25 This project identifies three 
development phases for eGovernment that correspond fairly closely to the stages dis-
cussed in Gartner’s model. The World Bank’s three development phases are Publish, 
Interact and Transact.

In the Publish phase, the authorities strive to disseminate as much information as pos-
sible using the Internet and other electronic information channels. The possibility to 
seek information using other channels without needing to visit an authority improves 
the service provided to the public and avoids situations in which people have to queue 
for a long time to get information.

25 The E-government Handbook for Developing Countries, Centre for Democracy and Technology, 
November 2002
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Interact represents the next step in the process, i.e. the move from simply disseminating 
information to extending public participation. In this development phase, the public are 
able to participate in decision-making using the Internet and other channels, and they 
can download documents and complete forms. It is also possible to create forums to dis-
cuss issues of relevance to the authority with the public over the Internet. A central ele-
ment of this phase is the possibility to engage in two-way communication, and the pos-
sibility for the public to interact with the authorities increases their trust and confidence 
in government.

In the final phase, Transact, development has progressed to the stage where procedures 
can be entirely handled over the Internet. The provision of services has been developed 
using the Internet or alternative channels. This leads to major cost savings and increas-
es the efficiency of government. The automated exercise of the powers and duties of 
the authorities minimises the risks of arbitrariness and bribes. Access via the Internet 
improves the service provided to citizens living in sparsely-populated, rural areas. Por-
tals for government services are created and government becomes transparent to the 
public.

Summary: development models
It is apparent that the two models above share many common features. The major dif-
ference lies in the fact that the World Bank focuses more on public confidence and pub-
lic influence. Another important difference is that Gartner’s model has more far-reach-
ing consequences for government organisation than the World Bank’s model.

The UN has also commissioned a study26 on the development of eGovernment. This 
study defines development in five stages: Emerging, Enhanced, Interactive, Transac-
tional and Networked Presence. These stages largely correspond to those in the previ-
ous models, the only difference being that the final stage in Garner’s model is divided 
into two stages where the final stage focuses more on the integration between authori-
ties and between authorities, companies and the public as a result of the development of 
co-production.

Another feature shared by these development models is that they take development for 
granted, and they see this development as being largely driven by the technology. None 
of the models discusses threats or obstacles to development, nor is the impact on soci-
ety at large discussed to any great extent. Changes in terms of improvements for the 
individual citizen are taken up, as well as the ability of citizens to influence government 
in the final stages of the development process. All of the models conclude, however, 

26 See www.unpan.org and www.aspanet.org
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that fully-developed eGovernment will change the playing field for government and 
the organisation of government.

In this report, we primarily attempt to discuss the driving forces that affect the devel-
opment of eGovernment and the alternative affects that these driving forces may have. 
The development models thus constitute an attempt to picture an optimal develop-
ment process without external disruption, and can therefore be seen as targets or visions 
for the development of eGovernment. The scenarios developed in this report attempt 
instead to discuss alternative futures in which development does not proceed in accord-
ance with predetermined plans.
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The future of eGovernment 2016

The primary aim of the analyses of already conducted scenarios and future studies (see 
part 2, Studied Scenarios and Visions of the Future) has been to help us to identify the 
issues and dimensions that should form the basis for the new scenarios that we present 
below. Most of the studies share a common feature in the form of two questions that 
come up again and again. Interviews27 conducted with two centrally placed observers 
confirm that these questions are perceived as being of central importance in a Swedish 
context too.

The first question relates to how advanced the use of computers will be among the public. 
Are we moving towards a future in which the users will be increasingly advanced, and 
therefore increasingly demanding with regard to eServices? Or will there be obstacles 
to such a development?

Such obstacles may arise in different ways. Economic development may be less posi-
tive, which means that the use of IT will spread less quickly. Another possibility is that 
the “digital gap” will increase, that we will see how an “elite” segment of the popula-
tion quickly assimilates the new technology and new applications while other – perhaps 
broad – segments become less-advanced users. The question of the digital gap poses 
special challenges to eGovernment. Unlike players in the private sector, an authority 
cannot choose to prioritise a certain segment of the population in its operations. The 
basis for the exercise of all government power and authority is that citizens must be 
treated equally.

The second question is whether we will see integrated or fragmented government. To 
what extent we will see co-operation between different parts of the central government 
in the future? eGovernment offers great opportunities to link together services, infor-
mation and dialogues; one of the great advantages of the Internet is after all the possi-
bility to aggregate and compile information.

This question comes up in most of the studies we have looked at. Jane E. Fountain 
sees the introduction of eGovernment as an important driving force for the transfor-
mation of government in other respects too. Her main thesis is that eServices should 
not be seen in isolation but that they will lead to the reform of the institutions in other 
respects as well.

On the other hand, it is easy to see that the question of the integration/fragmentation 

27 Interview with Ove Ivarsen (LO) 20060206, interview with Olov Östberg (Verva) 20060206
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of government will also be resolved by forces other than the Internet, and ultimately by 
political decisions. Other factors that may slow down or accelerate integration include, 
for example, the existence of different cultures in different government bodies, personal 
agendas, territorial thinking and perceived differences between the policy areas that 
authorities are responsible for. It is therefore quite possible to see the issue of integra-
tion/fragmentation as an independent variable that will determine the future of eGov-
ernment.

These two issues have been allowed to shape the “scenario cross” used when drawing up 
our scenarios:

When we cross various answers to the question of how advanced users will be and the 
question of whether government is moving towards integration or fragmentation, four 
clearly differentiated future scenarios emerge. These constitute “ideal-typical futures”. 
The trends have been driven to their furthest point in order to provide as clear a pic-
ture as possible of the direction that development can take under different conditions. 
As mentioned in the introduction, the aim is not to declare what the future should be 
like (this is what visions do) or what we believe the future will be like (this is done using 
forecasts). Here, the aim is to provide a picture of what the future may be like, to con-
duct structured conceptual experiments where questions of the “what would happen if 
…?” type are answered.

The State.se
The point of departure for this scenario is that there is rapid technological and eco-
nomic development. Sweden, like many other countries, continues to make rapid 
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advances towards becoming an information and IT society. The current trend towards 
an increasing number of internet users and increasingly advanced user behaviour comes 
to fruition. In 2016, or well before this, mobility has become fully established. 3G and 
WLAN allow access to the Internet everywhere, a possibility which is also widely used 
in practice.

The era in which the cell phone was primarily an apparatus that people used to talk 
to each other has come to an end. All cell phones are instead portable computers that 
provide IP telephony and video conferencing options for those who wish to use these 
functions. The digitalisation of the television network has been completed, and this has 
driven the convergence between the channels. In almost all Swedish homes, television 
and Internet access has merged and now forms one unit.

Approximately 95% of the Swedish population are internet users by 2016. Accessibil-
ity in combination with user-friendly interfaces have led to a situation in which very few 
people feel that it is complicated or difficult to use the Internet. A factor that encouraged 
many older people to become Internet users was the digitalisation of the healthcare sys-
tem in the form of e-journals digital pharmaceutical registers , mobile solutions for vul-
nerable groups of patients with direct access to “my doctor”, telemedicine etc. “The Dig-
ital Doctor”, a site created by the Swedish Association of Local Authorities and Regions, 
has provided several older people with their first contact with the digital world.

Another important driving force behind the increased use of the Internet is the wide-
spread sense of security. eAuthorisation is generally accepted and has become a sim-
ple means of providing identification and access, the fight against computer viruses 
and computer trespass has been successful and the fact that no serious incidents have 
occurred has given users confidence in the system.

Positive economic development has led to the further development of co-operation 
within the EU. The historical trend, in which European co-operation slows down in 
periods of recession but develops rapidly when the economy is going well, has thus con-
tinued. As the EU has developed and an increasing number of tasks have been trans-
ferred to the supranational level, the debate on the “democratic deficit” has also become 
more intensive. Margot Wallström’s “Plan D” – “D” for democracy – met with a lot of 
resistance initially, but Brussels has worked hard to improve transparency and the dia-
logue with the public over the last few years.

eGovernment has proved to be an important tool in this effort. It is easy to navigate the 
Brussels’ bureaucracy and to contact officials and decision-makers etc. using the Euro-
pean portal. The system also includes links to the national authorities. The public can 
easily follow cases from the supranational to the national level and are offered support to 
determine at what level services should be used, officials should be contacted and so on.
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The EU is thus a major driving force for the development of eGovernment, and it is 
also at this level that the standards are set for what constitutes good eGovernment, the 
technology that should be used and what the interfaces should look like. The process 
of European integration is in turn promoting integration between Swedish authorities. 
The administrative structure of the EU does not correspond entirely to the structure 
in Sweden, and this encourages the two levels to open up to each other and further co-
ordinate their routines.

As a researcher in the field of public administration says in 2014: “We have in reality 
one common intranet server but several authorities in the physical world. The common 
flows of information have led to both improvements in efficiency and cost savings.”

A general desire had been expressed, not least from Brussels, for the national govern-
ment to provide a common interface for the public in Sweden– a “one stop shop” – for 
services and interaction with the authorities. This process proved to be more heavy-
going, however. Each of the authorities wanted to stick to “their” contact with the pub-
lic and own “their” issues. It was felt that this would provide security in the face of dis-
cussions about the restructuring of public administration. It was assumed that authori-
ties that had a clear profile and close relations with “their” stakeholders would sit more 
firmly in the saddle in this context.

It is clear, however, that the users – the public – would like to see a common inter-
face: a “The State.se”. The use of the Internet has generally come to comprise a limited 
number of search engines. As the Internet has come to play an increasingly important 
part in peoples’ lives, advanced search engines that can handle the quantity of informa-
tion on the Internet have also become more important. The demands for a common 
government portal culminate around 2010 – “Why should I need to surf around to use 
the services of the public sector when I don’t need to do so in any other context?”

In 2009, the authority with the most widespread contacts with the public and with 
companies – The Tax Administration – began to broaden the content of its website. In 
an effort to increase tax morality and the willingness to pay tax, the Administration 
launched entirely new content under the heading: “This is where your taxes go!” This 
described the operations and activities of the State as a whole with some references to 
the local government sector. Addresses and links to other authorities were included in 
order to make it possible for the users to get a clear picture of the different areas in 
which tax revenues are used. Users who wanted to reach other authorities soon began 
to use the site and in reality it became the portal that so many people had asked for but 
not received.

When other authorities note that an increasing amount of traffic is passing through the 
Tax Administration’s website, they demand to be able to influence the content of this 
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site. A special editorial committee is appointed that represents a broad range of stake-
holders and one of their first decisions is to start a new portal: “The Swedish State.se”. 
Continuing to operate under the Tax Administration’s address is felt to be impracti-
cable. Special resources are allocated to run the website, and Sweden now has its own 
“Internet authority” which has emerged as the result of co-operation between different 
parts of the nation’s public administration. The sites of the individual authorities are 
linked together here, and these sites increasingly assume the character of sub-sites to 
“The Swedish State.se”.

The common portal is directly connected to the authorities’ intranet. This means that 
all citizens can access all the different types of self-service on offer using “The Swed-
ish State.se”, i.e. they can apply for a study grant, complete a tax return, see how their 
national pension funds are going and so on. Users are thus meeting “seamless govern-
ment” in its true sense in that they can do what they need to do without regard to bor-
ders between different authorities. All citizens can register their own pages where all 
the matters relating to them are compiled and where they can follow the progress of 
their own case or item of business as it is dealt with and – if they so wish – contact 
the official concerned using the video conferencing function. “The Swedish State.se” 
is structured in line with the needs of the users in different situations in life, i.e. as 
the parents of small children, students or pensioners etc., so that the users are present-
ed with the services and information that are relevant to them at the time. Someone 
who wants to start a company, for example, is able to contact the Tax Administration, 
the Patent and Registration Office, the Companies registration Office, the Agency for 
Economic Development and Regional Growth and the County Administrative Board 
at one and the same time, and so on.

The creation of the Swedish State.se provides major rationalisation gains for the author-
ities. Contacts with users/stakeholders are largely made using the web. “We haven’t 
quite arrived at the vision of a single-channel model in which everything is done dig-
itally, and we will probably never quite get there, but we are very, very close,” as one 
Director General puts it. The savings in terms of handling mail, offices, telephony etc. 
are considerable.

An increasingly important function of “The Swedish State.se” is the dialogue with the 
public. What were initially a Q&A function and a chatroom on an authority and its 
activities have developed to become a forum in which social issues are discussed jointly. 
New forms of public participation, such as the popular “public referrals” are developed. 
This system enables individuals to comment on memos and reports from enquiries and 
committees and thus makes its possible to participate in the decision-making process in 
an entirely new way.
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The Uninvited Guest
The global economy has developed positively, as has the Swedish economy. The use 
of the Internet, broadband and new platforms for accessing the Internet (cell phones, 
television, computers at work and at home) continues to develop apace. As in the The 
State.se scenario, Sweden is well on its way to becoming an information society. The 
“digital gap” – the situation in which there are major differences between Internet users 
and others – is not apparent in the western world but is, on the other hand, in evi-
dence globally as large population groups, and sometimes entire countries, are still on 
the periphery. Some observers say that the Internet has now linked people together in 
networks and has brought them closer together than ever before. However, the impact 
on social life is actually fragmentary. Values such as self-fulfilment and individualism 
have been further reinforced and the virtual communities have led to a Europe that 
is marked by a mosaic of subcultures, some of which have a very limited focus. These 
are discussion forums, act as pressure groups and may sometimes, – in relation to gov-
ernments for example – function as interest groups that monitor whether the decision-
making process is conducted correctly or leads to the result they want. The situation is 
also turbulent: new groups appear and old groups disappear at a rapid rate. A feature 
common to most of the groups is that they transcend national borders and cover the 
entire world.

The result is political instability with minority governments, frequent changes in the 
decision-making assemblies and – for the authorities – a highly shifting landscape of 
stakeholders in which different authorities may sometimes compete in order to reach, 
and establish legitimacy among, the same groups. Integration in the EU has made 
sluggish progress. The single market works well, but when attempts are made to reach 
supranational consensus on other issues the uncertainty at the national political level 
spills over into the supranational level. The driving forces for co-ordination and col-
laboration at different levels are weak.

Meanwhile, Internet users are used to simplicity and accessibility when looking for 
information and services on the web, but each individual authority is unable to offer 
this simplicity when working alone. Attempts to work together using an “authority por-
tal” fail, however, because the turbulent situation leads the authorities to seek security 
in their own identity and in having as close contacts as possible with “their” stakehold-
ers or users. Each of the individual authorities is highly advanced in terms of the tech-
nology used, but an overall, collective approach is lacking. The co-ordination attempts 
made are local, involve only a few parties and eventually come to nothing. Co-ordina-
tion in the form of an intranet also makes slow progress as rivalry and prestige raise 
obstacles here too.
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In the mid-2000s, it finally becomes clear to everyone that having a presence on the 
Internet can be very profitable. The doubts of the 1990s, when it was said that “it’s 
impossible to earn money from something that’s free” are a thing of the past. Given 
the increased number of users and the fact that services over the Internet are becoming 
an increasingly integral part of everyday life, the market for charging for exposure and 
attention is stable. Advertisements, preferred links and so on are sold at increasingly 
high prices. “We sell peoples’ time and attention. If you can collect a sufficient number 
of people together in one place then you can earn a lot of money,” as the Managing 
Director of Amazon says in an interview in 2013.

In 2012, a new site, “Eniro eGovernment”, is launched in Sweden. Eniro eGovernment, 
which is a sub-portal to the search engine Eniro.se, is an attempt to exploit the need for 
a site that people can turn to with their questions about authorities and municipalities. 
Eniro exploits the fact that many people use its address register to seek contact with 
authorities and develops, in a first phase, its ”brown” pages for authority addresses as a 
complement to its green pages (municipalities) and blue pages (county councils). In the 
next phase, the brown pages are developed into Eniro eGovernment on the Internet. 
This site contains all the necessary links, guides on how to use the services (e.g. “How 
to Apply for a Study Grant”) and the popular “Bureaucracy Pilot” which helps people 
to find their way among the various authorities. Users simply enter what they need in 
Eniro’s search engine and all the necessary tips and data appear on the screen.

After a while, “Eniro eGovernment” also becomes a site for contacts between users/
stakeholders, for discussions and for exerting pressure. This begins with the possibil-
ity for people to chat with others who have recently been involved in cases similar to 
their own. They are able to exchange experience and tips, for example which official to 
ask for when there is a need to contact an authority personally. Gradually, people begin 
to act jointly on matters they are dissatisfied with. Eniro eGovernment reacts to this 
by launching “the lobby window”, where the efficiency of the different authorities is 
ranked, mail-lobbying is initiated and “public referrals” are organised concerning vari-
ous reports, memos and surveys produced by the authorities. “Eniro has become a force 
to be reckoned with”, as the public enquiry into the anatomy of power in Sweden says 
in its sub-report “The Privatisation of the Public Sector” in 2015.

However, there is a limit to how far Eniro eGovernment can go in its effort to integrate 
all the different parts of Sweden’s public administration into one search engine. When 
it comes to services relating to the powers of the authorities themselves, such as submit-
ting applications or tax returns and following the progress of one’s own case, individu-
als must turn to the site of the particular authority concerned. The legislation prevents 
Eniro having access to the authorities’ own servers, which the public accepts on the 
grounds that this protects personal integrity and confidentiality – no one, for example, 
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is interested in allowing a private company to handle matters relating to sickness ben-
efits and absence due to illness.

Initially, the appearance of a private player that essentially “steals” the authorities’ inter-
face with the users is criticised. Many people doubt whether it is appropriate to allow 
the private sector to invade the government sphere for the provision of information and 
public dialogue. The fact that the authorities themselves have not managed to present 
a united outward face is seen as a failure. However, once Eniro eGovernment becomes 
well established there is not a lot the authorities can do; keeping up with Scandinavia’s 
leading search engine, now that it has gained a strong foothold, is felt to be impossible.

By 2016, however, people are beginning to accept the situation. There are, after all, 
absolute limits to what Eniro can do, and Eniro is careful not to misuse any informa-
tion or to try to steer public opinion. Given the diversity of interests that exists in soci-
ety it would be very easy to offend or upset people, something the company does not 
want to do (not least for commercial reasons ). Eniro eGovernment is now the pilot for, 
and the first contact with, the Swedish government system. At the same time, Eniro 
creates added value for this system. The public is able to navigate its way around the 
system correctly. They are well prepared when they want to use the services and the 
self-service available on the web. “Of course, our fragmentation is expensive compared 
to a co-ordinated alternative, but given this Eniro eGovernment helps to improve the 
efficiency of the public’s communication with each of the authorities”, as one Director 
General puts it at an eGovernment symposium in December 2016.

The Retreat
By 2016, it can be said that security on the Internet has been a problem for several years. 
People use the Internet extensively, but operations that are based on handling sensitive 
information over the Internet have problems. Authorities that deal with the public’s 
democratic rights and handle sensitive personal information do not see the Internet as a 
sufficiently secure channel of information. The background to this is a series of events 
that have reduced confidence in the Internet as a secure medium.

Virus attacks have increased steadily in scope and various types of commercial spy 
programme (aware) flourished around 2010. It soon became impossible to access any 
site without worrying about falling prey to a “Trojan”. The antivirus companies have 
fought running battles with the hackers and have not always emerged victorious. The 
increase in the use of the Internet that occurred in the period 2005-2010, meant that 
new threats had a growing impact. The faster, more mobile and more widely-used the 
Internet became, the more vulnerable it became too.
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Confidence was shattered “by The Great Shutdown” in 2012, when terrorists managed 
to infiltrate the British social insurance system. The younger generation of terrorists, 
those with a good scientific education, realised that they could create more chaos over 
the Internet than the older generation caused by bombing the underground. The British 
public administration system had opened up the handling of social insurance matters to 
Internet users, and therefore to hackers too. A completely new type of virus crashed 
the system and huge quantities of data were lost. It took months before people could be 
sure that they were receiving the correct sickness benefits (if they were receiving them 
at all). As the database for the sickness insurance system was integrated with the home 
healthcare data system, and thus also with the healthcare journal system, another effect 
was that planned health visits and operations in the primary care system were not car-
ried out, which resulted in several well-publicised deaths and thus increased the feeling 
that this was a catastrophe among the British population.

In Sweden, development towards a fully-fledged eGovernment system had been pro-
gressing rapidly until “The Great Shutdown” occurred. However, with the growing 
lack of confidence resulting from the many virus attacks, users came to feel, for exam-
ple, that eAuthorisation was no longer secure and security in connection with the use 
of eServices had to be handled by more drastic methods. The State went further than 
many others when it came to making security a priority: “This is a question of civil 
rights that must be guaranteed, democratic decisions that must be respected and per-
sonal integrity that must be assured. No other player bears this responsibility,” as the 
Minister for Democracy put it.

The authorities’ eSecurity policy was strictly based on the precautionary principle with 
regard to connecting servers together in a well-integrated intranet and expanding access 
to their own servers from outside. Firewalls were the security tools available, and in 
order to increase security as much as possible it was seen as important to set up firewalls 
between the different computer systems of the authorities too.

This meant that the vision of an electronically co-ordinated government system with 
seamless interaction had to be dropped. What remained of the plans for a common 
government portal for the public was a site with general information on the working 
methods of the authorities and information on where to turn to deal with matters of 
various kinds. Other “harmless” functions such as chat forums, and forums that ena-
bled the public to participate by commenting on current proposals etc. remained too, 
but in the case of eServices, that part of the operations that must work under all con-
ditions, the situation was very different. eServices on the Internet took a step back-
wards. Many services could no longer be provided over the Internet and new services 
were not developed. Instead, a defensive multi-channel strategy was chosen. A common 
feature was that sensitive information should be handled in an interface with the pub-
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lic that did not include the Internet. This was also a principle that had the full support 
and understanding of the citizens themselves. The basic attitude that the government 
was in a class of its own with regard to security was shared by the absolute majority, 
and now that the Internet had been drawn into the arena of global conflict the public 
understood the need to be on the safe side. No one wanted to be the victim of a Swed-
ish “Great Shutdown”.

The Internet was seen as being good enough to search for information and, for example, 
to send for forms that could then be returned to the authority concerned by post – in 
other words a return to the system that prevailed in the early 2000s. One of the alterna-
tives developed was to use the telephone network and the authorities made great efforts 
to develop their telephone services. Demands regarding the accessibility of the authori-
ties had increased during the “Internet boom” and this attitude remained in the minds 
of the public. To all intents and purposes, the government lost the Internet as a chan-
nel of communication at a time when it was also increasing its focus on contacts with 
stakeholders and users. In 2016, trials are conducted to counteract the fragmentation 
that has taken place by re launching the “citizens’ advice bureaus” that formerly exist-
ed throughout the country. “Not a 24-hour service, but at least a one stop shop”, as it 
was said at the time. However, the question of how an effective citizens’ advice bureau 
could be combined with powerful security routines between the authorities remained to 
be resolved.

This blend of new and old methods cost money. The authorities had counted on major 
improvements in efficiency as a result of the “e-ification” of services; improvements that 
could not now be made. The general attitude, however, was marked by a great deal of 
understanding of the fact that administration would now have to cost more than was 
previously expected. Many people saw this as a part of the new national security sys-
tem, for which increased costs were acceptable. At the same time, public administration 
was subjected to increasing demands to perform with the highest possible level of pro-
ductivity.

The trends at the EU level are similar, but in a few areas the new security threats have 
led to increased integration. “eSecurity and eGovernment” are an important element 
of R&D policy and are designated as a technical platform when the ninth framework 
programme is presented. eSecurity services are also well co-ordinated in a new unit in 
Brussels for “virtual security”. ENISA – European Network and Information Security 
Agency – has become an important administration and moved in 2013 from Chania 
(Crete) to Brussels, where its operations were integrated with those of the new Euro-
pean security police.
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The Generation Gap
The pace of technological development is rapid. In the period 2006-2016, both station-
ary and mobile bandwidths increase dramatically. By 2016, the super-fast broadband 
network covers 98 per cent of the populated areas of Sweden. The possibilities offered 
by the Internet also develop rapidly. Videoconferencing was generally available in the 
public administration system already in 2010 and was quickly integrated with the e-
mail systems (picture email). Many people find it difficult to keep up. New functions 
are constantly added to the old ones. Beta version is added to beta version, and the most 
advanced segment of users, young people and well-educated people in urban areas, is 
constantly demanding the very latest. They do not want to take a step backwards, not 
after investing in the latest hardware so that they can use the latest functions.

Technological development is driven by the ICT companies, but also by the users 
themselves. Globalisation has continued to develop rapidly, and cross-border commu-
nities over the Internet play an important role in an increasing number of areas. “Open 
source” and the interactive design of programmes in which users together decide the 
form and content of new functions are increasingly important driving forces. Swedes 
are overrepresented in these groups and new ideas and innovations are disseminated 
extra quickly in Sweden. There are many articulate groups who demand that the new 
technology should quickly be incorporated into eGovernment.

Around 2010, the “digital gap” again becomes a subject of fierce debate. For a while, it 
was thought that this would not be a problem as far as Sweden was concerned as even 
the older generation (who had begun using cell phones already in the early 2000s) had 
been provided with 3G telephones with a user-friendly interface by the municipal sys-
tems for eldercare. However, the rapid rate of development posed a new type of chal-
lenge to an advanced IT nation such as Sweden. This time, it was not a question of a 
gap between users and non-users, but of a gap between users and very advanced users. 
The dilemma for those responsible for designing eGovernment was how to satisfy both 
groups.

Increasing competition in the software industry means that software manufacturers 
must constantly launch new, more modern versions to guarantee their revenues. A con-
stant stream of new versions makes it difficult for many users to keep up with develop-
ment and requires the frequent upgrading of the hardware, which also puts many less-
advanced users off. The national government thus faced a choice. On the one hand it 
could decide that less-advanced systems were acceptable. The risk here was that the 
coming generation of Internet users would be disappointed and would see the authori-
ties as being “outdated”, as they want to be able to use the latest generation of services. 
On the other hand, the government could choose to invest in the most modern systems. 
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The risk here was that older generations of users, not least the large segment of the 
population that has recently retired, would feel that they were not being treated equally 
with the “powerful segment of the population born in the 1980s” but were being left on 
the periphery of society.

The dilemma was therefore how to combine the absolute demand for equal treatment – 
which lies at the core of the exercise of government power – with a very varied degree of 
computer maturity (although at a higher general level than previously). The answer was 
a distinct multi-channel strategy. The Internet became the channel for advanced users 
and was continually updated with the very latest. In parallel with this there was also 
an “access light” version for the less-advanced users that did not offer the same range 
of services. For example: The less-advanced users could complete forms on the web 
to determine at what stage they were at in the decision-making process (a technique 
that was well know already in 2006). The more-advanced users, however, had access to 
an interactive program so that they could not only follow, but also actively participate 
in, the processing of their cases together with the public officials concerned. The new 
technology made it possible for officials to handle such complex processes with many 
citizens at the same time, which increased the efficiency of the government system.

To provide everyone with the proximity to government that the most advanced users 
could acquire using the Internet, government searched for other channels such as the 
telephone and “over-the-counter” contacts. The problem, as was seen in 2012, was the 
costs: “Now I understand how the banking sector felt at the end of the 1990s. They 
had invested in the Internet in the hope that this would enable them to phase out local 
branch offices. Then they found themselves in a situation where they were left with 
both e-banks and a lot of offices,” as one Director General said.

An important part of the solution was co-ordination. This was how the necessary ben-
efits of scale were to be realised. The challenge was to cope with major investments in 
the Internet channel at the same time as other channels also had to be developed to 
keep up with the development of services and ensure the application of the principle 
of equal treatment. This equation could not be balanced without far-reaching integra-
tion between the authorities, which is also what happened. The need for the extensive 
integration of the authorities’ intranets was self-evident. Integration was also needed to 
meet the costs of the communication channels with stakeholders/users. A new author-
ity– “The Channel Authority” – was set up in 2013 to handle the constant modernisa-
tion and upgrading of the channels and the interplay between them.

Integration between the authorities was certainly not a simple matter in all respects, 
but in the face of the demand for an advanced modernisation and multi-channel strat-
egy there was really no alternative. Each individual authority could easily calculate the 
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costs for the IT department in an era of accelerating technological development with 
demands from the public and others to keep up with the very latest trends. The conclu-
sions to be drawn from such a calculation were obvious. When the investments required 
in other channels to offer every member of the public the same proximity to govern-
ment were added to these costs, the calculation became impossible to ignore. When the 
“Channel Authority” was established, no one protested. Everyone could see the advan-
tages of relieving the individual authorities of the burden of these costs and transferring 
this burden to a single, separate cost centre.

The result was a single, integrated government system, but with several access routes. 
After a while, the “Channel Authority” learned which stakeholders/users preferred 
which channels and was able to adapt these channels to the respective groups. Many 
observers saw this as progress. It was no longer the case that “one size fits all”, tailor 
made solutions were now the order of the day.

By 2016, Sweden is seen as one of the leading eGovernment countries in Europe. This 
is due to the advanced nature of the demand, and Sweden shares first place with Fin-
land, Denmark, the Netherlands, the UK and others. The pace of development is slow-
er in other parts of the world. Less prosperous parts of the EU find it difficult to meet 
the costs. The problem facing the EU’s development of a European eGovernment sys-
tem is the digital gap that runs between the Member States and between the “elite” 
segment of the population and the population in general. Developing a system for the 
most advanced users alone is out of the question as this would exclude far too many 
people, not least the populations of the new Member States Bulgaria and Rumania. 
Brussels therefore settles for the simpler alternative “access light”, which becomes the 
EU standard.
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Section 2: 
Studied scenarios and visions 

of the future
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Scenarios and visions for eGovernment

In this section, we present several different scenarios that describe the future of eGov-
ernment. The time horizon is in most cases 2010 or beyond. The examples are taken 
from reviews of the literature and previous studies and from searches on the Internet in 
the field of eManagement/eGovernment and they relate to a European or Swedish con-
text.

Following the review of the nine examples, we discuss the driving forces for the devel-
opment of eGovernment and how these may affect the form and structure of eGovern-
ment in the future. The review and the discussion constitute the basis for the scenarios 
presented in the first part of this report.

The following scenarios and visions of the future have been studied:

Scenarios of eGovernment in 2010 and Implications for Strategy Design: The European sce-
nario project PRISMA (Providing Innovative Service Models and Assessment)28 was 
conducted in the period 2000-2003 with the aim of analysing important trends in the 
development and provision of public services based on Information and Communica-
tions Technology (ICT). The time horizon for the scenarios is 2010. PRISMA was 
funded by the EU’s fifth framework programme and was managed by the Institute of 
Technology Assessment in Vienna under the leadership of Dr. Georg Aichholzer.

eGovernment beyond 2005: In September 2004, the eGovernment unit at the Euro-
pean Commission arranged a seminar with a working group of the eEurope Adviso-
ry Group on eGovernment with the aim of drawing up new recommendations for the 
development of eGovernment in the period 2006-2010. Under the leadership of the 
Dutch consultancy Zenc, a discussion was conducted in seminar form on eGovernment 
beyond 2005.29

eGovernment in the EU in the Next Decade: In March 2004, the Institute for Prospec-
tive Technological Studies, working on behalf of the Joint Research Centre (DG-JRC) 
of the European Commission, held a seminar on the future of eGovernment in Europe 
with invited experts.30 The seminar discussed a vision covering services, technology, 

28 Scenarios of e-government in 2010 and implications for strategy design, Aichholzer, G., EJEG 
Electronic Journal of e-Government, 2 (1), 1-10, 2004

29 Scenario session Report. eGovernment beyond 2005. Ministry of Interior and Kingdom Relations, The 
Netherlands. Zenc, December 9th, 2004

30 eGovernment in the EU in the next decade. The vision and key challenges. European Commission, 
DG JRC, Institute for Prospective Technological Studies, Technical Report EUR 21376 EN, 2004
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and regulations for, and the application of, eGovernment in the EU in 2010, as well as 
important technical, socioeconomic and political challenges.

Government in 2020: Taking the Long View: In the autumn of 2005, the Gartner Group, 
a consultancy that studies and analyses the ICT industry, produced four scenarios that 
show how government may exploit, and in turn be affected by, information technology 
in 2020.31

The Advent of Digital Government. Public Bureaucracies and the State in the Internet Age: 
At the annual meeting of the American Political Science Association in September 
2000, Patrick Dunleavy of the London School of Economics and Helen Margetts of 
University College London presented a paper outlining the Web as a decisive factor for 
changes in public administration during the decade up to 2010.32

Transformational Government Enabled by Technology: In the UK in November 2005,33 

the Cabinet Office presented its strategy for the development of an interlinked public 
administration system using new technology.

Dygnet runt (Around the Clock): A folder from the Swedish 24/7 Agency Delegation on 
the development of public eServices.34

Mot en modern och sammanhållen förvaltning (Towards Modern and Consolidated Govern-
ment): In 2005, the seven Swedish authorities involved in the VISAM project, which 
focused on co-operation for mutual benefit and improved efficiency, presented three sub-
reports on the work done by the project over the previous two years. The sub-report 
“Dilemman och strategiska vägval i förvaltningspolitiken”35 (Dilemmas and Strategic 
Choices for Public Administration Policy) discussed, among other things, changing con-
ditions and new driving forces for the development of public administration in Sweden.

E-tjänster i offentlig verksamhet. Analyser av innovationssystemet 2003 (eServices in the 
Public Sector. Analyses of the Innovation System 2003): As part of the preparations for 
the new growth area “eServices in the Public Sector”, VINNOVA commissioned four 
research groups in the autumn of 2003 to conduct brief exploratory studies in the 

31 Government in 2020: Taking the Long View. Andrea Di Malo, Gregg Kreizman, Richard G. Harris, 
Bill Rust, Rishi Sood. Gartner Industry Research, December 2005.

32 The advent of digital government: Public bureaucracies and the state in the Internet age. Patrick 
Dunleavy, London School of Economics, and Helen Margetts, University College London. Paper to 
the Annual Conference of the American Political Science Association, 4 September 2000.

33 Transformational Government Enabled by Technology, HM Government, Cabinet Office, November 
2005.

34 Dygnet runt. 24/7 Agency Delegation on the Development of Public eServices. Brochure 2005.

35 Mot en modern och sammanhållen förvaltning – Dilemman och strategiska vägval i förvaltningspoli-
tiken. VISAM, 2005.
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field.36 These groups identified a number of visions, or scenarios, for Swedish eGovern-
ment in 2013.

Scenarios of eGovernment in 2010
The scenario work conducted by the PRISMA project “Scenarios of eGovernment in 
2010 and Implications for Strategy Design”, has the broadest social base of the projects 
that we have studied. When constructing the scenarios, the project initially identified 
almost 100 driving forces as being of significance to the subsequent discussion on the 
provision of public eServices and a sound eGovernment system in the future. These 
driving forces were analysed in terms of their importance to the development of public 
administration, how secure they were believed to be and whether they were felt to be 
critical in determining the direction that development would take. They were grouped 
into five categories: socio-cultural, economic, political, technical and ecological.

Scenario structure

Four dimensions were then used for the project’s scenarios.

Economy and society, which described the general socioeconomic development of Europe 
in 2010. Three alternative development routes were considered:

• Economic growth and social integration

• economic, social and political stagnation

• economic and social recession (Euro-depression)

Government, which described the role of government in peoples’ everyday lives and 
which was assumed to move in one of the following directions:

• confrontation between government and the private sector

• balance between government and the private sector

• weaker central government and decentralisation

Information technology, where it was either assumed that IT innovations would develop 
dynamically or that the rate of development in the ICT field would decline.

Environmental sustainability, which referred to peoples’ attitudes to sustainable develop-
ment in terms of either weak or strong support for the concept of an environmentally 
sustainable society.

The four dimensions generated eight conceivable scenarios and the project selected 

36 VINNOVA, TO E-tjänster i offentlig verksamhet: Analyser av innovationssystemet 2003. 2003-12-18.
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three of these as being the most likely: A Prosperous and Just Europe, A Turbulent 
World and Recession and Reorientation. These three scenarios all function as inde-
pendent macro scenarios for the future of eGovernment in 2010. The scenarios take 
their starting point in a conceptualised social context and the possible development of 
eGovernment is described in each scenario.

A Prosperous and Just Europe

The period up to 2010 is characterised by economic and social progress, the world is at 
peace, Moore’s law (which states that the number of transistors per square inch on inte-
grated circuits doubles every 18 months) still applies and it has been possible to make 
economic progress while also limiting negative environmental impact.

Consequences for government: In a generally positive social climate, the public are open 
to Information and Communications Technology and have confidence in the security 
standards and the protection of personal information that the systems offer. The devel-
opment of economic prosperity has by and large eliminated the digital gap and the vast 
majority of the population has, over the Internet, access to a wide range of electronic 
services at home or at public centres. The Internet portals in the eGovernment system 
offer integrated services to the public in relation to their particular situation in life, 
e.g. in connection with birth, marriage, studies, work etc., or to companies in relation 
to certain business events. Individually-adapted services meet the individual needs of 
users and several channels (multi-channel solutions) are used to extend access to pub-
lic services. The work of the authorities is integrated both horizontally and vertically in 
order to improve the service offered to the public and to business and industry.

A Turbulent World

Economic growth has come to a halt with the result that, to a certain extent, both cen-
tral government and the private market have become weaker and have sometimes come 
into conflict with each other. Information technology has, however, developed thanks 
to market forces, but consideration for the environment has had to take a backseat due 
to the failing economy and social conflicts.

Consequences for government: The private sector broadens the field in which eServic-
es are used and to an increasing extent takes over tasks from the public sector. Pub-
lic administration is subjected to cutbacks and various eGovernment projects that are 
designed to improve efficiency, e.g. by increasing access to public information. Howev-
er, the high costs for ensuring the quality of the services entails a financial burden that 
sets clear limits for what is possible, while there is also public concern about the pro-
tection of personal data. The fragmentation of society permeates all areas and affects 
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access to, and the use of, ICT. The digital gap grows and financial limits together with 
a lack of knowledge prevent large segments of the population from using more than the 
simplest eServices. Only a minority has access to more complex transaction services and 
electronic signatures and can thus benefit from the new technology and the services it 
offers.

Recession and Reorientation

There has been a widespread revolt against technology, government and the market 
in favour of decentralisation, consideration for the environment and “deglobalisation”. 
Economic development is not backtracking, but there is no economic growth either.

Consequences for government: The Members States of the EU have managed to consoli-
date their finances and save costs by rationalising the public sector and co-operating 
more closely with the private sector, for example by privatising and outsourcing pub-
lic operations. At the same time, the public feels that government is not sufficiently 
transparent and the IT industry is hit by falling investments in public administration. 
The use of ICT is also hindered by environmental regulations and lifestyle changes, as 
face-to-face meetings are now preferred to electronic communication. Serious scandals 
in which personal data has been abused by both authorities and companies have led 
to a dramatic fall in confidence in eServices and many people avoid using them, espe-
cially advanced services that require eAuthorisation. Even the use of simple eServices 
has fallen markedly. The public turns to organisations that work with issues relating to 
integrity, technology and democracy.

Conclusions for the future of eGovernment

On the basis of the scenarios, the project draws a number of conclusions concerning the 
possibility to establish robust strategies for eGovernment in the future.

• eGovernment must prioritise a service structure that is user and target group-ori-
ented and in which the specific needs of different groups are taken into account. 
The user-friendliness of the services must be optimised.

• eGovernment must offer alternative forms for communication and several chan-
nels for its services. There should be contact points in the community where it is 
possible to use/provide eServices on-line.

• The quality and efficiency of eGovernment and eServices needs to be improved. 
One-stop services and portals are key factors for innovative eServices structured 
on the basis of a user’s situation in life or on business events.

• eGovernment services must be provided in such a way that no one is excluded and 



45

THE FUTURE OF EGOVERNMENT

no social gaps or divisions are created. The services need to be available in several 
languages and attention must be paid to people with special needs.

• It is of central importance to eGovernment that personal data is handled in a 
secure way that inspires public confidence and that the private lives of individual 
citizens as well as confidential business information are protected.

eGovernnment beyond 2005
The scenario exercise “e-Government beyond 2005” that was conducted in the Neth-
erlands in September 2004 with leading representatives of eGovernment systems in 
the Member States of the EU was more instrumental than the work described in the 
PRISMA project above. The focus was clearly on the development of public admin-
istration and co-operation between public administration systems in Europe, and the 
exercise aimed to contribute to new recommendations for eGovernment in Europe. 
Right from the start, a working paper from the European Commission37 highlighted 
three main issues for the future of eGovernment and these also outlined the direction 
the scenarios should take and the boundaries for them.

According to the paper, eGovernment beyond 2005 should be characterised by the sus-
tainable modernisation of public administration entailing a move from the on-line services 
of today to a far-reaching modernisation of administration supported by ICT, organisa-
tional development and greater expertise.

The paper also called for innovative government, with the ability to develop public serv-
ices and administration in order to fully exploit the potential available and enable gov-
ernment to contribute more effectively to economic and social development. Finally, a 
European government perspective should be adopted on the basis of pan-European eGov-
ernment solutions and increased co-operation at the European level.

The objective was to create open and transparent eGovernment that provides servic-
es for all, is effective and gives the tax payers maximum value for their money. The 
Commission’s paper pointed our, however, that the governments of the Member States 
would have to deal with a number of challenges in order to achieve this, for example:

• Demographic changes, including an ageing population, immigration and pan-Eu-
ropean mobility, which will put a strain on national finances and the supply of 
competence.

• An expanded Europe which poses government challenges in the new Member 
States and to cross-border integration, while also offering the new countries the 
opportunity to leapfrog certain stages of development.

37 Working Paper on eGovernment Beyond 2005 – An overview of policy issues. European Commission, 
Information Society Directorate-General, eGovernment Unit, 2004.
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• New ideas on public participation and partnership – “eParticipation” – at the same 
time as the risk of a democratic deficit has never been greater.

• The Lisbon Agenda, which must be realised.

• Expectations concerning European co-operation on policies and programmes for eGov-
ernment, with the aim of producing new specifications, common platforms and 
new services.

• New technology which enables innovative public services and a new division of 
roles between the public and private sectors, at the same time as the market is 
often fragmented and the public sector’s “late adopters” and solutions remain sub-
critical in Europe while the technology is often brought in from the USA.

In the discussion of the scenario exercise, the challenges were addressed at a concrete 
government-policy level in which four key areas crystallised: competencies and roles, 
regional and local self-government/ autonomy, the handling of eIdentities and personal 
data and cost/benefit analyses.

At the European level, three important tasks were emphasised: The prioritisation of 
tasks and who does what, a common set of regulations for the range of services and a 
common structure/architecture for co-operation/collaboration.

Structure of the scenarios

Given the preconditions described above, the seminar based its scenarios for eGovern-
ment beyond 2005 in line with two dimensions, or processes:38 First, the modernisa-
tion process, in which eGovernment is seen as a tool for better government in a broad 
sense, and, secondly, the co-operation and co-ordination process at the regional, national 
and international levels as well as within and between the economic, political and social 
spheres.

A scenario cross was created which indicated three possible lines of development for the 
eEurope of the future (alongside a continuation of eEurope in the form it has today). 
The scenarios are described briefly below, as are the opportunities and risks that the 
seminar participants identified in each scenario.

Dinosaurs

(low level of modernisation, high level of co-operation)

Europe intensifies its co-operation and collaboration, but this is not accompanied by a 

38 Scenario session report. eGovernment beyond 2005. Ministry of Interior and Kingdom Relations, The 
Netherlands, December 9th, 2004
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modernisation of the institutions. The countries’ economic, political and social pow-
er centres increasingly act as a single whole. We see the emergence of large, powerful 
institutions that can survive terrorist attacks and produce great quantities of standard-
ised products and services in an effective way. But are they able to satisfy the increas-
ing demands of the public and will they be open and transparent? Will they be flexible 
enough to respond to the changes in the world around them?

Opportunities and risks: There is a risk that the scenario will lead to a public administra-
tion system that is ineffective, centralised and fragmented. Development is “caught in a 
trap” and the scenario is characterised by lost opportunities and a lack of innovation.

The consequences for society will be a reduction in the quality of life, the loss of demo-
cratic opportunities, conformity and perhaps also repression.

Pockets of Inspiration

(high level of modernisation, low level of co-operation)

Some administrations at the national and regional levels modernise their institutions 
and are open to the demands of the information society. On the other hand, the forms 
for co-operation and collaboration in Europe do not change but remain fragmented and 
largely based on old or temporary networks. Regions and countries compete, and there 
is also competition between the economic, political and social spheres.

Opportunities and risks: In this scenario, there is a risk that the public systems become 
further fragmented resulting in local dominance and a decline in public value. The sce-
nario requires strategic leadership.

There is also a risk that social divisions will increase and that there will be inequitable 
development nationally and in Europe in a system characterised by both innovation and 
stagnation. The scenario paints a picture of “localism”, the breakdown of social struc-
tures and inequality.

Transformed Institutional Infrastructure

(high level of modernisation, high level of co-operation)

Modernisation and co-operation and collaboration develop in parallel. Europe has 
used the Internet, ICT and other technologies as strategic tools to modernise struc-
tures, processes, regulatory frameworks, competence supply and administrative cul-
tures. More effective and efficient government provides greater public value at all levels 
and in all areas of government, but without the creation of an integrated, supranational 
level in Europe.
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Opportunities and risks: The scenario enables strong, community-based and participa-
tory democracy in which political power is controlled. Subsidiarity applies, as well as 
value diversity and social integration. Government trusts the citizens, who increasingly 
feel that they are citizens of Europe. The economy runs smoothly and is flexible and 
competitive.

Government can save money at the same time as the boundaries between authorities 
can be bridged. Seamless government and an improved range of eServices become pos-
sible.

Required changes in perspective

In the working paper39 produced ahead of the scenario, the Commission outlines the 
changes in perspective that are required to proceed towards “innovative eGovernment”:

• The pressure on public administration is so great that improving existing routines 
with the help of ICT alone is not enough; progress also requires more innovative 
approaches. Examples of external factors that exert pressure on public adminis-
tration are the ageing population, the democratic deficit, global competition and 
convergence within the EU.

• The division between the private and public sectors needs to be readdressed in 
order to develop innovative services.

• Relations between government and the public need to be reviewed in order to 
meet the needs of the public in a more effective and more transparent way and to 
ensure compliance with the rights and obligations of the public and government.

• The concepts of eParticipation and eGovernment must comprise a dialogue with 
the citizens that promotes community building – especially at the local level.

• The organisation of public administration needs to be readdressed as network 
administration over the Internet is qualitatively different to Weber’s rational bu-
reaucracy model.

• Public eGovernment should be used as an important cultural, symbolic and eco-
nomic resource in an active partnership with the private sector.

• Public services cannot be taken for granted - careful thought is required in con-
nection with the introduction of new services as well as the scrapping of old serv-
ices. Other aspects of eGovernment must also be taken into account, such as the 
fight against fraud and cybercrime and security and confidence issues.

39 Working Paper on eGovernment Beyond 2005 – An overview of policy issues. European Commission, 
Information Society Directorate-General, eGovernment Unit, 2004
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• We must look beyond the designation “e-” and use both ICT-based and non ICT-
based innovations in public administration.

• Innovations must be driven by user-oriented solutions, and citizens and compa-
nies must participate in the development of public administration’s eServices.

The working paper also takes up what is required to ensure the sustainable modernisation 
of public administration:

• Interoperability, e.g. services in several channels – multi-channel delivery.

• Identification and verification (authentication). Trust and confidence are decisive 
factors for eGovernment and eServices must be available in a secure way.

• Politicians and the managements of public administration systems must support 
organisational changes in order to overcome resistance to change.

• Competence development. The change from paper-based to knowledge-based 
administration entails changes in working methods, collaboration procedures and 
routines.

• Legislation and regulatory frameworks. eGovernment can help to automate parts 
of the administration process, but will not in itself reduce the complexity of ad-
ministration.

• The measurement of public value and the users’ understanding of eGovernment 
and eServices.

• Sustainable investments. There is a risk that eGovernment will be inadequately 
funded in the long term.

eGovernment in the EU in the Next Decade
The seminar on eGovernment in the EU in the next decade that was held in March 
2004 with invited experts from the Member States and on behalf of the EU’s Joint 
Research Centre addressed trends in society, technological development and eGovern-
ment that affect the development of government in Europe. This was not, therefore, a 
case of working with regular scenarios for the future, the seminar instead focused on 
driving forces for changes in the field of government and the demand for eServices. A 
vision of the possible form and structure of European eGovernment in 2010 was pre-
sented.

The seminar dealt with the three dimensions of eGovernment: “Government to Gov-
ernment” (G2G), which here includes the local, regional, national and European levels, 
“Government to Citizen” (G2C) and “Government to Business” (G2B).
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Trends and vision

Initially, it was noted that the prevailing view of ICT in an eGovernment context focus-
es on increasing the quality and efficiency of public services. This is achieved either by 
providing existing services using less expensive ICT-based distribution channels or by 
adding “e functions” to existing services.

However, several trends in Europe indicate that this strategy should be reconsidered. 
Over the next few decades, the EU will undergo social and economic changes in the form 
of increased cultural and religious diversity, an ageing population and changing pat-
terns in the way we live, work and communicate that will require new public services 
and new, innovative ways of providing existing services.

Technological advances in the field of ICT in the form of a “miniaturised” and increas-
ingly mobile technology indicate that eGovernment in the future will be part of an 
Ambient Intelligence Environment (AmI) in which the technology is constantly and 
ubiquitously present and available to people in their roles as citizens, customers and 
professionals. This not only requires user-oriented applications, it also raises new ques-
tions concerning supervision, the handling of personal identities and where the border-
line between public and private should be drawn.

To date, the discussion has focused on public services for citizens and companies, but 
these constitute only a part of the potential of eGovernment. The possibility to use 
eGovernment tools to strengthen democracy by increasing the participation of citizens and 
companies in the public decision-making process is expected to attract increasing atten-
tion in the coming decades.

The vision adopted by the seminar participants places eGovernment at the centre of the 
modernisation of public administration, where the technology is used as a strategic tool 
to reform structures, processes, regulations, competence and cultures with the aim of 
improving administration and, ultimately, increasing public value.

In order to realise this vision, attention must be paid to a number of key areas. These 
include the increasing importance of knowledge management within public administra-
tion and the democratic process. Processes must become more open to participation 
and government must work more in networks. Government must also become better at 
understanding and satisfying the needs of citizens and companies so that these will become 
motivated users of eServices.

The need to include a growing number of players – private, public and voluntary organisa-
tions – in the service chain and establish stronger, more innovative and long-term col-
laborations is increasing. Networks and partnerships between players will play an increas-
ingly important role in the provision and use of eServices and in the democratic process.



51

THE FUTURE OF EGOVERNMENT

Challenges to the implementation of eGovernment

Given this background, the seminar identified a number of important political, soci-
oeconomic and technical challenges to the implementation of eGovernment, some of 
which are well-known and documented while others require further study. The politi-
cal, strategic, structural and social challenges highlighted by the seminar participants 
are highly relevant to an ongoing scenario discussion.

Political and strategic challenges

• Politicians are reluctant to tackle fundamental changes and they tend instead to 
digitalise existing structures and services.

• The players have different interests regarding the transparency of government, 
personal integrity and the protection of personal data.

• The players have different interests regarding eDemocracy in terms of participat-
ing or representative democracy.

• There are different interests and priorities at the national and local levels.

• There is a conflict between short-term interests, governed by political terms of 
office, and long-term planning to change structures, processes and cultures in 
public administration.

• There are budget-related obstacles and demands for cost savings and cost-benefit 
calculations.

• There is a lack of knowledge on how eGovernment can contribute to the develop-
ment of knowledge, innovation and economic competitiveness in society.

Structural challenges

• Power relations in public administration make it difficult to handle various ad-
ministrative cultures, structures and strategies.

• Consideration must be paid to established organisational structures, processes, 
know-how, notions and cultures and to a general resistance to change.

• There is a need in the public administration system to develop knowledge at both 
the organisational and individual levels.

• Confidence, collaboration and co-operation must be developed across administra-
tive boundaries and between players.

• Public Private Partnerships need to be tested and reviewed and public and private 
tasks and interests balanced.
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Social challenges

• The diversity of needs among the users must be understood and managed, as well 
as the user-friendliness of the services, the individualisation of services and access 
to channels.

• Tools and mechanisms will be needed to achieve and measure public value and 
satisfied customers.

• The digital gap must be bridged so that all citizens and companies are included 
in eGovernment.

• There is a need for a secure infrastructure and for the protection of private infor-
mation in relation to all the players and stakeholders involved, as well as for trust 
and confidence in eGovernment on the part of the public.

Government in 2020: Taking the Long View
In scenarios produced in 2005,40 the Gartner Group showed how the public adminis-
tration of the future will be affected by two driving forces that they chose to use as var-
iables in a scenario cross.

The first variable, the degree of government intervention in the economy, concerns the 
extent to which governments are players in their national economies and covers eve-
rything from the simple regulation of services in the financial, communication, educa-
tion and healthcare fields, or the public funding of such services, to also playing a role 
as a direct provider of these services. The variable shows to what extent the citizens are 
dependent on government in accessing a variety of social services.

The second variable concerns citizen attitude to privacy and surveillance and ranges from 
situations in which citizens accept that government has free access to their personal 
information to those where there is a restrictive attitude to the authorities having access 
to private information.

Scenarios

The scenario cross made up of Gartner’s two driving forces/variables gives the follow-
ing conceivable scenarios:

Status Quo Development (restrictive attitude to personal information and surveillance + 
low degree of public intervention in the economy), in which government does not play 
a particularly active role in the economy and the citizens enjoy the legal protection of 

40 Government in 2020: Taking the Long View. Andrea Di Malo, Gregg Kreizman, Richard G. Harris, 
Bill Rust, Rishi Sood. Gartner Industry Research, December 2005
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their private information. Government is responsible for overall regulation, gives the 
market room to manoeuvre and enforces laws that protect personal integrity. Many 
Western countries have this system today.

Good Big Brother (permissive attitude to personal information and surveillance + high 
degree of public intervention in the economy). Government is heavily involved in the 
economy and keeps a close watch on the private lives of its citizens. Government plays 
the role of a benevolent and reliable service provider, while the citizens accept a greater 
degree of intrusion into their private lives in exchange for prosperity and security. Sin-
gapore is an example.

Governing Phantoms (restrictive attitude to personal information and surveillance + 
high degree of public intervention in the economy). This scenario describes a strong 
and enlightened central government and citizens that accept government intervention 
in the economy but who are wary of government in the private sphere and zealously 
protect their rights and privacy. Several countries in continental Europe have systems 
like this today.

Free-Enterprise Government (permissive attitude to personal information and surveil-
lance + low degree of public intervention in the economy). This is a scenario in which 
the citizens give government a lot of room for manoeuvre to handle personal infor-
mation to improve or facilitate social services. Government maintains a light touch on 
business and the economy and supports the free market. The Scandinavian countries 
are examples of this system.

Impact on government and eServices

The four scenarios affect the development of government and the way that new tech-
nology is used for, for example, eServices and surveillance in different ways. Below, we 
examine several aspect of government and compare development trends in the four sce-
narios.

Basic social services. With the exception of the “Good Big Brother” scenario, government 
eServices are not provided from a common contact point. Instead, the various players 
are responsible for their own services which are therefore likely to be fragmented. In 
“Governing Phantoms”, the protection of personal privacy prevents the development of 
one-stop-shop solutions.

The extent of government. In all of the scenarios except “Governing Phantoms”, the scope 
and extent of government shrinks by 2020. This is logical in the two scenarios where 
government control of the economy and the range of services is limited, but even in the 
“Good Big Brother” scenario social services are consolidated and there is a reduction in 
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responsibilities and tasks at the local level, and while central government shrinks too it 
also becomes more active.

Distribution of responsibilities and resources. Significant changes are foreseen between 
the different levels of government. In the “Free-Enterprise Government” and “Status 
Quo Development” scenarios, the role of local government declines in importance as 
most social services are run by other players acting as intermediaries. In the “Good 
Big Brother” and “Governing Phantoms” scenarios, planning and control of economic 
development takes place at the national level and is less of a regional and local task.

Data and intelligence gathering plays an important role in all the scenarios. In “Govern-
ing Phantoms” it is decisive in the effort to identify trends and to discover illegal activi-
ties in a system in which the ambition of the public is to remain as anonymous as pos-
sible. In “Good Big Brother”, the same techniques are used to support the measurement 
and analysis of the public demand for services. In the remaining two scenarios, the 
techniques are used to support macroeconomic analyses when government increasingly 
limits itself to a planning and regulatory role.

The consolidation of government and integrated services (“shared services”) as a support for 
integration and efficiency, and the increasing dependence on external service providers, 
characterises all the scenarios.

The concept of a single system government controlled authorisation management loses 
ground, either because of personal privacy considerations or because external players 
take on a predominant role as service providers. It is only in the “Good Big Brother” 
scenario that a positive trend for this concept is indicated.

The Advent of Digital Government
In a paper presented in September 2000, “The Advent of Digital Government: Public 
Bureaucracies and the State in the Internet Age”41, the British researchers Patrick Dun-
leavy and Helen Margetts describe how the major impact of New Public Management 
(NPM), which during the 1980s and 1990s led to extensive changes in the organisation 
and methodology of public administration systems in many liberal democracies (Anglo-
Saxon), is now at an end. NPM is being replaced by Web-enabled Government, which 
according to the authors will be a decisive factor for change in public administration in 
the industrialised countries over the next 10 years at least (2010).

The authors believe that public administration is facing four alternative paths of devel-

41 The Advent of Digital Government: Public Bureaucracies and the State in the Internet Age. Patrick 
Dunleavy, London School of Economics, and Helen Margetts, University College London. Paper to 
the Annual Conference of the American Political Science Association, 4 September 2000.
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opment, or scenarios, that will be determined partly be the speed at which administra-
tion changes and partly be the role that the use of the Web is expected to play.

While bearing in mind that much has happened in the development of actual eGovern-
ment, and in the development of theory in the field, since 2000 – including of course 
the publication of Jane E. Fountain’s pioneering work on eGovernment in 2001 – the 
paper paints a good picture of the change process that takes place when an old para-
digm is replaced by a new one.

The authors use a modified scenario cross in which one axis represents the pace of 
change from rapid and radical change to slow and only partial change. The other axis 
describes how the use of the Web changes government either by strengthening the 
NPM structure, replacing NPM and creating a new, clear management pattern, or by 
falling between these two stools in a situation where the use of Web makes inroads in 
some areas while NPM survives in others.

This generates four possible scenarios (the remaining two being assessed as unlikely).

Digital NPM

(the use of the Web reinforces NPM + rapid and radical change)

The Digital NPM scenario occurs if the rapid development of the Internet and Web-
enabled public services lead to a dramatic transfer of demand from physical services to 
eServices, resulting in cost savings for standardised public services and major staff cuts 
at the authorities.

The Digital State

(the use of the Web replaces NPM + rapid and radical change)

The Digital State replaces or supersedes Web-enabled NPM as the predominant pub-
lic administration paradigm. The challenges that the use of the Web poses to public 
administration boost the forces that undermine or wish to change the direction of pre-
vious NPM reforms.

Whereas NPM highlighted independent organisations that handled public services 
under their own financial responsibility and with minimal contacts with other authori-
ties, the Web acts as a force for integration in public administration. The Internet and 
network communication are now the strongest driving forces for the development of 
“ joined-up government” and a holistic view of the acquisition and utilisation of data.
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Policy Mess

(the use of the Web cuts right across NPM + slow and partial change)

A policy mess, in which both paradigms are mixed, occurs if the transformation of 
public administration is not supported, or if the prevailing administrative culture from 
the NPM era or previous conventional, hierarchical structures breaks down, dampens, 
decelerates or distorts the effort to develop Web-enabled Government. Web develop-
ment in the public sector will then be much slower than in the private sector and in 
society at large. Web development would also be implemented in a cack-handed man-
ner in the public sector which would increase complexity and thus the difficulties expe-
rienced by the public when trying to use Web applications.

State Residualisation

(the use of the Web reinforces NPM + slow and partial change)

The State Residualisation scenario, in which the older paradigm lives on, occurs if gov-
ernment fails to adapt to the Internet and the network society. In this scenario, there is 
a risk that public administration will be marginalised in modern society. It will become 
less accessible and more remote from large parts of business and industry and the pros-
perous citizens that live in the Web economy. Public administration will be equated 
with primitive organisational methods and expensive administrative technologies.

Transformational Government
In November 2005, the British Cabinet Office presented its strategy for developing 
government in Britain by using new technology.42 The UK has been at the forefront 
of several reforms of public administration, for example by implementing New Public 
Management, which was referred to in the example above. It may therefore be worth-
while to briefly review the route that public administration in Britain has taken towards 
the realisation of “ joined-up government”.

The Cabinet Office notes initially that new technology can play a primary role in solv-
ing the three main challenges that globalisation poses to modern governments: eco-
nomic productivity, social justice and the reform of public services.

The challenge is not only to use IT in a better way in existing services but also to use IT 
in a different way to support the next phase in the development of public services, i.e. 
to create services that are more co-ordinated, more personal, more efficient and more 
effective in achieving the targets set.

42 Transformational Government Enabled by Technology, Cabinet Office, November 2005.
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The strategy proposed requires three key changes in public administration:

• Citizen and Business Centred Services. The services provided using IT must be 
designed on the basis of the needs of citizens and companies, not on those of the 
service provider, and they must be provided over modern, co-ordinated channels.

• Shared Services Culture. Public administration must move towards an integrated 
services culture (shared services) in terms of the users, its own organisation, the 
content of the information provided and the infrastructure.

• Professionalism. Public administration must broaden and increase its expertise 
with regard to the planning and provision of services and organisational matters, 
as well as to knowledge about, and the management of, the changes enabled by 
IT.

Around the Clock
In Sweden, the 24/7 Agency Delegation was formerly tasked with driving the devel-
opment towards eGovernment. This task has now been taken over by the Swedish 
Administrative Development Agency – Verva. In a brochure presented in 2005, “Dyg-
net runt – utmaningar för den offentliga sektorn”43 (Around the Clock – Challenges 
for the Public Sector) the Delegation highlighted a number of external challenges that 
affect the public sector and the development of eServices and a modern public adminis-
tration system:

• The average age of the population is increasing, which in turn is increasing the 
need for care and healthcare. A growing number of older people will also have to 
be supported by a declining working population.

• The fact that a significant proportion of the working population will retire over 
the next few years may lead to a significant loss of know-how and expertise. This 
will require rationalisation and renewal in the public sector.

• The increasing number of inhabitants with a foreign background constitutes a 
resource that must be used to the full in the public sector.

• The population is declining in large parts of the country, which requires greater 
co-operation between the State, the municipalities and the private sector in order 
to maintain basic public services in sparsely-populated areas.

• Electoral turnouts and involvement through traditional political channels are 
declining at the same time as public interest in social and political issues remains 
high. There is a need to capture this interest by opening channels that increase 

43 Dygnet runt. 24-timmarsdelegationen om utveckling av offentliga e-tjänster. Brochure 2005.
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transparency and pave the way to participation in political decision-making proc-
esses.

• The extension and development of co-operation within the EU require innova-
tive solutions that give all citizens and companies in Europe equal opportunities 
to acquire information and use services within the Community.

• Swedish companies work to a great extent on an international market in the 
face of fierce competition. Electronic services that can promote competitiveness 
should therefore be used to the full.

VISAM – Towards Modern and Consolidated Public Administration
In the VISAM project,44 seven Swedish authorities worked together to develop, test 
and establish common channels for the “interface” between public administration and 
citizens and companies. The authorities thus tackled one of the main issues facing the 
development of public administration, i.e. the issue of co-ordination versus fragmenta-
tion that recurs in various forms in the scenarios presented above. The project presented 
its final report in 2005.

Driving forces

The work conducted in the VISAM project was founded on the strategic preconditions 
for the development of public administration in Sweden highlighted by the enquiry on 
local government responsibilities in its paper “Nya förutsättningar för välfärds- och 
tillväxtpolitiken” (New Conditions for Welfare and Growth Policy) (SOU 2003:123). 
These included globalisation, European co-operation, IT, demographic trends and 
changes in lifestyles and attitudes. The development of co-operation between authori-
ties in their contacts with citizens and companies should be viewed in this light. Two 
driving forces were identified as being of particular importance.

The first of these driving forces was the demand for government to become more client 
or citizen-oriented. Public administration systems must apply the perspective of private 
individuals or companies to their operations.

The second driving force was the demand to become more cost-effective. In the future, a 
declining labour force will have to support a growing non-working population. It will 
not be cost-effective, and perhaps not even possible, for every authority to independent-
ly provide all the functions required to offer a range of services that will satisfy public 
demand.

44 Mot en modern och sammanhållen förvaltning – Dilemman och strategiska vägval i förvaltningspoli-
tiken. VISAM, 2005.
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Together, these two driving forces will push development towards an increasing degree 
of co-operation between government organisations. In the future, government must be 
able to handle needs and demands that cannot be satisfied or managed within one and 
the same organisational unit. Increased horizontal collaboration, with a focus on operational 
flows/processes will lie at the core of this development.

In order to increase the benefit and value provided to citizens and companies while also 
increasing the efficiency of the authorities, partly new ways of organising public admin-
istration will be required. VISAM identified three alternative courses of action for the 
continued development of cohesive public administration:

Voluntary co-operation between authorities. Co-operation on the provision of services will 
continue along the same lines as in the joint trials and projects conducted by the author-
ities today. Some changes will, however, be required in the way the authorities steer and 
manage the various projects.

Network-based public administration. This alternative entails the development of hor-
izontal relations within and between operations and that independent administrative 
units rely on functions provided by other units. The workings of public administration 
will still be developed within the framework of the prevailing formal organisational 
structures.

Consolidated service authority. In this alternative, those parts of the authorities respon-
sible for contacts with the public and companies will be detached and then brought 
together to form a joint service authority. The idea is that contact with the public has 
unique characteristics and requires expertise that is best developed in a separate organi-
sational environment.

VINNOVA’s Scenarios 2013
The alternative courses of action in VISAM partly coincide with the conceivable forms 
for the organisation of eGovernment that VINNOVA presented in 2003 in its analysis 
of the innovation system “e-tjänster i offentlig verksamhet”45 (eServices in the Public 
Sector). The scenarios, or visions, describe varying degrees of co-ordination for eServ-
ices and a scenario in which an increasing number of services are farmed out to private 
and other public players. There are both and conflicts and overlaps between the five 
scenarios.

The eService Model is a scenario in which the citizens are in control in that their search 

45 VINNOVA, TO E-tjänster i offentlig verksamhet: Analyser av innovationssystemet 2003. Version 5. 
2003-12-18
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for information is their process and not the producers. In other words, public officials 
should not act as intermediaries or gatekeepers for information and services but instead 
support individual citizens who can themselves access and use the services.

The Network Administration scenario entails autonomous public organisations with their 
own areas of responsibility that collaborate on the basis of their own voluntary choices. 
Cohesion is ensured in that the respective organisations not only consider their particu-
lar areas of responsibility but also take a holistic view of public administration and their 
part in it. For example, the needs of the public are met by co-ordinating interfaces for 
services in the form of a standard.

The User Entrance scenario is one in which the users, e.g. the public, companies and 
foreign users, have an adapted common entrance to the full range of public operations. 
Users are met by information and services that are arranged in a uniform way and the 
underlying technology is adapted to support this. A user-centred view of reality has 
replaced the producer-centred view. One consequence of this is that users do not notice 
and do not need to know which organisation is actually in charge of handling the item 
of business concerned – “it just works”. It is also of no interest to the users to know 
which authority or authorities are involved. One example of this line of development is 
Canada’s Government on Line, GoL.

The Information Hub scenario entails certain aspects of public administration being tak-
en over by a new organisation. The work previously performed by the public when con-
tacting various authorities and providing information in the form of documentation to 
the authority responsible for dealing with the matter concerned has now been taken 
over by the producer. This change has been necessary in order to ensure that operations 
are based on the needs of the public and not on the needs of the operations themselves. 
As it would be untenable to maintain a network of organisations that would have to 
continually communicate back and forth, a central database has been created and is run 
by a new organisation. The information in this database is arranged in a uniform way 
and is accessible to all authorised public organisations. Development similar to this is 
underway in Denmark.

Outsourcing is used by an increasing number of public organisations that get help from 
private or other public organisations to do some of their work. Examples include the 
scanning of documents or call centres.
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Driving forces and impact

In the section above, we have conducted an inventory of regular scenarios for the future 
of eGovernment as well as of scenarios that are more in the nature of visions or action 
programmes.

A feature shared by both scenarios and visions is that they have something to say about 
the driving forces in the social, governmental and technological fields that affect and 
change public administration in a certain direction. The material contains both con-
ceivable futures created using scenario techniques and desired or politically-formulated 
futures.

Discussion
A number of common themes recur in the scenarios and visions. These relate to soci-
ety, the economy and values, as well as to the development of public administration 
and Information and Communication Technology. For the sake of clarity, we choose to 
group these observations as follows: 1) scenario dimensions, 2) driving forces and chal-
lenges, 3) portrayals of society and public administration, and 4) impact on the future 
of eGovernment.

Scenario dimensions

A natural dimension in the design of scenarios is the very general concept of social 
development, or more specifically economic, social or political development. What will the 
future be like if there is growth, stagnation or recession? This dimension is included as 
an independent variable in “Scenarios of eGovernment in 2010”, where it leads to vari-
ous possible futures: A Prosperous and Just Europe, A Turbulent World and Recession 
and Reorientation. This variable is also implicit in several of the scenarios that have a 
stronger focus on public administration.

Another dimension that is incorporated in social development in “Scenarios of eGov-
ernment in 2010” is the extent to which society is characterised by integration or frag-
mentation. In the scenario A Prosperous and Just Europe, society is more highly inte-
grated than in the conflict-filled scenario A Turbulent World and the decentralised sce-
nario Recession and Reorientation.

The dimensions public–private sector, state–business and state–citizen constitute inde-
pendent variables in several scenarios. In “Scenarios of eGovernment in 2010”, the con-
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frontation or balance in the relation between government and the private sector leads 
to different trends in the development of public administration. “Government in 2020” 
works with a scenario cross in which one of the variables is the degree of government 
intervention in the economy, which may be high or low depending on whether govern-
ment itself is responsible for finance, communication, education and healthcare services 
or governs by means of the overriding regulation of the market.

A specific feature of “Scenarios of eGovernment in 2010” is the dimension the degree 
of public support for environmental sustainability, where strong support characterises the 
scenario Recession and Reorientation. Sustainability also plays a part in “eGovernment 
beyond 2005”, but in the sense of the sustainable modernisation of public administration or 
robust government. The conclusion of “Scenarios of eGovernment in 2010” also speaks 
about “robust strategies for the eGovernment of the future”.

In “Government in 2020”, one of the variables in the scenario cross is citizen attitude to 
privacy and surveillance on a scale from high to low acceptance. This variable gives the 
scenarios a slightly different approach than the other scenarios studied.

Several of the scenarios and visions work with dimensions that are specifically linked 
to the development of government towards an increasing degree of eGovernment and 
eServices: How rapid is the change and how radical is it?

“The Advent of Digital Government” incorporates the rate of change and the degree of 
change in the same dimension, from slow and only partial change to rapid and radical 
change, when describing the transition from New Public Management (NPM) to Web-
enabled government. The scenario then adds a dimension that expresses the extent to 
which the use of the Web, or eGovernment, reinforces, replaces or is mixed with the older 
government paradigm (NPM).

“Scenarios of eGovernment in 2010” also includes a variable that more specifically 
describes the rate of development of ICT, from a dynamic to a declining rate of develop-
ment, where the dynamic option has a major and comprehensive impact in A Prosper-
ous and Just Europe but only affects a minority in A Turbulent World. In Recession 
and Reorientation development is in decline.

The scenario, or rather the vision, “eGovernment beyond 2005” uses the two dimen-
sions modernisation process and co-operation and coordination process to describe potential 
models for public administration in the future. The move towards the coordination and 
integration of the different parts of the public administration system is also outlined in 
VISAM and VINNOVA’s Scenarios 2013.
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Driving forces and challenges

In the scenarios, the driving forces for the development of eGovernment are often 
implicit in, or coincide with, the dimensions used as independent variables. In the 
visions and portrayals of the future, on the other hand, the most important driving 
forces or challenges along the path towards eGovernment and a greater ranger of eServ-
ices are often identified.

Even before the scenario exercise “eGovernment beyond 2005” was conducted, the type 
of eGovernment desired for Europe was outlined. This should be characterised by sus-
tainable modernisation by moving from today’s on-line services to further modernisation 
with the help of ICT. Government should also be innovative, with the ability to devel-
op services and public administration and contribute to economic and social develop-
ment. Finally, the perspective should be European, with pan-European eGovernment solu-
tions and increased co-operation at the European level.

Important driving forces mentioned in “eGovernment beyond 2005” include the ongoing 
demographic changes in Europe, comprising ageing populations, immigration and cross-
border mobility, and the challenge that the expansion of the EU by the inclusion of new 
Member States will pose to governments. A third driving force is new ideas on public 
participation and partnership, while it is also noted that there is a democratic deficit in 
Europe. Finally, new technology that will enable innovative public services and a new divi-
sion of roles between the public and private sector is under development.

The seminar on “eGovernment in the EU in the Next Decade” highlighted a number 
of trends that affect strategies for eGovernment in Europe, such as increased cultural 
and religious diversity and an ageing population, but also changes in lifestyle and patterns of 
work and consumption.

In the ICT field, the seminar identified several technological advances that will par-
ticularly drive changes in public administration, including miniaturisation and mobile 
solutions that will make eServices constantly and ubiquitously available and user-oriented 
applications. However, the seminar also raised questions about surveillance and privacy 
and noted a trend towards increased participation on the part of citizens and companies in 
the public decision-making process.

The Swedish VISAM project adopted a purely public-administration perspective and 
condensed the demands, or driving forces, to becoming more client or citizen oriented 
and more cost-effective.

On the other hand, the British action programme for the development of public admin-
istration at the national level adopted a macro perspective and referred to globalisation 
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and the demands this places on modern government, namely economic productivity, social 
justice and the reform of public services.

Finally, in “Around the Clock”, the Swedish 24/7 Agency Delegation identified a 
number of challenges to be faced by public administration, most of which have been 
mentioned above. In addition to these, however, the delegation also highlighted the 
need for the public sector to provide basic public services in sparsely-populated areas and 
the problem of declining electoral turnouts and involvement in traditional political channels.

Portrayals of society and public administration

The images of society and public administration in the future that emerge in the scenar-
ios are of course dependent on the dimensions chosen as independent variables. Of the 
actual scenarios studied, it is only “Scenarios of eGovernment in 2010” that attempts to 
portray alternative conceivable futures for both society and public administration.

This includes, for example, the optimistic development scenario A Prosperous and Just 
Europe, which comprises social and economic development and an integrated society 
that has also managed to restrict the impact on the environment. This society provides 
scope for the rapid, radical and equitable development of eServices and the integration 
of eGovernment both horizontally and vertically.

In contrast to this development ideal we have A Turbulent World, which posits sluggish 
economic development and a market that develops on its own terms and sometimes 
comes into conflict with society. Consideration for the environment has to take a back 
seat and social divisions increase. There are cutbacks in public administration and IT 
and eServices are taken over by the private sector and are fragmented. The digital gap 
grows and the more advanced eServices that are developed are used primarily by the 
more well-off sectors of society.

The Recession and Reorientation scenario is the antithesis of optimistic development in 
that people have revolted against the new technology and prefer the decentralisation of 
public administration and services, value the environment highly and become insular as 
a reaction to globalisation. The development of Information Technology is limited as is 
confidence in, and the use of, eServices.

In “eGovernment beyond 2005” we see a similar pattern with a positive development 
scenario, a more divided scenario comprising both development and stagnation and a 
conservative scenario. The focus in these portrayals of the future is on the structure of 
public administration.

In the positive development scenario “Transformed Institutional Infrastructure”, which 
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is characterised by modernisation and co-operation, the full potential of Information 
Technology is used to give the public the greatest possible value at all levels and in all 
areas of government.

In the divided scenario “Pockets of Inspiration” we see the modernisation of some 
authorities at the national and regional levels, while others fall behind and cling to old 
patterns of administration. We are presented with a fragmented image of Europe where 
there is competition between different geographical areas but also between the eco-
nomic, political and social spheres.

In the conservative scenario “Dinosaurs”, co-operation in Europe and between institu-
tions increases, but this is not accompanied by a modernisation of the institutions. We 
see the emergence of large, powerful institutions that provide standardised services, but 
they are resistant to change and lack transparency and flexibility.

The paper “The Advent of Digital Government”, which specifically studies the poten-
tial for a paradigm shift in the UK from New Public Management (NPM) to Web-
enabled government, shares many of the main features of the scenarios in “Government 
beyond 2005” above. Here, The Digital State is the optimistic development scenario in 
which Web-enabled government, following a process of rapid and radical change, sim-
ply replaces the previous model for public administration. It is envisaged that this will 
eventually lead to the joined-up government that is also presented in the British devel-
opment strategy in “Transformational Government”.

In the Digital NPM scenario, Web-enabled government instead reinforces NPM. This 
is also a positive development scenario with a dramatic transfer of demand from physi-
cal services to eServices, but the decentralised government structure that is so typical of 
NPM is retained, or rather reinforced.

There are two dystopias in “The Advent of Digital Government”. The first is the Policy 
Mess scenario, in which the two government paradigms work in parallel and under-
mine each other, with the result that the public sector is left behind by the private sec-
tor in terms of development, although the private sector is still unable to offer the citi-
zens a cohesive range of services. The second is State Residualisation, in which the old 
government paradigm lives on and public administration is marginalised, becomes less 
accessible and “abandoned” by large parts of the business community and the prosper-
ous citizens that live in the Web economy.

Conclusions for the future of eGovernment

So, what potential lines of development for eGovernment in the future can we discern 
in the studied scenarios and visions? In part 1, in the section “Development Models for 
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eGovernment”, there is a development cycle (Gartner Group) for Internet-based eServ-
ices that ranges from “Presence” on the Web and “Interaction” and “Transaction” over 
the Web to the fundamental “Transformation” and renewal of public administration and 
public services. The work done in Sweden by the VISAM authorities and in the produc-
tion of VINNOVA’s scenarios for 2013 has resulted in models for eGovernment in the 
future that in principle follow the development stages for eGovernment and eServices 
outlined in Gartner’s development model, but add the dimension of collaboration and 
coordination between the different parts of the public administration system.

VISAM identifies three stages for the development of cohesive administration, from 
the voluntary co-operation between the authorities that already takes place in various trials 
today and network-based administration in which horizontal relations between institu-
tions and authorities are developed and those involved rely on each others’ functions, to 
the consolidated service authority, in which those parts of the authorities that have con-
tacts with citizens and companies are transferred to a joint service authority in its own 
organisational environment.

VINNOVA’s e-scenarios for 2013 also include network-based administration and 
a consolidated service authority, here referred to as the information hub. In a develop-
ment stage between these two, VINNOVA also envisages a user entrance, with a com-
mon portal for the entire public administration system. One example of such a portal 
is Canada’s “Government On-Line”, which is managed by a Chief Information Officer. 
VINNOVA also takes up outsourcing as a special administration scenario in which an 
increasing number of public authorities and institutions farm out some of their opera-
tions and services to private and other public organisations, i.e. they collaborate or work 
in partnership with external players to provide public eServices.

Similar development hierarchies recur in various forms in several of the scenarios stud-
ied and are based partly on a user-oriented eService structure that focuses on the needs 
of citizens and companies (such as lifestyle and trading portals), and partly on the need 
to consolidate the range of public eServices, not least for cost reasons. It is not only the 
front office that should show one face to the clients, routines and organisational patterns 
in the back-channels also need to be coordinated and become more efficient.

Below, we identify some of the factors addressed in the other scenarios and visions stud-
ied that may be of importance when working with scenarios in the future and that can 
be used as a checklist for the impact of various driving forces on public administration.

“eGovernment in the EU in the Next Decade” envisages a situation in which eGovern-
ment is at the centre of the modernisation of public administration and ICT is used as 
a strategic tool to reform structures, processes, regulations, competence and cultures. 
Four key areas in this development of public administration are identified:
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• Knowledge management in public administration and in the democratic process 
with open processes and work in networks. (A knowledge-based eGovernment)

• Government’s ability to understand and satisfy the needs of citizens and companies. 
(A user-centric eGovernment)

• The need to include a growing number of players (private, public and organisations) 
in the service chain and establish long-term and innovative collaborations. (A dis-
tributed eGovernment)

• Networks and partnerships between players, which will become increasingly im-
portant in the provision and use of eServices and in the democratic process. (A 
networked eGovernment)

“Scenarios of eGovernment in 2010” mentions a set of factors that are important for the 
development of a robust eGovernment system in the future:

• Client and target group-oriented eServices.

• Public services are offered over several channels – “multi channel delivery”.

• The quality of eServices and the efficiency of eGovernment.

• The digital gap must be bridged and all sections of the population included in the 
eSociety.

• The security of eServices, protection of privacy and trust and confidence in eGovern-
ment.

The British strategy for public administration presented in “Transformational Govern-
ment” highlights three key changes that are required to achieve consolidated govern-
ment:

• Citizen and business-centred services that are provided over modern co-ordinated 
channels – “multi channel delivery”.

• A shared services culture in terms of contacts with the clients, the content of the 
services, the organisation itself and the infrastructure.

• Professionalism (knowledge and expertise) in the public administration system.

“eGovernment beyond 2005” highlights four key areas that should be taken into 
account in the ongoing development of eGovernment:

• Competencies and roles in public administration – who does what and when?

• How is regional and local self-government/autonomy handled?

• How are eIdentities and personal data handled in eServices?

• The costs must be analysed in cost-benefit analyses.

The arguments presented by the authorities involved in the VISAM project are similar, 
although the focus is more on technical administrative solutions that above all empha-
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sise increased horizontal collaboration between authorities and the adaptation of opera-
tional flows and processes to consolidated eGovernment.

Finally, the scenarios in “Government in 2020” differ from the other scenarios in that 
they focus partly on surveillance and the protection of privacy and partly on govern-
ment intervention in the economy. The study raises a number of important questions 
that will affect the design and tasks of public administration in the future:

• Is the provision of basic social services distributed between several players or consoli-
dated at a common contact point?

• How extensive is public administration and how large a proportion of public services 
does it provide?

• How are responsibilities and resources divided between the different levels of the sys-
tem – centrally, regionally and locally?

• What role does the gathering of personal information and surveillance play in the 
operations of public authorities and institutions? Is there a move towards a single 
system for government-controlled identity management?

• To what extent are the authorities co-ordinated and the services integrated?
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Appendix:

Table of scenarios and visions
Table of studied scenarios and visions

(The Future of eGovernment. Scenarios 2016)

Dimensions Driving forces/
challenges

Society Government Conclusions,  
eGovernment

Scenarios of eGovernment in 2010 and implications for strategy design
Economy and soci-
ety
Growth/integra-
tion-stagnation-
recession
Government
Confrontation gov-
ernment-private
Balance govern-
ment-private
Weakened central 
government/ 
decentralisation
Information Tech-
nology
Dynamic develop-
ment
Declining develop-
ment
Attitude to envi-
ronmental sustain-
ability
Strong support
Weak support

A Prosperous and 
Just Europe, with 
economic and 
social progress 
and restricted 
environmental 
impact
A Turbulent World, 
sluggish growth, 
conflict gov-
ernment–mar-
ket, technology is 
developed thanks 
to market forces
Recession and 
Reorientation, 
revolt against 
technology, mar-
ket and govern-
ment, decentrali-
sation, consider-
ation for environ-
ment, deglobali-
sation

A Prosperous and 
Just Europe, open-
ness to technolo-
gy, general access 
to eServices, 
Internet portals, 
integrated govern-
ment
A Turbulent World, 
private sector 
takes over public 
tasks, reduced 
and fragmented 
eGovernment, dig-
ital gap
Recession and 
Reorientation, gov-
ernment privatised 
and outsourced, 
low level of con-
fidence in eCom-
munication/eServ-
ices, privacy and 
democracy issues 
discussed

Client/target 
group-oriented 
services, user 
friendliness
Multi-channel 
delivery/ contact 
points for eServ-
ices
Quality of servic-
es/efficiency of 
organisation
Social inclusion
Security/protec-
tion of privacy/
trust
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Dimensions Driving forces/
challenges

Society Government Conclusions,  
eGovernment

eGovernment beyond 2005
Main issues
Sustainable mod-
ernisation of gov-
ernment
Innovative govern-
ment
European govern-
ment perspective
Scenario dimen-
sions
The modernisation 
process
The co-operation 
and co-ordination 
process

Demographic 
changes
Expanded Europe
Citizen participa-
tion and partner-
ship
Lisbon Agenda
Policies and pro-
grammes for eGov-
ernment
New technology/
“enabling”

Dinosaurs, Europe 
intensifies co-
operation, large 
and powerful insti-
tutions, standard-
isation, question 
marks regarding 
transparency and 
flexibility
Pockets of Inspi-
ration, Europe is 
fragmented and 
competing, some 
nations and re-
gions modernise, 
others cling to old 
patterns, increas-
ing divisions in 
society
Transformed Insti-
tutional Infrastruc-
ture, modernisa-
tion and co-oper-
ation in parallel. 
Subsidiarity, diver-
sity of values and 
social integration. 
Participatory 
democracy 

Dinosaurs, ineffi-
cient, centralised 
government, lack 
of innovation.
Pockets of Inspira-
tion, public admin-
istration frag-
mented, local 
dominance and 
reduced user value
Transformed Insti-
tutional Infrastruc-
ture, IT a strategic 
tool, cost savings, 
seamless govern-
ment, better range 
of eServices. Gov-
ernment trusts the 
citizens

Key areas
Competences and 
roles
Regional and local 
self-government/
autonomy
Handling of eIden-
tities/eAuthori-
sation
Cost 
analyses(cost/ben-
efit)
At the European 
level
Prioritisation of 
who does what
Common regula-
tions for range of 
services
Common struc-
ture/architecture 
for co-operation/
collaboration
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Dimensions Driving forces/chal-
lenges

Society Government Conclusions,  
eGovernment

eGovernment in the EU in the next decade
Social/economic 
changes
Increased cultural 
and religious diver-
sity.
Ageing population
Changed lifestyles 
and patterns of work 
and consumption
Advances in IT
Miniaturised and 
mobile technology 
(Ambient Intelligence 
Environment)
Demands for user-
oriented solutions
Surveillance and 
handling of person-
al identities, border 
between public and 
private
Increase in democ-
racy
Increased participa-
tion on the part of 
citizens and compa-
nies in public deci-
sion making 

A knowledge-
based eGovern-
ment, open proc-
esses and work in 
networks
A user-centric 
eGovernment, the 
needs of citizens 
and companies
A distributed 
eGovernment, a 
growing number 
of players –public, 
private, organisa-
tions
A networked eGov-
ernment, networks 
and partnerships 
between players

Challenges
Political and stra-
tegic
Structural
Social
Interoperability and 
standardisation
Technology and 
application
Laws and regula-
tions

Government in 2020: Taking the long view
Government inter-
vention in the 
economy
High degree of 
intervention
Low degree of 
intervention
Citizens’ attitudes 
to privacy and sur-
veillance
Restrictive 
attitude
Permissive 
attitude

Status Quo Devel-
opment, low 
degree of inter-
vention, restrictive 
attitude
Good Big Broth-
er, high degree of 
intervention, per-
missive attitude
Governing Phan-
toms, high degree 
of intervention, 
restrictive attitude
Free-Enterprise 
Government, low 
degree of interven-
tion, permissive 
attitude

Consolidated or 
fragmented range 
of social services
Extent of govern-
ment
Distribution of 
responsibilities and 
resource between 
government levels
What role does 
data and intelli-
gence gathering 
play?
Consolidation of 
government and 
integrated services
One government 
system for identity 
management
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Dimensions Driving forces/challenges Society Government Conclusions,  
eGovernment

The advent of digital government: Public bureaucracies and the state in the Internet age
Rate of change 
in government
Rapid and radi-
cal change
Slow and partial 
change
Impact of Web-
enabling on 
NPM govern-
ment
Reinforces NPM
Replaces NPM
Cuts right 
across NPM

Digital New Public 
Management, NPM 
reinforced, rapid 
change
Digital State Par-
adigm, NPM 
replaced, rapid 
change
Policy Mess, Web-
enablement and 
NPM side by side, 
slow change
State Residuali-
sation, NPM rein-
forced, slow change 

Transformational Government Enabled by Technology
Economic productivity
Social justice
Reform of public services

IT used in a differ-
ent way in devel-
oped services – not 
in a better way in 
existing services
A joined-up Govern-
ment

Citizen and Busi-
ness Centred Serv-
ices, target group-
oriented services 
in co-ordinated 
channels
Shared Services 
Culture, an inte-
grated services 
culture
Professionalism

Around the clock – challenges for the swedish public sector
Ageing population, smaller 
working population will have 
to support larger non-work-
ing population
Large groups of the popu-
lation will retire, which will 
increase the demand for the 
rationalisation and renewal 
of government
Increased number of inhab-
itants with a foreign back-
ground a resource
Declining population in 
sparsely-populated areas will 
require collaboration on pub-
lic services
Falling electoral turnouts and 
involvement in traditional 
political channels
Increased and extended EU 
co-operation
Swedish companies compete 
on an international market
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Dimensions Driving forces/challenges Society Government Conclusions,  
eGovernment

Towards modern and consolidated government (VISAM)
Demands for client and citi-
zen orientation
Demands for cost effective-
ness

Voluntary co-opera-
tion between author-
ities, co-operation 
on services as today
Network-based 
administration, inde-
pendent authorities 
rely on functions of 
other units
Consolidated service 
authority for con-
tacts with citizens 
an companies

Increased horizon-
tal co-operation 
between author-
ities
Operational flows 
and processes in 
focus

eServices in the public sector. Analyses of the innovation system 2003 (VINNOVA’s scenarios 2013)
The eService Model, 
citizens seek infor-
mation and perform 
services themselves
Network-based 
Administration inde-
pendent authorities 
co-operate as they 
choose
User Entrance, a 
common public 
entrance to public 
operations
Information Hub, a 
central organisation 
handles contacts 
with the public
Outsourcing, author-
ities farm out some 
of their services to 
private and other 
players.
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VINNOVA´s publications
October 2006 

See www.VINNOVA.se for more information

VINNOVA Analysis
 VA 2006:
01 End of an era? Governance of Swedish 

innovation policy.  
For Swedish version see VA 2005:07

02 Forskning och utveckling vid små och 
medelstora företag. Only available as PDF

03 Innovationsinriktad samverkan.  
Only available as PDF

04 Teknikbaserat nyföretagande i Sverige 1990 
- 2003. Only available as PDF

05 Offentligt stöd till universitetens 
samverkansuppgift – en internationell 
kartläggning. Only available as PDF

06 Inkubatorer i Sverige – analys av 
indikatordimensioner och nyttoefektivitet. 
Only available as PDF

 VA 2005:
01 Wood Manufacture – the innovation system 

that beats the system.  
For Swedish version see VA 2004:02

02 Nationella och regionala klusterprofiler 
– Företag inom bioteknik, läkemedel och 
medicinsk teknik i Sverige 2004

03 Innovation policies in South Korea and 
Taiwan. Only available as PDF

04 Effektanalys av nackskadeforskningen vid 
Chalmers – Sammanfattning. Brief version of 
VA 2004:07, for brief version in English see VA 
2005:05

05 Impacts of neck injuries research at 
Chalmers University of Technology 
– Summary. Brief version of VA 2004:07, for 
brief version in Swedish see VA 2005:04

06 Forskningsverksamhet inom 
produktframtagning i Sverige – en 
ögonblicksbild år 2004

07 En lärande innovationspolitik – samordning 
och samverkan?  
For English version see VA 2006:01

08 Svensk trafiksäkerhetsforskning i 
tätposition – Framträdande forskare och 
forskningsmiljöer i statligt finansierad 
trafiksäkerhetsforskning 1949 - 2005

VA 2004:
01 The Swedish National Innovation System 

1970-2003 – a quantitative international 
benchmarking analysis

02 Trämanufaktur – det systembrytande 
innovationssystemet.  
For English version see VA 2005:01

03 Impacts of the Swedish Competence Centres 
Programme 1995-2003. For brief versions in 
English and Swedisxh see VA 2004:05 and VA 
2004:06

04 Telecom Dynamics – History and State 
of the Swedish Telecom Sectors and its 
Innovation System 1970-2003. Final 
Report. Only available as PDF

05 Impacts of the Swedish Competence Centres 
Programme 1995-2003 – Summary Report. 
Brief version of VA 2004:03. For brief version 
in Swedish see VA 2004:06

06 Effekter av det svenska kompetenscentrum-
programmet 1995-2003 – Sammanfattande 
rapport. Brief version in Swedish of VA 
2004:03, for brief version in English see VA 
2004:05

07 Effektanalys av nackskadeforskningen vid 
Chalmers. For brief versions in Swedish and 
English see VA 2005:04 and VA 2005:05

VINNOVA Forum
 VFI 2004:
01 Informationssamhället – åter till framtiden 

(Innovation policy in Focus)

02 Svensk innovationskraft – visionen måste 
vara starkare än motståndet (Innovation 
policy in Focus)

VINNOVA Information
 VI 2006:
01 VINNOVAs verksamhet inom Transporter. 

For English version see VI 2006:07

02  Årsredovisning 2005

03 Paving the Road. For Transport Innovation 
and Research

04 Drivkraft för tillväxt. VINNOVA 2005.  
For English version see VI 2006:08
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06 VINNVÄXT – Ett program som sätter fart 
på Sverige! For English version see VI 2006:15

07 VINNOVA´s activities within the Transport 
Sector. For Swedish version see VI 2006:01

08 A driving Force for Growth. VINNOVA 
2005. For Swedish version see VI 2006:04

09 Komplexa sammansatta produkter 
– Projektkatalog 2006

10 VINNVINN – Mötesarena för nya 
affärsmöjligheter och arbetstillfällen

11 E-tjänster i offentlig verksamhet.  
For English version see VI 2006:12

12 E-Services in Public Administration.  
For Swedish version see VI 2006:11

13 VINNOVA´s activities in Biotechnology

15 VINNVÄXT – A programme to get Sweden 
moving! For Swedish version see VI 2006:06

 VI 2005:
02 Årsredovisning 2004

03 VINNOVA – För ett innovativt Sverige!  
For English version see VI 2005:06

04 DYNAMO -Beskrivningar av de 18 projekt 
som ingår i programmet

05 Den dubbla vinsten. VINNOVA 2004

06 VINNOVA – For an innovative Sweden! 
For Swedish version see VI 2005:03

08 Swedish research for growth. A VINNOVA 
magazine

09 Kunskapsbildning och organisering – Ett 
program för förnyelse och innovation

10 Innovationsprocesser i Norden 
– Ett program för organisering av 
utvecklingsarbete med bred medverkan. 
Only available as PDF

VI 2004:
01 Årsredovisning 2003

04. VINN EXCELLENCE CENTER.  
For English version see VI 2004:05

05 VINN EXCELLENCE CENTRES. For 
Swedish version see VI 2004:04

07 Kompetenscentrum i siffror

08 The Swedish Competence Centres 
Programme. Third International Evaluation 
– Group 2-6 (19 Centres) and Overall 
Impressions and Programme-wide Issues.

VINNOVA Policy
 VP 2006:
01 På spaning efter innovationssystem.  

For English version see VP 2006:02

02 In search of innovation systems.  
For Swedish version see VP 2006:01

VP 2005:
01 Kunskap för säkerhets skull. Förslag till en 

nationell strategi för säkerhetsforskning.  
For English version see VP 2005:03

02 Strategi för tillväxt – Bioteknik, en livsviktig 
industri i Sverige

03 Knowledge to safeguard security. Proposals 
for a national strategy for security research. 
For Swedish version see VP 2005:01

04 Produktionsteknik & Fordonstelematik. 
Förslag till FoU-program

05 VINNOVA´s views on the European 
Commission´s proposal for the Seventh 
Framework Programme on Research & 
Technological Development 2007 – 2013. 
Position paper

VP 2004:
01 Nationell strategi för transportrelaterad 

FUD

VINNOVA Report
 VR 2006:
01 Det förbisedda jämställdhetsdirektivet. 

Text- och genusanalys av tre utlysningstexter 
från VINNOVA

02 VINNOVAs FoU-verksamhet ur ett 
jämställdhetsperspektiv. Yrkesverksamma 
disputerade kvinnor och män i VINNOVAs 
verksamhetsområde

03 ASCI: Improving the Agricultural Supply 
Chain – Case Studies in Uppsala Region. 
Only available as PDF

04 Framtidens e-förvaltning. Scenarier 2016. 
For English version see VR 2006:11

05 Elderly Healthcare, Collaboration and 
ICT – enabling the Benefits of an enabling 
Technology. Only available as PDF

06 Framtida handel – utveckling inom e-handel 
med dagligvaror

07 Tillväxt stavas med tre T
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Today, decision-makers and IT specialists in municipali-
ties, county councils, county administrative boards and State 
authorities are giving a lot of thought to the potential lines 
of development for eGovernment and public eServices in the 
future. We hope that the scenarios presented here will act as 
a source of inspiration for a wide-ranging discussion on how 
public administration systems can satisfy the users’ demands 
for more effective government, i.e. eGovernment that com-
prises eServices.
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