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Comprehensive Review of Bulgarian e-Government
Executive Summary

The Review aims:

· To provide Korean experts with information about the current level of the e-Government development in Bulgaria with emphasis on the state -of-the-art, problems and recommendations.

· To identify potential and perspective areas of the ITCC activities as an input to the preparation of the ITCC Road map.

· To provide recommendations to the Bulgarian authorities and companies involved in the e-Government development

1. History

Some of the important milestones for the period 1998 – 2010 are listed below:

· The first eGovernment programme begins in 1998 with the establishment of a Programme Council, attached to the Council of Ministers, whose mission is to prepare and manage a long-term programme for effective information, management technologies and human resources development in the public sector. 
· The Telecommunications Act comes into force during the same year. The act foresees the liberalisation of telecommunications services and activities, except for the supply of regular telephone services, which were to remain a State monopoly until the end of 2002. 

· The Law on Electronic Document and Electronic Signature was adopted by the National Assembly on 22 March 2001.

· In 2002 a Strategy for e-Government Development was adopted by the Council of Ministers followed by an Action Plan.

· In 2003, the delivery of electronic public services based on the country's eGovernment platform was launched. 
· In June 2006, the Bulgarian Council of Ministers adopted the Bulgarian National Interoperability Framework
· The IT training of civil servants across the country starts in January 2006 under the ‘T-Centres’ project. Some 100 000 civil servants are to be trained, as part of their preparation for the provision of eGovernment services to citizens and businesses.

· Official launch of Bulgaria’s eGovernment portal ‘egov.bg’ in October 2007. The new portal enables citizens to obtain online information on many public services, together with forms to download

· In February 2007,  an eGovernment control technical centre was established in Sofia. This centre will provide services throughout the entire country, in order to help to bring all Bulgarian municipalities into one interrelated system.

· Bulgaria's eGovernment Act enters into force on 13 June 2008, a year past its publication. The act lays down arrangements for the handling of electronic documents by administrative authorities, the provision of administrative services by electronic means and the circulation of electronic documents between different Administrations.

· The Bulgarian "ePayment Gateway", a single web environment enabling citizens and legal entities to settle online their payments to the central, regional and local Administration, was to become fully operational after its final approval by the Bulgarian National Bank at the end of April 2009.

· On 1 February 2010, the Bulgarian Government officially started testing an integrated web platform providing 13 municipal and central government services online. 
· On 23 December 2010 the Council of Ministers adopted an e-Governance Strategy for 2011 – 2015.
2. State-of-the- Art
2.1  Legal Frame and Policy

The Legal Frame is appropriate to the requirements of the e-Government development and it is in consistency with the EU legal frame. It consists of:

· eGovernment Act

· Access to Public Information Act
· Law for Protection of Personal Data
· Telecommunications Act

· Law on Electronic Document and Electronic Signature

There is a political will and vision to develop e-Government. At the end of 2010 an e-Governance Strategy was adopted by the Council of Ministers and an Action Plan (Road map) is in preparation.

The national policy for e-government development aims at four strategic targets grouped in four topics: e-services for citizens and business; digital administration; promotion, access and participation; and institutional development.
2.2. Administrative Capacity

2.2.1. Organization

· Ministry of Transport, Information Technology and Communications (MTITC)
· Executive Agency Electronic Communications Networks and Information Systems (ECNIS)
· Coordination Council for Information Society
· Government ministries and bodies
· The Administrative Reform Council 
· Commission for Personal Data Protection
· The government authorities are supported by several NGO’s as BAIT, BASCOM, ICT Cluster
2.2.2. Financing

There is no targeted e-government financing for 2011 by the state budget. The planned e-government projects are to be funded by the EU Structural Funds  (Operational Programmes “Human Resources”  and “Administrative Capacity”)
2.2.3. Human Resources

Over the period 2005-2009,  20 000 public employees received basic training in IT Skills.

Training programmes in e-Government are offered by the Institute of Public Administration. 
Master Program in e-Government are offered at Sofia University, Faculty of Mathematics and Informatics, and there are also courses at New Bulgarian University.

2.3. Technical Infrastructure

All governmental institutions and municipalities are equipped with PCs and Internet access and have web sites.
· National Network of the Public Administration (NAMDA)
The backbone of the communication system of the Public Administration is the National Network of the Public Administration (NAMDA). It comprised 27 regional networks of the Public Administration based on regional cities., including 600 nodes located in all governmental authorities, districts and municipalities in the big cities. 
· Personal electronic signature
The general instrument for authentication of citizens and representatives of legal entities in their communication with the State authorities is the ‘universal electronic signature’ (UES). A universal signature is a type of advanced electronic signature which is supported by a qualified certificate issued by a registered certification service-provider;
· National Interoperability Framework
· A new generation of personal ID cards was issued as of 31 October 2007. The eID card could be further extended, in the future, to make it a general access document enabling, for instance, online voting, payment of insurance and taxes, updating of health records and registration of property and cars.

· Electronic Information System for Civil Registration and Administration
Operated by the Directorate-General for Citizens’ Registration of the Ministry of Regional Development and Public Works, offers services related to citizens' personal IDs, submission of data to statistical offices and generalised data related to the number of citizens residing in a given region, city or municipality

· ePayment Gateway
It is a single web environment enabling citizens and legal entities to settle online their payments to the central, regional and local administrations.. The use of the Gateway will require identification by using a Qualified Electronic Signature Certificate.
· System for Integrated Administrative Services
The system for Integrated Administrative Services consists of three main parts (subsystems) which are tightly interconnected. These subsystems are as follows:

· Register of Registers

· Unified environment for exchange of documents (UEED)

· Single portal for access to electronic public services

These three subsystems are the basis for implementing all e-Government services. The three subsystems are realized and implemented almost entirely, but the e-services are realized partially.

· e-Government control technical centers

There are 3 eGovernment control technical centers – in Sofia, equipped by Hewlet Packard, in Sliven – by Siemens, and in Varna - by a Bulgarian IT Company. These centers will provide services throughout the entire country, in order to help bringing all Bulgarian municipalities into one interrelated system.
2.4. Applications
2.4.1. At Central Level – Existing applications
· Centralized Integrated E-government System 
Introduced as part of a project funded by the state budget in 2007, the system provides an environment for integration of the existing standalone information systems within the public administration and forms the basis of a uniform information environment for document exchange. The pilot development of e-district integrated system will enable the integration of information systems at local and regional level. The implementation of these two projects ensures a uniform information environment for electronic services provision by the central, regional and local administrations. 

· Some e-Government applications at ministries and agencies:
· The portal of the Bulgarian tax administration
· Ministry of Labour and Social Policy. Employment Agency 
· National Social Security Institute
· Ministry of the Interior, District Police Stations (Identity Documents and Passport Regime Units) 

· Ministry of Foreign Affairs (Electronic Visa Applications System – e-visa) 
· National Customs Agency 
· Ministry of Regional Development and Public Works (Unified Management Information System for Regional Development (UMISRD) at General Directorate Regional Planning and Management Systems) 
· Ministry of Transport, Information Technologies, and Communications (e-government project)

· Registry Agency - company eRegistration
· National Statistics Institute – Internet based population census –  February 2011 (41% of the population registered on-line)
2.4.2. At Central level - Planned Applications:

· Project for Improvement of Services for Citizens and Businesses, Inclusive of Electronic Governance Development. The project value is BGN 18 429 864,00 and the duration is 18 months. The general objective is development and deployment of more than 100 electronic administration services. 
· Project for Improvement of Services for Citizens and Businesses at MTITC through Electronic Governance in the Field of Spatial Data and Services (e-SDM). The project value is BGN 1 228 170,50. 

· NRA Project for Upgrading the Revenue Management System by development of a software application for the support of NRA’s control activities – Control Information System – within the Administrative Capacity Operational Programme
· NRA Project for Development and Deployment of Management Information System (MIS) in the NRA and capacity development for extending MIS of the National Revenue Agency within the Administrative Capacity Operational Programme. 
· Registry Agency Project for Bringing the Property Register System in compliance with the Electronic Governance Act, introduction of new electronic services and systems and registers integration in the Registry Agency and the municipal administrations for the improvement of services to citizens and businesses and real estate tax collection. The project value is BGN 814 790 and the funding is from the Administrative Capacity Operational Programme. 
2.4.3. At Local level
In the recent years, the municipal and district administrations in Bulgaria strengthened significantly their technological capacity. Most of them renovated their IT equipment and increased the number of computerized workplaces. Many municipal administrations implemented projects for communication infrastructure modernization and deployment of integrated systems for document management. 

Series of initiatives were launched for electronic services provision to citizens and businesses as well as for improvement of the municipal administrations’ web sites. 
Among the IT projects implemented by the municipal administrations during the last 3 years, the most successful in terms of efficiency are the projects related to: 
- development of modern communication infrastructure; 
- improvement of already deployed information management systems for document flow, finances and administrative activities; 
- electronic voting solutions deployment in municipal councils; 
- e-services provision. 
e-Government applications in municipalities and districts which could be considered as good practices, are presented for the cities of: Stara Zagora, Varna, Bourgas, Shumen, Razgrad, Kavarna, Asenovgrad, Jambol, Kazanlak, Rouse.
2.5. e-Services

2.5.1. Availability

25 public e-services in seven categories are implemented so far with a single access point – www.egov.bg portal.

Specifications of the 20 indicative e-services for Citizens and Business in terms of availability and sophistication as of March 2010 are presented.
The first 14 e-services approved by the MTITC in accordance with the e-Governance Act have been published on the Internet for public discussion in the end of February 2011. They are available at the Ministry site http://www.mtitc.government.bg/page.php?category=562&id=4733.

The 14 services are among the most demanded services and include issuing certificates for permanent and current address, birth certificate, marriage certificate, certificate for kinship, family status, and certificate for successors.

A survey carried out by the Capegemini consulting company at the end of 2009 upon the request by the European Commission (Assessment of the level of 20 basic eGovernment services in 31 countries – the 27 EU Member States and Iceland, Norway, Switzerland and Turkey) revealed, that Bulgaria was ranked at 29th place, deciding indicators being the level of online availability and sophistication of eServices. According to the survey, however, the average progress of the European countries is some 7.4% in comparison with the previous edition of the report, and for Bulgaria this indicator was around 13%. 

The Common Strategy for eGovernance in the Republic of Bulgaria 2011-2015 has envisaged the following developments in terms of availability of the e-services:

· Provision of all administrative services in electronic format; 
· Re-engineering of administrative services;
· Placing the consumer at the centre of the administrative service;
· Implementation of  215 complex services for citizens and business, including in the 20 indicative areas proposed by the EU;
· Electronic invoicing to and from the state administration – 100% for administration and 80% for business organizations;
· Online public procurement – 100% of the procedures in state administration to be carried out electronically; 
· Implementation of online registers – 100% of the administrations with revised guidelines for internal document flow and 100% of the administrations with electronic internal document flow;
· Implementation of basic cross-border e-services – developed and implemented plan for implementation of priority European cross-border e-services.
2.5.2. Accessibility
According to data from the National Statistics Institute (NSI) for 2010,  33.1 of households have Internet access, which is used through the following channels/devices: PC – 87.1%, portable computer – 28%, notepad – 0.9%, mobile phone – 5.6%, TV – 0.3%, game console – 0.6%. Some 26% of households have broadband access and 42.6% of the population uses internet regularly. 
According to NSI with regards to e-Skills for citizens between 16 and 74 years for 2010: 45.4% are able to use a search tool for obtaining information and 32.2% can send e-mails with attachments.
According to NSI in 2010, 85.1 of companies have Internet access, 60.7% have broadband access, and 48.3% use electronic signatures. 
2.5.3.Usage
According to the NSI for the last three months of 2010, 15.3% of citizens used the Internet to interact with public institutions. Out of them 12.8% used the Internet to obtain information from the website of the public administration, 7.8% to download official forms, and 5.6% to send completed forms.  
With regards to businesses which used the Internet to interact with public institutions, 69.9% used the source to obtain information, 66.4% -  to download forms (e.g. tax forms); 61.8% - to send completed forms (e.g. to provide statistical information), 52.1% -  to complete an administrative procedure (e.g. declaration, registration, authorisation) – completely electronically, without the necessity of additional paperwork (including making payments if required), 9.7% to send an offer to an electronic tendering system (e-procurement) (in the system itself, not via email).  
2.6. Consistency between the Common strategy for eGovernment development in the Republic of Bulgaria 2011-2015 and EC e-government Action plan 2011-2015
The  documents are generally consistent in terms of vision  and priorities.
They are consistent to a certain extent in terms of the planned actions and expected results.
The documents are inconsistent in scope –(in BG the focus is upon development and provision of national seamless eGovernment services and in EU -  upon the seamless pan-european eGovernment services allowing for setting up and running of a business and for studying, working, residing and retiring anywhere in the European Union) and in aims (indicators to be achieved).

In terms of the aims the Common strategy for eGovernment development in the Republic of Bulgaria 2011-2015 is more consistent with the 
E-government Action plan of the EC– 2006 (objectives –until 2010) which is not surprising taking into account the present level of e-government development in the country. 
2.7. Consistency with good practices in Korea and EU
EU is striving to develop pan-European e-governments allowing for the mobility of its citizens across the borders of its overall territory, and in Bulgaria the e-government is still in its initial stage of development and the task to speedily catch up with the EU practices. 
The reported e-government good practices in Korea as of 2010 present the achievements of this country in provision of one-stop fully integrated and sophisticated services, constantly focused on the increase of the  number of available on-line services and appropriate search engines, separate single windows for access to services for Business (www.g4b.go.kr)  and for civil services (www.egov.go.kr),  shared use of administrative information, and provision of non-interruptible administrative services with grouping and prioritization -  according to the frequency of their request. 

The good practices in e-government in Bulgaria are considerably lagging behind in terms of innovation and customer orientation which could be explained with the general level of e-government development in the country. There is a political will, stated in the e-Governance strategy for 2011-2015, (though there is a serious gap between the declared intentions and the actual efforts) to follow some trends that are going to  put Bulgaria generally in line with the good practices in e-government both Korea and EU,  such as:
· Availability of a single window for access to e-services -  www.egov.bg portal (still a lot to be done to achieve a satisfactory level of operation);

·  Trend for a simplified and user-centered interface to enable access to e-services including by disadvantaged people;

· Trend for unified designs of the portals of  the regional and municipal administrations – through introduction of unified standards;

· Trend for development and on-line provision of more administrative services at  more sophisticated levels and on-line information about all administrative services;

· Trend to achieve connected administrations;

· Focus on Interoperability and eID management issues.

Conclusions and Recommendations:
The e-Government development in Bulgaria in the last 10 years achieved an adequate legal framework, technical infrastructure and availability of the most indicative e-Services for citizens and business. 
There is a political will to foster the e-Government development in line with the EC policy and to compensate the significant delay in comparison  with most EU countries. The new e-Governance Strategy (2011-2015) is an important step in this direction.
The main problems still are the shortage of financing and the lack of coordination in the development of e-Gov applications, especially at local level. 
The usage of already available e-services is insufficient and the opportunities of public – private partnership are not exploited. Monitoring, evaluation and promotion of the e-Government development are not in place.

Some recommendations are as follows:
· Remove any legislative and procedural impediments to the effective implementation of e-signature; 
· Transposition of Directive 1999/93/EC into the Bulgarian Law on Electronic Document and Electronic Signature;  
· Provide for relevant regulation on how the information will be accessed in the general national registers and how data will be collected ex officio; [image: image1.png]
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· The policies for e-Governance in local administration should be prioritized on the national agenda. Identify key goals, priorities and target indicators; 
· Set down additional measures to improve the security and intensity of e-service use and increase customer trust by adopting a special integral communication strategy and plan.   
· Building administrative capacity of the institutions, especially of those outside Sofia, thus allowing them to draw up and implement projects under the Structural Funds focusing on e-Governance development;   
· Development of a system for monitoring and evaluation based on KPI for the e-Government development and implementation;
· Setting up an eGovernment Competence Center as a public-state body with the involvement of the IT Associations, universities, and Bulgarian Academy of Science;

· Creation of a public register for all the ICT projects in e-Government;
· Elaboration of programs for e-Government development and implementation in each governmental institution and municipality;
· A National Reference Architectural Framework should be established to ensure, regulate and uphold the electronic services technological design principles, including their interoperability and security level, deployment, maintenance and take-up by end users;  
· To ensure mass penetration of ADSL-connections based mainly on IP transmission and Eternet interfaces which will result in network unification and compatibility and in significant reduction of development and maintenance costs. An example of successful development of such networks was given by the Bulgarian telecommunications operators and many of them already transmit voice communications over IP (predominantly using Eternet connectivity), which ensures them flexibility for offering new services at significantly lower cost price;    
· To check and evaluate the existing web sites of state institutions and based on the outcomes to propose updating, restructuring and archiving of websites of projects and institutions that are no longer up-to-date or do not correspond to the existing institutional framework; 
· To develop and establish compulsory information and technological standards for applications in the area of electronic government (classifiers, web sites, software platforms, communication protocols and user interfaces);
· To provide integrated e-services based on life-events, with a single entry point, through development of secure and compatible electronic registers and  a system for exchange of information among the various back-offices within the administration; 

· Expansion of the Internet access at public places (there are some activities and projects in this area – e.g. the wireless Internet access project in the Universities, but the scope of the projects should be significantly extended).
1. Legal Frame and Policy

1.1. Legal framework

eGovernment Act

An eGovernment bill was drawn up in October 2006 and the ensuing eGovernment Act entered into force on 13 June 2008. The act lays down arrangements for the handling of electronic documents by administrative authorities, the provision of administrative services by electronic means and the circulation of electronic documents among different Administrations.

The scope of the act also extends to other entities that carry out public functions (notaries, central and local educational authorities, etc.) and to providers of public services (health institutions, educational establishments, utilities, telecom operators, postal services, etc.).

One of the act’s main principles is that, once a data set concerning an individual or a company comes into the possession of a public body, other public bodies cannot request the same data from this individual or company. On the contrary, they have to request it from the primary data administrator (article 2.1). For example, once an individual is born and the corresponding birth certificate issued, he/she should not need to produce copies of that certificate to any Administration for the rest of his/her life. It is the Administration concerned that has to request the certificate from the issuing authority.

Another important principle is laid down in article 8.2, which requires all public bodies to provide all of their services electronically, and not just manually. Exceptions are allowed only if another law/act explicitly provides for different arrangements.

The Law on Electronic Governance aims to settle three major groups of interactions, namely: 
interactions concerning the provision of administrative services to the citizens by electronic means; 
interactions related to the internal exchange of information and documents, the synchronized circulation of paper copy and electronic documents, assigning relevant tasks, keeping and storing archives of electronic documents, etc.; 
interactions related to the so-called automatic exchange of electronic documents between the administrative bodies. 
The Law on Electronic Governance does not override the rules of handling paper copy documents, but only upgrades the options of synchronized circulation of paper copy and electronic documents. This Law shall not repeal the rules for work with paper documents, when a law provides for a special form or a special procedure for conducting certain actions which cannot be done electronically or by using electronic documents. 

In order to achieve its aims the Law on Electronic Governance introduces three key principles: 
Principle of single collection and creation of data 
This principle does not allow the administrative bodies, the persons charged with public functions and the organizations providing public services to require from the citizens and organizations to produce or to prove data, which have already been collected or created, or, respectively, to submit documents that have already been collected or created by another administrative body. The principle of single collection and creation of data stipulates an obligation for such data, or documents, respectively, to be collected ex officio from the initial data administrator, who by virtue of law collects or creates data about a citizen or an organisation for the first time, and amends or deletes such data. The principle of single collection and creation of data has been laid down in Article 2 of the Law on Electronic Governance and in practice it will completely change the mode of work in the administration established so far. 
Principle of notification ex officio 
The second principle laid down in the Law on Electronic Governance (Article 3) is related to the obligation of the person who collects or creates data about a citizen or an organization for the first time (the initial data administrator) to send ex officio the data to all administrative bodies, to persons charged with public functions and to organisations providing public services, which are charged by virtue of a law to keep these data and have expressed will to obtain them. 

Principle of automatic transmission 
This principle has been laid down in Article 4 of the Law on Electronic Governance obligates administrations to submit requested data electronically and only in case of lack of technological possibility for automatic submission and in cases, when a law provides for manual keeping of registers, the data shall be requested, respectively transmitted, as an electronic document in unstructured content format or shall be provided in paper copy. 

By its very nature, the new act requires strong inter-institutional cooperation. Implementation of the Act is also seen as a major driver of new IT developments. A number of projects are already under way to help different Administrations meet their requirements.

It is worth noting that a month before the entry into force of the eGovernment Act, in April 2008, the Bulgarian Government adopted four ordinances setting out detailed arrangements for the implementation of the future act. These regulations cover, respectively: the delivery of electronic administrative services; the registers of information sites and administrative services; the internal circulation of electronic and paper documents within administrations; and the use of eSignature in administrations.

Access to Public Information Act
The Access to Public Information Act was voted by Parliament in 2000 and lastly amended in June 2007. It grants every citizen or legal entity with the right to access the information held by the State institutions, regardless of the medium on which it is held.

Information can be withheld if it concerns an individual’s personal information, a State or official secret, a business secret, and pre-decisional material. Restrictions must be provided for in an Act of Parliament. Information relating to preparatory work or opinions or statements of ongoing negotiations can be withheld for 2 years. Partial access is required but has not been widely adopted. 

Requests can be verbal or written and must be processed within 14 days. There is no internal appeal mechanism, nor any independent oversight body. Denials can be appealed to the regional court - or the Supreme Administrative Court, when the refusal derives from the Council of Ministers or other Ministries and Ministers or an institution subordinate to the Council of Ministers.

Law for Protection of Personal Data
Adopted in December 2001 and last amended in July 2007, the Law for Protection of Personal Data has been modelled on the EU Directive 95/46/EC on the protection of individuals with regard to the processing of personal data and on the free movement of such data. It applies to the protection of individuals with regard to the processing of personal data, granting them the right to access and correct information held about them by public and private bodies. Like most of personal data protection laws, the Bulgarian Act defines lawful grounds for the collection, storage and processing of the personal data of individuals.

The application of the Act is overseen by the Commission for Personal Data Protection; an independent supervisory authority created in 2003. The members of this Commission are appointed by the Parliament.

According to the European Commission’s Monitoring Report of May 2006 on Bulgaria’s progress towards EU accession, Bulgaria's legislation had not yet been aligned with the ‘’acquis’’, in particular with regard to the following aspects: automated processing of personal data; processing of personal data for defense, national security and public order purposes; mechanisms for adopting codes of conduct; tasks of data controllers; time limits to lodge complaints; and provisions concerning notification of processing operations.

Telecommunications Act

In December 2006, Bulgaria notified to the European Union its Telecommunications Act of 10 October 2003, in its last amended version of June 2006. The Bulgarian authorities themselves considered it to be a partial transposition of the EU regulatory framework for electronic communications. 

The European Commission Monitoring Report of September 2006 on Bulgaria’s progress towards EU accession had observed that alignment with the 2002 acquis remaining to be achieved. Pertinent primary and secondary legislations are underway. 

Law on Electronic Document and Electronic Signature

The Law on Electronic Document and Electronic Signature (EDESA) was adopted in March 2001 and published in April 2001. It transposed the EU Directive on a Community framework for electronic signatures (1999/93/EC) into Bulgarian law. The law regulates electronic documents and electronic signatures, as well as terms and procedures for providing certification services.

The main differentia specifica of the Bulgarian legislation in comparison to the eSignatures Directive is related to the definitions of different types of electronic signatures. Indeed, the meaning of “electronic signature” under the Bulgarian EDESA is similar to that of “advanced electronic signature” under the Directive. Likewise, the definition of the “advanced electronic signature” under EDESA’s could be equalled to the “qualified electronic signature”. 

According to EDESA, the universal electronic signature is the only type of electronic signature which has the effect of a handwritten signature, unlike the “basic” and the advanced electronic signatures which have such an effect only among individuals. A universal signature is a type of advanced electronic signature which is supported by a qualified certificate issued by a registered certification service-provider.

1.2. Policy                                                
The Government adopted a Common Strategy for e-Governance in Bulgaria for 2011-2015. 
The national policy agenda on the development of e-Governance focuses on strategic goals grouped in four areas: delivery of electronic services for citizens and businesses; digital administration; promotion, access and participation; building institutional capacity. 
The Strategy sets out as a priority the provision of broadband Internet access for all institutions and households. 
The Strategy has targeted for 50% of the population to have this availability by 2015; providing access to administrative services by single entry of identification data; electronic invoicing (e-invoicing) from/to government administration; keeping and administering information in electronic databases; transborder electronic services; reducing administrative fees for electronic services in case of electronic payment; implementing e-Governance in educational systems, etc. 
The Common strategy aims at:

· Digitalization of the public administration – introduction and usage of data bases, development of electronic registers
· Development of complex e-services 
· Interoperability and “connected administration”
· All administrative services to be provided in electronic format
· Fully automated document flow between administrations 
· Single entry and multiple usage of data and information in the systems of the public administration
· Development of the basic infrastructure for implementation of e-services – 50 % penetration among the population as result of the implementation of the broadband strategy
· Multiple channels (including public terminals) for access to e-services
· Improved national portal - www.egov.bg – as a single entry point to e-government services (better structure and architecture in terms of the content management)
· Mobile version of the portal launched
· Introduction of eID and PKI e-cards 

Problems:
· There is no legal provision for an act of the Council of Ministers designating the government bodies which can use an improved or regular electronic signature certificate in their interface for electronic document transmission; 
· Currently the legal framework is quite complicated. It is difficult to understand both by administrations and by developers of electronic administrative services and definitely needs a change. 
Recommendations:

· Remove any legislative and procedural impediments to the effective implementation of e-signature; 
· Transposition of Directive 1999/93/EC into the Bulgarian Law on Electronic Document and Electronic Signature;  
· Provide for relevant regulation on how the information will be accessed in the general national registers and how data will be collected ex officio; [image: image3.png]
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· The policies for e-Governance in local administration should be prioritized on the national agenda. Identify key goals, priorities and target indicators; 
· Set down additional measures to improve the security and intensity of e-service use and increase customer trust by adopting a special integral communication strategy and plan.   
2. Administrative capacity
2.1. Organization

Ministry of Transport, Information Technology and Communications (MTITC)
Bulgaria’s eGovernment strategy is determined by the Ministry of Transport, Information Technology and Communications. It issues strategic guidelines for the establishment and development of eGovernment and its components (eServices for citizens and businesses, eGovernance, eDocument flow, eDatabases and their integration). It also prepares investment programmes for the computerisation of the State Administration and the implementation of information technologies at central, regional and municipal levels.

The Ministry of Transport, Information Technology and Communications draws up specific plans for the implementation of the eGovernment strategy, including resource provision, while offering guidance to the Administrations

Executive Agency Electronic Communications Networks and Information Systems (ECNIS)
A body established in 2009, the Executive Agency ‘Electronic Communications Networks and Information Systems’ is tasked with managing IT and communications. It is directly responsible to the Ministry of Transport, Information Technology and Communications (MTITC). The Agency's Department of Information Society is working on several projects in cyber-security and Internet governance.

Coordination Council for Information Society
The Coordination Council for Information Society held its first session in March 2006. The Council’s mandate consists of overseeing progress in both the IT and eGovernment fields while coordinating IT and Information Society developments. 

Several ministers take part in the Council’s sessions and decisions, namely: the Minister of Economy, Energy and Tourism, the Minister of Education, Youth and Science and the Minister of Finance.

Government ministries and bodies
Government ministries and bodies are responsible for the implementation of departmental eGovernment projects falling within their respective areas of competence. In each Ministry there is an ICT implementation Directorate. 

The Administrative Reform Council 
The coordination of the administrative reform activities and in particular their links to e-government are undertaken by the Administrative Reform Council.
Private sector entities
The implementation of several eGovernment projects is undertaken by private sector entities through tendering procedures.

.Commission for Personal Data Protection
The Commission for Personal Data Protection was established in 2003 by the Personal Data Protection Act, as an independent State body responsible for supervising the observance of the law, protecting individuals with regard to processing their personal data while also providing access to this data.

The European Commission’s Monitoring Report of May 2006 on Bulgaria’s progress towards EU accession had observed that the administrative capacity of the Data Protection Commission was still weak at that time. This was partly due to significant cuts in its 2006 budget, as well as to the insufficient number of staff and lack of budgetary independence.

Informatsionno Obsluzhvane (Information Services) is a State-owned company providing personal electronic signatures contained in special smart cards used by individuals and businesses for accessing eGovernment services.

Municipalities
Local eGovernment developments are coordinated by municipalities, being the bodies of local self-governance in Bulgaria.

2.2. Human Resources
The Operational Programme Administrative Capacity reports that about 3000 Bulgarian public employees are engaged in the field of ICT, which represents only 3,2% of the total number of staff in the Administration. Staff supporting ICT maintenance, planning and development in local administrations are the fewest in number.   

The leading experts in Information Technologies (IT) in government administration usually occupy relatively low-level positions. Senior government officials often demonstrate unawareness of the concepts and principles of eGovernance.    
Over the period 2005-2009, 20 000 public employees received basic training in IT Skills.

Training programmes in e-Government are offered by the Institute of Public Administration. Master Programs in e-Government are offered at Sofia University, Faculty of Mathematics and Informatics, and there are also courses at New Bulgarian University.
2.3. Financing

There is no targeted e-government financing for 2011 by the state budget. The planned e-government projects are to be funded by the EU Structural Funds (Operational Programmes “Human Resources” and “Administrative Capacity”) 

Problems: 
· According to IT organizations, the major issue for government administration is the lack of an integral vision and coordination across the different institutions. Last year the administration allocated about BGN 130 million for IT. These resources, however, are not coordinated by a central unit, and each municipality, ministry or agency have invested in IT services by themselves;  
· The 2011 State Budget has not designated any funds for e-government. The administration seams to rely on existing operational programmes and does not draw on the potential of investments in ICT as an effective anti-crisis mechanism. The potential of public-private partnerships has been underused in the field of ICT.  
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Recommendations:

· Building administrative capacity of the institutions, especially of those outside Sofia, thus allowing them to draw up and implement projects under the Structural Funds focusing on e-Governance development;   
· Centralized coordination and decentralized management of the initiatives related to eGovernance and eGovernment. A key factor is to coordinate the initiatives in a central government structure empowered with sufficient rights and authority over the other ministries and agencies and delegate the management to the respective organization responsible for the initiative. An integrated and comprehensive approach to program management will eliminate the recurrent practice of overlapping and mutually exclusive projects, which except for defending the commercial interest of third parties, do not contribute in any way towards achieving functioning eGovernance and eGovernment systems;    
· Market promotion and encouragement of the intensity in the demand of services aiming to ensure the accessibility of electronic administrative services to citizens from the other countries as well; 
· Setting up an eGovernment Competence Center as a public-state body to facilitate the management and coordination of the activities and key players in developing eGovernance solutions and foster public-private partnerships to the benefit of the ICT sector and the state administration on the one hand, and of the major target groups, on the other hand: elaborate, promote and approve a working programme for the successful implementation of the strategic and program documents related to the eGovernment innovation;   
Good European practices prove that a similar working body tasked as described above would guarantee an extremely efficient communication between the ICT sector and the government. The sector and the governmental body can use diverse methods of dialogue (regular meetings, consultative councils, internet forums) with representatives of the sector advising to set up a working group tasked with elaborating adequate regulation concerning the transposition and implementation of the relevant legislation on access to public information in e-service delivery. This Center will have to organize the effective and coordinated management of resources from various international funds to facilitate the development of e-Government and mainstream the activities of the executive power bodies and their administrative units for the delivery of e-Government services and for the utilization of electronic signature;  
· Elaboration of programs for e-Government development and implementation in each governmental institution and municipality;
· Ensure the sustainable development of implemented e-services and adequate management of the life cycle of information systems by providing the necessary financial, staff, statutory and technological resources;      

· Create a public register of all ICT projects  in e-Government.
3. Technical infrastructure

3.1. All  governmental institutions and municipalities are equipped with PC and Internet access and have web sites.
3.2 . National Network of the Public Administration (NAMDA)
In August 2003, the backbone of the communication system of the Public Administration was the National Network of the Public Administration (NAMDA). At that time, it comprised 27 regional networks of the Public Administration based on regional cities including 600 access nodes located in 115 buildings in Sofia, 39 – in Plovdiv, 35 – in Rousse and 29 – in Varna. In 480 of the access nodes are installed terminal network devices. The total length of connections amount to 700 km. NAMDA was planned to be merged with MPD, the data network of the Ministry of Finance, and connected to the EU’s TESTA II private IP-based network.
3.2. Personal electronic signature
The general instrument for authentication of citizens and representatives of legal entities in their communication with the State authorities is the ‘universal electronic signature’ (UES). A universal signature is a type of advanced electronic signature which is supported by a qualified certificate issued by a registered certification service-provider.

Legally, the UES is the only type of electronic signature which has the effect of a handwritten signature. Therefore, State and municipal authorities are obliged to accept electronic documents which are signed with UES and submitted electronically.

Currently, most of the eGovernment services use the Uniform Citizen Number (UCN) for identifying their users. This number is a unique ten number code for each Bulgarian citizen. Usually, the eGovernment services extract the UCN from the user’s certificate for electronic signature.

Smart cards containing personal electronic signatures are provided by the State-owned company Informatsionno Obsluzhvane (Information Services).
Among the eGovernment services requiring the use of the UES are the online submission of tenders on the Small Scale Electronic Procurement System (see below), the online submission of personal and corporate tax and VAT declarations, the online social security declarations, the online change of address and the online access to the Property Register.

3.4. eID cards

A new generation of personal ID cards was issued as of 31 October 2007. The new eDocuments, which will look similar to the current Bulgarian identity card, are planned to carry biometric information in the shape of either a thumbprint or retina scan and to contain in addition a unique digital certificate to be issued by the Government. The aim is to improve security while speeding up procedures at customs controls.

The eID card could be further extended, in the future, to make it a general access document enabling, for instance, online voting, payment of insurance and taxes, updating of health records and registration of property and cars.

3.5. Electronic Information System for Civil Registration and Administration

A system operated by the Directorate-General for Citizens’ Registration of the Ministry of Regional Development and Public Works, the Electronic Information System for Civil Registration and Administration offers services related to citizens' personal IDs, submission of data to statistical offices and generalised data related to the number of citizens residing in a given region, city or municipality.

The highly secure part of this system stores personal data on all Bulgarian citizens which can be accessed by Government employees. Its other free public services include web access to election rolls for citizens who wish to check their election rolls and find their place for vote casting, and generalised population data provided for agencies and national organisations.

3.6. ePayment Gateway
It is a single web environment enabling citizens and legal entities to settle online their payments to the central, regional and local administrations.The ePayment Gateway is part of the integrated eGovernment system. It will allow its citizens and businesses to pay by electronic means the administrative services requested online via the Bulgarian eGovernment portal 'egov.bg' and via the regional/local Administration's web pages. The use of the Gateway will require identification by using a Qualified Electronic Signature Certificate.

3.7. System for Integrated Administrative Services
The system for Integrated Administrative Services consists of three main parts (subsystems) which are tightly interconnected. These subsystems are as follows:

· Register of Registers

· Unified environment for exchange of documents (UEED)

· Single portal for access to electronic public services

These three subsystems are the base for implementing all e-Government services. The three subsystems are realized and implemented almost entirely, but the e-services are realized partially, as it is shown later in this article.

Here is a general architecture of the e-Government system:
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The general description of the three subsystems and the e-services realized up to now are described in the following sections.

· The Register of Registers

The purpose of the Register of registers is to compile and maintain a database for all registers containing descriptions of uniform composition and organization of data in all registers kept by the administrations of the executive authorities in Bulgaria and the provision of a unique index for each register (UIR) or section of the registry.
Register of registers is built as a standard multi-level information system with administrative and end-user interface, business logic layer of the register, layer for connection with the database and database of the registers. The architecture of the register is given below:
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The Register of information objects and the Register the electronic services are created as part of integrated e-Government system and the project is developed in parallel with the regulations laid down in the Law on e-Governance to meet their requirements.
These two registers allow the primary administrators of the data to record descriptions of the data structure, the existing primary and comprehensive services they provide, the data structure, mode of delivery and accessibility of services. Each information system can be adapted to accept the facts and documents from the information systems of the primary administrators of the data and to obtain single requirement of the data.
· Unified environment for exchange of documents (UEED)
Provisions of electronic public services to citizens encounter problems, some of which are:
· Flexibility, allowing unlimited possibilities for expansion of electronic services provided by various software systems and institutions

· Supporting of various types of communications - Internet, telephone, intermediary agents and others.
· General approach which allows to unify the use of all electronic services

· Consistency of the scheme used for the identification of various technology platforms in various institutions

· Use of electronic services from multiple platforms

The diagram below shows the architecture of the decision:
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Architecture is based on SOA (Service oriented architecture) approach. In this architecture, the solution consists of several independent modules that communicate via a common environment and common "contracts" for interaction. Thus, multiple heterogeneous software platforms can work together to achieve business processes in public administration.

This approach ensures easy implementation of requirements data input of citizens and businesses to be requested only once. Sufficient condition for this is available module that stores the data of companies and module that stores the data of citizens. The access to these data is implemented as a service in the proposed solution.

The chosen architecture provides consistent environment for transfer of documents between citizens, businesses, and state and municipal structures, as well as between different institutions (Bulgarian and European).
For the purposes of this specification there are two important elements of architecture:
· Administrative information system (AIS)

Each AIS, which communicates with UEED must realize standard protocol. For any new AIS it should be planned at the time of their creation, while for existing AIS it is developed as additional module (adapter)
· Transport clients

The communication between AIS and UEED is done by the transport client which becomes a proxy between AIS and UEED. Transport client transfers every submitted document to and from UEED. It has no local database and transmits documents synchronously.

· Single portal for access to electronic public services ( www.egov.bg)

The new eGovernment portal of Bulgaria was officially launched in October 2007. Aimed to serve as an one-stop-shop, it comprises a catalogue of public services provided by the central State Administration and enables citizens and businesses to obtain online information on many public services, as well as forms to download.

Most of the available eGovernment services are information services, but some eGovernment services do require the use of special smart cards containing personal electronic signatures, provided by the State-owned company Informatsionno Obsluzhvane (Information Services)
In pursuance of the Law on e-Governance it is built as a single portal for access to electronic administrative services. This portal is developed in accordance with the requirements of the electronic controls and regulations stated therein, and ensures:
· Information about available services and administrative procedures for their submission;
· Access to forms needed by citizens and businesses to obtain administrative services;
· Standardized user interface for accepting documents for providing administrative services through the UEED, the corresponding checks and confirmations or notices of discrepancies found;
· Standardized user interface to appeal the refusal to provide electronic administrative services;
· Standardized and customized for each recipient user interface for:
· Provision of information about the current status of each filed administrative e-service;
· Provision of results - administrative e-service request for the completion of the submitted documents or information to refuse the provision of electronic administrative services;
· Access to all acts, statements and data, collected by providers of electronic public services to the recipient in connection with the service. This access is provided in a way that allows their storage and playback.
· Links to the front office information systems to provide electronic services suppliers who support specific user interface for the reception of documents for the provision of administrative services with a high level of interactivity and convenience of operation

The portal is built on standard multi-level architecture with user and administrative interface, distributed business logic, layer to contact the portal’s database. In its construction special attention is paid to the architecture to allow redundancy and scalability, and to allow the portal to repay large loads, including peak ones. The architecture of the portal is given below:
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3.8. eGovernment control technical centres
Three eGovernment control technical centres have already been established: in Sofia (Boyana) – equipped by Hewlett Packard, in Sliven – equipped by Siemens and in Varna – equipped by the Bulgarian company Storma. These centers are set to provide services throughout the country in order to bring the Bulgarian municipalities into one interrelated system. At present, only the center in Boyana has been put into actual operation.
3.9. National Interoperability Framework

In 2006 the government adopted a National Interoperability Framework of the Information Systems in the Executive. It includes also development of a Register of Interoperability Standards, Register of Information Objects and Electronic Services Register. Guidelines on the terms and conditions for institutional information systems certification according to the EU standards were endorsed. Thus, interoperability with regard to institutional information systems for e-services provision was ensured. The National Interoperability Framework is the document enabling Bulgaria to meet the requirements for integration of the national systems of the EU Member States for organization of cross-border electronic services.   
The Bulgarian Interoperability Framework was developed in compliance with the last version of the European Interoperability Framework. 
However, the Bulgarian document covers to a large extent also the second stage of the European roadmap, including specific mechanisms for achieving technical, semantic and organizational interoperability of information systems.  
Problems: 

· The basic issue regarding the National ATM Network of the Public Administration (NAMDA) is the lack of national connectivity. NAMDA is not integrated in the networks of key state institutions such as the Ministry of Finance, the Ministry of Interior, the Ministry of Defense and the National Social Security Institute. The use of different communications protocols (X.25, ATM, VoIP, etc.) is an additional issue; 
· The majority of data transmission networks and access to services have been developed as individual projects based on various technologies. Although many of them are based on fiber-optics networks, data transmission is implemented with outdated and expensive technologies (e.g. АТМ, Х.25, etc.)
· Many of the currently existing web sites of state agencies and municipalities are not up-to-date and do not correspond to the existing institutional framework. 
Recommendations:

· A National Reference Architectural Framework should be established to ensure, regulate and uphold the electronic services technological design principles, including their interoperability and security level, deployment, maintenance and take-up by end users;  
· To ensure mass penetration of ADSL-connections based mainly on IP transmission and Eternet interfaces which will result in network unification and compatibility and in significant reduction of development and maintenance costs. An example of successful development of such networks was given by the Bulgarian telecommunications operators and many of them already transmit voice communications over IP (predominantly using Eternet connectivity), which ensures them flexibility for offering new services at significantly lower cost price;    
· To check and evaluate the existing web sites of state institutions and based on the outcomes to propose updating, restructuring and archiving of websites of projects and institutions that are no longer up-to-date or do not correspond to the existing institutional framework; 
· To develop and establish compulsory information and technological standards for applications in the area of electronic government (classifiers, web sites, software platforms, communication protocols and user interfaces).
4. E-Government applications   
4.1. At central level (existing applications): 

· Centralized Integrated E-government System 
Introduced as part of a project funded by the state budget in 2007, the system provides an environment for integration of the existing standalone information systems within the public administration and forms the basis of a uniform information environment for document exchange. The pilot development of e-district integrated system will enable the integration of information systems at local and regional level. The implementation of these two projects ensures a uniform information environment for electronic services provision by the central, regional and local administrations. They support the electronic document exchange for provision of the requested services among all units of the central and local administrations. The successful completion of these projects will provide the technological environment necessary for the support of: 
· Single portal for access to all electronic services at any time from any place; 
· Online description of all administrative services; 
· Simplified and user-friendly interface for request of services, suitable also for disadvantaged individuals; 
· Unified design of the district and municipal administrations’ portals based on development of unified standards. 
· The portal of the National Revenue Agency 
Provides online information about taxes and social insurance, effective legal acts in the field of taxes and social security; includes Q&A section including a database with all officially asked questions answered by the tax administration, forms can be downloaded, submitted and signed electronically, allows online submission of returns and payment of taxes signed with an electronic signature.
· Ministry of Labour and Social Policy. Employment Agency 
A registered job seeker receives an online job listing match based on his/her profile while the employers receive a list of matching CVs from job seekers.

Online registration and information those registered with the Labour Office Directorates with unemployment benefits and with family benefits for children.
· National Social Security Institute
The National Social Security Institute administers the mandatory insurance programmes for disability, old age and survivors' benefits, sickness and maternity, work injuries and occupational diseases, as well as collection, control and information services for all obligatory contributions. Forms may be downloaded. Online obtaining of information on person’s medical insurance status.
· Ministry of the Interior, District Police Stations (Identity Documents and Passport Regime Units) 

Online information on how to start the process of obtaining an ID card or passport.

Online information on driving licences is available, but there are no online services or downloads.
An application of the Traffic Police Department provides information about due penalties and citizens can book date and time for receiving their driving papers back.
· Ministry of Foreign Affairs (Electronic Visa Applications System – e-visa) 
Since March 14, 2008, the Ministry of Foreign Affairs has introduced as a pilot project an electronic visa applications system in Moscow. 
Expectations are that the software will facilitate the dialogue between citizens and the Bulgarian consular offices abroad and will make the process faster and more transparent. 
The pilot project of the new E-visa system will be installed also at the Bulgarian consular offices in Sankt Petersburg, Kiev and Belgrade, however, at the beginning it will be used only by the accredited travel agencies. 

The system will process visa applications submitted with the consular offices to the Bulgarian embassies. After Bulgaria’s accession in the Schengen area, the National Visa Center will have to ensure the connection of the national visa system with the central visa information system of the EU. 
· National Customs Agency 
A software application has been developed enabling remote access to the customs’ data sets after a relevant procedure for presenting information. 
The electronic services provided are as follows: 
· Electronic communication and exchange of messages for movement of excise goods in a mode of deferred excise payment; 
· Electronic declaration before the customs authorities (submission of customs declarations). There are several versions of this service depending on the procedure applied (standard or simplified) and the customs mode selected by the trader. The service use requires registration of the economic operator for electronic declaration and electronic signature of sent messages. 
There is an option for the economic operator to submit customs declarations to the Customs Information System and the access to the system is either through web browser or based on system – system type of connection. 
The solution is web-based with an access to a single front end server from where via messaging system the correctly submitted data by the economic operator is sent to the relevant customs office for processing the goods; 
· Electronic information exchange with the trader, including cancellation, tracing the document status, verification, etc.; 
· Registration of economic operators and their authorized employees for electronic declaration - online and offline.
· Ministry of Regional Development and Public Works (Unified Management Information System for Regional Development (UMISRD) at General Directorate Regional Planning and Management Systems) 
The development and maintenance of an up-to-date information basis for an integrated system of regional development planning documents is a project, which will be implemented in parallel with the development of the Unified Management Information System for Regional Development. The information basis for the integrated system of regional development planning documents will contribute to keeping potential investors and the general public informed on the planned development of the various territorial levels and to their active participation in this process. 
The development of the Unified Management Information System for Regional Development will provide the currently missing uniform information platform that will support information both for the up-to-date strategic planning documents and for the progress of their implementation at any time of their validity period. UMISRD will create conditions for improving regional coordination and for optimizing the results of the implemented financial instruments for regional and local development. 
Documents signed with universal electronic signature can be submitted accepted and sent to the MRDPW if they meet the requirements described in the official web site of the ministry. At present 32 administrative services are provided for citizens and businesses in accordance with a List of Administrative Services endorsed by the Minister of Regional Development and Public Works. 
· Ministry of Transport, Information Technologies, and Communications (e-government project)
The project was launched in February 2010 and offers initially 13 test services accessible through a single point – egov.bg portal. Among the services provided is online issuance of certificates for current and permanent address. Bulgarian nationals who are going to change their ID papers and want to register a new address in their identity cards or passports can save time by using the platform. 
Initially the service will be provided by two large district administrations in Sofia and by one in the country, however, the ministry expects more and more large municipalities to join. 
Possession of electronic signature is required for using the system. 

· Registry Agency (Company e-Registration)
In January 2008, a new system of company e-Registration came into operation. Run by the Registry Agency, this online commercial register is a single portal enabling the establishment and later reorganization, restructuring and liquidation of a company. The agency then passes the information on to the relevant institutions, thus easing the obligations of the company itself. The portal also serves as a database, as all key details of a company are made available to the general public. Applications in paper form will still be possible, especially for those companies which are not in possession of an e-Signature certificate.
· National Statistics Institute (Internet based population census)
In February 2011 as part of the general population census 41% of the population was registered on-line.
4.2. At central level (planned applications):
· Project for Improvement of Services for Citizens and Businesses, Inclusive of Electronic Governance Development. The project value is BGN 18 429 864,00 and the duration is 18 months. The general objective is development and deployment of more than 100 electronic administration services. 
Other expected project outcomes are amendments to the regulatory framework in the area of electronic governance and electronic administrative services provision, appointment of primary data administrators and entering the provided by them services and data in the e-government registers, development of standards for e-services, as well as training for the employees on the central and municipal administrations. 
· Project for Improvement of Services for Citizens and Businesses at MTITC through Electronic Governance in the Field of Spatial Data and Services (e-SDM). The project value is BGN 1 228 170,50 and the duration is 18 months. The general objective is publishing Internet accessible spatial data in the area of the railway transportation system. 
· National Revenue Agency (NRA) Project for Upgrading the Revenue Management System by development of a software application for the support of NRA’s control activities – Control Information System – within the Administrative Capacity Operational Programme. 
The project value is BGN 2 973 716,87 and aims at improving collection and customers’ satisfaction by developing the software application Control Information System. The system will facilitate selection of indebted persons for audit and inspection and thus will reduce to minimum the human factor influence in the process. Moreover, it will automate the process of audit assigning and implementation and will facilitate documents drawing-up, movement and archiving, thus reducing the time for their processing and decreasing the paper document flow. 

· NRA Project for Development and Deployment of Management Information System (MIS) in the NRA and capacity development for extending MIS of the National Revenue Agency within the Administrative Capacity Operational Programme. 
The project value is BGN 1 835 643,61 and aims at improving the NRA effectiveness and efficiency through automated information provision and analysis for management decisions support and implementation of the taxation and social security policy. Therefore, MIS will be developed and deployed in the NRA to collate the information collected during the last three years. Provision of training is planned for the employees to enable them to use the system. 
· Registry Agency Project for Bringing the Property Register System in compliance with the Electronic Governance Act, introduction of new electronic services and systems and registers integration in the Registry Agency and the municipal administrations for the improvement of services to citizens and businesses and real estate tax collection. The project value is BGN 814 790 and the funding is from the Administrative Capacity Operational Programme. 
The project duration is 18 months. In the course of the project implementation the needs of the property register will be identified, a long-term strategy for its development will be elaborated, as well as standards for information exchange of data between the property register and other information systems. Moreover, the number and quality of the provided electronic services will be increased. 
4.3.  Existing Applications at local level
In the recent years, the municipal and district administrations in Bulgaria strengthened significantly their technological capacity. Most of them renovated their IT equipment and increased the number of computerized workplaces. Many municipal administrations implemented projects for communication infrastructure modernization and deployment of integrated systems for document management. 

Series of initiatives were launched for electronic services provision to citizens and businesses as well as for improvement of the municipal administrations’ web sites. 
Among the IT projects implemented by the municipal administrations during the last 3 years, the most successful in terms of efficiency are the projects related to: 
- development of modern communication infrastructure; 
- improvement of already deployed information management systems for document flow, finances and administrative activities; 
- electronic voting solutions deployment in municipal councils; 
- e-services provision. 

The efforts of the most experts involved with the IT infrastructure development in the most of the municipalities were focused on the above-mentioned areas. However, some administrations report substantial benefits from the implementation of projects in the area of GIS systems, archives digitalization, server virtualization and even video-surveillance. 
Successful Projects for Communication Infrastructure Development: 
· The Municipality of Razgrad implemented such project in 2007 and developed ICT infrastructure in 22 urban areas on the municipality territory in order to ensure Internet connectivity and reliable environment for electronic information exchange between the mayoralties and the municipal administration. For the installation of wireless communication network to the mayoralties of the urban areas in the municipality and for the provision of Internet access was concluded a contract with the Internet provider, Elite Sat AD, Rousse. Between the mayoralties and the LAN of the municipality was also installed VPN connectivity. 
· Modernization of the computer network installed in 2008 is one of the important projects for the Municipality of Shoumen A backbone fiber-optic network was installed in the premises of the municipal administration. Active network equipment with controllable L2 switches SMC was installed. A copper-structure cable system from the optical points of the backbone system was installed to all workplaces with class 7 cable and Reichle & De-Massari sockets. The project creates the necessary basis for the implementation of several initiatives aiming at improving efficiency and reduction of time taken for servicing citizens. 
· The Municipality of Rousse also implemented a project for modernization of the communication infrastructure. A backbone cable system was installed based on Cisco Catalyst 2960 platform. The new communication environment supports Voice-over-IP (IP telephony), data and video, centralized control of network services, protection against electromagnetic effects, etc. An important characteristic of this new solution is the option for secure remote access of authorized employees to the network of the Rousse municipality based on VPN client. 
Information Systems Improvement
Expansion of the functionality of the already developed solutions is a continuous process. In the municipal administrations such types of projects are concentrated on options for remote access to the systems, integration of various applications and deployment of additional functions as a response to new needs. 
· In the Municipality of Kazanlak in 2008 new modules were installed to the operating since 2005 integrated system for business processes and documents management Archimed. Two more applications are added to support remote use and monitoring by an external user (citizen or company) of the status of a requested administrative service. 
· In the Municipality of Bourgas additional software was developed to the already operational Akster-Finance system and connection was installed to the information system for local taxes and charges and thus enabling not only the tracing of debtors but also an option for the citizens to obtain information on their debts to the municipality from the municipal administration web site. The municipal property information system functionality has also been expanded. 
· In the Municipality of Shoumen the operational integrated information system was improved by adding new modules – Municipal Property Register and Transactions with Municipal Property Register. The information provided thereof is published on the municipal web site. 
Electronic Voting Systems for Municipal Councils 
The interest in the implementation of such projects is based on the associated opportunities for improving the efficiency of the municipal councilors as well as for improving transparency and public confidence in local government. 
· Among the electronic voting systems projects is the one implemented in the Municipality of Razgrad. The solution was put into operation at the end of 2006 with the cooperation of FLGR. It is based on ViSImgr application software developed by the company Request Ltd. The system supports electronic voting and electronic counting of votes at the Municipal Council sessions. It has been designed to take into account the requirements and the specifics of the decision making procedures. It accelerates both the voting process and the speed and accuracy of vote counting and contributes to more efficient proceedings. The system contributes to the transparency in the operation of the Municipal Council, improves the efficiency of the recording of minutes and reduces the workload of the administration employees who attend to the sessions.   
· Electronic Voting System ViSI by Request Ltd. is in operation also in other municipal administrations. It has been adopted by the Sofia Municipal Council and by the municipal councils of Stara Zagora, Pleven and Svishtov. 
· For the electronic voting systems take-up in the municipal decision-making practice contributed also the project launched by the Ministry of State Administration and Administrative Reform (MSAAR) in 2007. Within the project framework the company Kontrax developed the system for Municipal Council paperless meeting and electronic voting. After the pilot implementation in Kazanlak, Gorna Oryahovitsa and Veliko Tarnovo, projects for deployment of the Kontrax solution were launched in Plovdiv, Kyustendil and other municipal administrations.  
Electronic Services
The provision of more administrative electronic services as well as the strive for them to be not only of level 1 and 2 (publishing of information and option for downloading forms) but also of the higher levels (two-way interaction and transactions) has been declared a priority in all discussions on the topics of e-Government and e-Administration. The progress made in this direction is still related mainly to increasing the number of the provided services. The main obstacle to the provision of higher level e-services is that the existing options for electronic payment seem not to be acceptable for a sufficiently large number of users. Therefore, a number of services entailing charges and payments remain out of the e-services scope. However, the municipal administrations continue to provide more and more e-services to citizens and businesses. Here are some recent announcements in this regard: 
· In September 2010, the Municipality of Asenovgrad launched a new information system through which all residents of the municipality as well as individuals who own property on its territory can obtain information via the Internet regarding their obligations. 
· The Municipality of Rousse provided public access to the municipal property register via the Internet. The solution is based on a software solution developed by Acstre Software Group. 
· Since the beginning of June in the Municipality of Kavarna has been functioning a platform for electronic services provision. Citizens and businesses can use it to request issuance of documents and to submit alerts and proposals to the municipal administration without having to go in person. They can make the request via the Internet using the web portal designed especially for the purpose or connect through the established for the purpose call center. The municipal administration accepts the requests, prepares the documents and is responsible to send the ordered documents to the applicant by mail. 
· In 2010 the Municipality of Belovo announced the launch of a project for provision of e-administrative services based on GIS. The project has duration of 18 months and is implemented with the financial support of the Administrative Capacity Operational Programme, co-financed by the EU and has the objective to optimize the administrative services for citizens and businesses and to reduce the time necessary for issuance of documents related to territorial development and urban planning. 
· Integrated System for Public Services Provision: e-Administration in the Municipality of Stara Zagora 
The project from 2010 covers all the processes of the municipality’s main activities, i.e. provision of administrative services to citizens and businesses. The following processes have been included: 
· Request for administrative services via multiple channels: on the spot at the service center, electronically – via the municipality’s web site or via the e-government portal and on the telephone. The process of services provision to citizens and businesses has been optimized as much as possible. Instead of blank forms completed with one and the same data, which the employees later enter into the system, now customers order the needed service (on the spot or on the phone) to the employee in charge and identify themselves with a full name, personal id number, UIC or BULSTAT. All administrative data – name, address, manager, and company data – is derived from the system (through connection with the Unified System for Citizen Registration, the Trade Register and BULSTAT) and the completed form for requesting the specific service is printed out together with a list of the enclosed additional documents. The same functionality is provided also on the web site of the municipality for electronic request of administrative services; 
· Payment for administrative services – all paid administrative services generate the respective liability immediately after the request for service is placed or after determining the charge if it depends on certain service parameters. Customers can chose the method of payment most convenient for them – at cash counter, bank transfer, electronically with a debit or credit card, via the systems ePay.bg or eBG.bg, on the telephone using ePayVoice or with SMS via ePayGSM and via MTel mPay from the mobile portal Vodafone Live! 
· Back office administrative processes for administrative services provision –models of the services provision processes are developed with the relevant stages, documents, persons responsible and deadlines and thus are created conditions for effective monitoring, supervision and avoidance of delays. The automation of the back office processes accelerates the internal document flow in the administration, reduces the time taken for provision of administrative services due to eliminating the need of non-productive and routine activities and operations and reduces operational costs; 
· Submission of administrative services to customers – the system allows the citizens and businesses when placing a request for service to indicate how they would like to receive it – at the customers’ service center of the municipality, at a given postal address by courier or in electronic format. This reduces to a minimum or fully eliminates the need of visiting the municipality. 
A thorough business process reengineering has been performed based on process optimization and use of the new functions provided by the system. The most tangible improvement for the customers is the ex officio data collection, which is in-line with the Electronic Governance Act. 
The system integration function has a key role in the project. Integration with systems internal for the municipality is achieved – with the Unified System for Citizen Registration and Administrative Services and Local Taxes and Charges as well as with external systems such as BULSTAT Register, the Trade Register, egov.bg, Uniform Environment for Exchange of Electronic Documents and with the systems of the electronic payment operators ePay.bg (including еPayVoice и ePayGSM) and eBG.bg.
· Electronic Administrative Services for Citizens – Municipality of Varna (http://www.varna.bg/adm) 
Since September 2003, the municipality has been providing via the Internet services with regard to issuance of certificates, family status certificates, address registration, etc., duplicates and transcripts of documents. A one-off electronic certificate is issued to the citizen in order to use the e-services. It is for the purpose of proving his/her identity and sending of secured electronic message about the price, deadline and the place where he/she can receive the respective document. 
· е-District Varna (http://open.vn.government.bg) 

The Open Administration Varna system provides information and services to citizens regarding transactions with real estate – sales, swaps, rentals. The system is developed with the cooperation of the university in Seoul and is based on the experience of an electronic government project in Seoul. The system has been developed by the subsidiary of Electronic Services AD in Varna. 
· е-District Yambol (http://yambol.government.bg) 

The implementation of the e-District Yambol project has taken into account the already existing fiber optic network connecting the territorial units of the administration and the accumulated experience with ICT. As a first step for the horizontal connections between the units that are central institutions in the region and the municipal administrations has been introduced an electronic bookkeeping and document flow processing system. It allows at any time to know the movement of each document concerning the citizen or the institution and to better organize and coordinate the work of the individual administrative offices and employees. 
As a second step has been developed the portal of the district administration containing not only information about the region but also structured information about all territorial units of the state administration, links to the municipal web sites and other administrative offices. Information has been classified by sectors: healthcare, education, business, culture, tourism, etc. There is also a Q&A forum for the citizens. 
The Administrative Services module supports the provision of online services to citizens and businesses. 
Other Projects:
· GIS solution was developed in the Municipality of Bourgas in 2005. It automates the activities needed to include or exclude a land property in/from the Property Register, property management, management of municipal property, disposition of municipal property, provision of information on the status of land and municipal property. GIS functionality has also been integrated in several other applications such as: Administrative Card, Municipal Property Register, Areas for Placing Advertisements. Citizens and businesses are in the center of these applications. One of the development objectives is to provide publicity and transparency of the administration activities and the way it manages the municipal property. The other objective is to provide fast, accurate and clear information to potential investors on possible sites where they could establish their activities. 
· As a result of the project for family registers scanning in the Municipality of Shoumen implemented during last year, the efficiency of operation of the Civil Registration and Civil Status Department was improved. Another benefit was the digitalization of the physically old paper registers. Currently the technology is used for scanning maps in the Territory Development Directorate. Other municipal archives will be also digitalized in the future. 
5. e-Services
5.1. Availability

25 public e-services in seven categories are implemented so far with a single access point – www.egov.bg portal - as follows:

· Civil status:

· Issue of certificate of change of current address 

· Issuance of a certificate of non-constituent act of civil status
· Issuance of a certificate of current address
· Issuance of a certificate of kinship 

· Issue of certificate of identity of the names of one person
· Issue of certificate of change of domicile 

· Issuance of a certificate of domicile
· Taxes:
· Submitting an application for a certificate of tax valuation of real estate
· Acceptance and processing of tax returns with an annual property tax for newly acquired or otherwise property of the municipality, according to Art. 14 LTCA
· Health insurance:
· Provision of reference for health insurance from National Insurance Institute
· Social insurance and pensions:
· Provision of information from the National Insurance Institute for current status of pensions and allowances paid by UCC / PNF and runway
· Provision of a statement submitted to the National Insurance Institute documents for benefits and benefits from state social security, status and payment processing
· Information for paid cash benefits and benefits from Social Security by National Insurance Institute (NII) BULSTAT
· Provision of reference for social security from the National Insurance Institute
· Social support, aids and additives:
· Information for paid cash benefits and benefits from Social Security through the National Insurance Institute in UCC
· Transport:
· Removed from the register of ships of Bulgaria
· Provision of a consultation for involuntary relocated vehicle
· Performance of extracts from the register of ships
· Designation of a route using public transport
· Registration of ships of Bulgaria
· Issuance of a certificate for seagoing
· Provision of reference to events that affect traffic in the city of Sofia
· Employment and business relationships:
· Presentation of documents under a contract to provide funding to employers for employees in programs and employment measures
· Issuance of a certificate to verify the registration of job-seeker
· Applying for a contract to provide funding to employers for hiring unemployment
The first 14 e-services approved by the MTITC in accordance with the e-Governance Act have been published on the Internet for public discussion in the end of February 2011. They are available at the Ministry site http://www.mtitc.government.bg/page.php?category=562&id=4733.

The 14 services are among the most demanded services and include issuing certificates for permanent and current address, birth certificate, marriage certificate, certificate for kinship, family status, and certificate for successors.

Specification of the 20 indicative e-services for Citizens and Business in terms of availability and sophistication  as of March 2010

· Specification of the 12 indicative eServices for Citizens as of March 2010
The information in this section is based on the common list of 20 basic public services contained in the annual report “Smarter, Faster, Better eGovernment - 8th Benchmark Measurement” prepared for the European Commission, Directorate General for Information Society and Media, November 2009.

The 12 indicative services for citizens are as follows:
1. Income taxes: declaration, notification of assessment 

2. Job search services by labour offices 

3. Social security benefits 

4. Personal documents: passport and driver’s licence 

5. Car registration (new, used, imported cars) 

6. Application for building permission 

7. Declaration to the police (e.g. in case of theft) 

8. Public libraries (availability of catalogues, search tools) 

9. Certificates (birth and marriage): request and delivery 

10. Enrolment in higher education/university 

11. Announcement of moving (change of address) 

12. Health related services (interactive advice on the availability of services in different hospitals; appointments for hospital 

	1. Income taxes: declaration, notification of assessment 

	Responsibility:
	Central Government, Ministry of Finance, National Revenue Agency

	Website: 
	http://www.nap.bg/

	Description: 
	Online information and forms can be downloaded, submitted and signed electronically, allowing for the online submission of personal income taxes. 


	2. Job search services by labour offices 

	Responsibility:
	Central Government, Ministry of Labour and Social Policy, National Employment Agency

	Website: 
	http://www.az.government.bg/eng/index_en.asp 

	Description: 
	A registered job seeker receives an online job listing match based on his/her profile while the employers receive a list of matching CVs from job seekers.
 


	3. Social security benefits 

	a. Unemployment benefits

	Responsibility:
	Central Government, Ministry of Labour and Social Policy, National Employment Agency

	Website: 
	http://www.az.government.bg/eng/index_en.asp 

	Description: 
	The National Employment Agency provides those registered with the Labour Office Directorates with unemployment benefits in accordance to the Social Security Codex. Online registration and information are available. 

	b. Child allowances

	Responsibility:
	Central Government, Ministry of Labour and Social Policy, National Employment Agency

	Website: 
	http://www.az.government.bg/eng/index_en.asp 

	Description: 
	The National Employment Agency provides those registered with the Labour Office Directorates with family benefits for children in accordance to the Family Assistance for Children Act. Online registration and information are available. 

	c. Medical costs (reimbursement or direct settlement)

	Responsibility:
	Central Government, National Social Security Institute

	Website: 
	http://www.noi.bg

	Description: 
	The National Social Security Institute administers the mandatory insurance programmes for disability, old age and survivors' benefits, sickness and maternity, work injuries and occupational diseases, as well as collection, control and information services for all obligatory contributions. More and more citizens obtain information on their medical insurance status online. –

	d. Student grants

	Responsibility:
	Central Government, Ministry of Education, Youth and Science

	Website: 
	http://www.minedu.government.bg

	Description: 
	Information only


	4. Personal documents: passport and driver’s licence 

	a. Passport

	Responsibility:
	Central Government, Ministry of the Interior, District Police Stations (Identity Documents and Passport Regime Units)

	Website: 
	http://www.mvr.bg/en/guide/new_BG_documents.htm 

	Description: 
	Online information on how to start the process of obtaining an ID card or passport

	b. Driver’s licence

	Responsibility:
	Central Government, Ministry of the Interior

	Website: 
	http://www.mvr.bg

	Description: 
	Online information on driving licences is available, but there are no online services or downloads. 


	5. Car registration (new, used, imported cars) 

	Responsibility:
	Central Government, Ministry of the Interior, Ministry of Transport, Information Technology and Communications, Executive Agency for Automobile Administration (supervision and conformance control)

	Website: 
	http://www.mvr.bg; http://www.rta.government.bg

	Description: 
	N/A.


	6. Application for building permission 

	Responsibility:
	Central Government, Ministry of Regional Development and Public Works, Cadastre and Property Agency, Municipalities

	Website: 
	http://www.cadastre.bg

	Description: 
	Information only. Building permits are issued by the Ministry of Regional Development and Public Works and its local services departments (municipalities). Some municipalities (Stara Zagora) have implemented pilot services. 


	7. Declaration to the police (e.g. in case of theft) 

	Responsibility:
	Central Government, Ministry of the Interior, National Police Service

	Website: 
	http://www.mvr.bg

	Description: 
	Online information. 


	8. Public libraries (availability of catalogues, search tools) 

	Responsibility:
	Central Government, Ministry of Culture

	Website: 
	http://www.nationallibrary.bg

	Description: 
	The St. Cyril and Methodius National Library provides an electronic catalogue. More advanced online facilities are offered by university libraries such as the Sofia University Library. 


	9. Certificates (birth, marriage): request and delivery 

	Responsibility:
	Central Government, Ministry of Regional Development and Public Works, Directorate General for Citizen Registration

	Website: 
	http://www.mrrb.government.bg; http://www.grao.government.bg

	Description: 
	The management and control of the functioning and development of the Citizen Registration System (ESGRAON) are assigned to the Directorate General for Citizen Registration of the Ministry of Regional Development and Public Works and to the 28 ‘Citizen Registration’ Territorial Units located in the former administrative centres of the districts. There is online information. 


	 10. Enrolment in higher education/university 

	Responsibility:
	Central Government, Ministry of Education, Youth and Science

	Website: 
	http://www.minedu.government.bg

	Description: 
	Online information. 


	11. Announcement of moving (change of address) 

	Responsibility:
	Central Government, Ministry of Regional Development and Public Works, Directorate General for Citizen Registration

	Website: 
	http://www.mrrb.government.bg; http://www.grao.government.bg

	Description: 
	Change of address notification has been announced as available since 2003.


	12. Health related services (interactive advice on the availability of services in different hospitals; appointments for hospitals) 

	Responsibility:
	Central Government, Ministry of Health

	Website: 
	http://www.mh.government.bg

	Description: 
	Online information. 


· Specification of the indicative eServices for Businesses as of March 2010
The information in this section is based on the common list of 20 basic public services contained in the annual report “Smarter, Faster, Better eGovernment - 8th Benchmark Measurement” prepared for the European Commission, Directorate General for Information Society and Media, November 2009.

The 8 indicative services for businesses are as follows:
1. Social contributions for employees 

2. Corporate tax: declaration, notification 

3. VAT: declaration, notification 

4. Registration of a new company 

5. Submission of data to statistical offices 

6. Customs declarations 

7. Environment-related permits (incl. reporting) 

8. Public procurement 

	1. Social contributions for employees 

	Responsibility:
	Central Government, National Social Security Institute, National Revenue Agency

	Website: 
	http://www.nap.bg/

	Description: 
	Contributions by employers can be filed electronically through the National Revenue Agency web pages. 


	2. Corporate tax: declaration, notification 

	Responsibility:
	Central Government, Ministry of Finance, National Revenue Agency

	Website: 
	http://www.nap.bg/

	Description: 
	Online information and forms can be downloaded, submitted and signed electronically, allowing for the online submission of corporate taxes. 


	3. VAT: declaration, notification 

	Responsibility:
	Central Government, Ministry of Finance, National Revenue Agency

	Website: 
	http://www.nap.bg/

	Description: 
	Online information and forms can be downloaded, submitted and signed electronically, allowing for the online submission of VAT declarations. 


	4. Registration of a new company 

	Responsibility:
	Central Government, Ministry of Justice, Registry Agency

	Website: 
	http://www.brra.bg/

	Description: 
	A new system of company eRegistration came into operation in January 2008. Run by the Registry Agency, this online commercial register is a single portal enabling the establishment and later re-organisation, restructuring and liquidation of a company. The agency then passes the information on to the relevant institutions, thus easing the obligations of the company itself. The portal also serves as a database, as all key details of a company are made available to the general public. Applications in paper form will still be possible, especially for those companies that are not in possession of an eSignature certificate. 


	5. Submission of data to statistical offices 

	Responsibility:
	Central Government, National Statistical Institute

	Website: 
	http://www.nsi.bg

	Description: 
	There are online submission facilities for companies through forms. 


	6. Customs declarations 

	Responsibility:
	Central Government, Ministry of Finance, National Customs Agency

	Website: 
	http://www.en.customs.bg/ 

	Description: 
	There are model forms to download and be submitted. The National Customs Agency is actively promoting the use of simplified procedures, in particular through its website and by liaising with business operators. Sustained efforts are being made to reinforce post-clearance controls


	7. Environment-related permits (incl. reporting) 

	Responsibility:
	Central Government, Ministry of Environment and Water

	Website: 
	http://www.moew.government.bg

	Description: 
	Online information is available along with documents which can also be downloaded. 


	8. Public procurement 

	Responsibility:
	Central Government, Ministry of Finance, Public Procurement Agency, Small Scale Public Procurement

	Website: 
	http://www.aop.bg/index.php?ln=1

	Description: 
	Contracting authorities in Bulgaria are obliged to publish their tender notices in the Bulgarian State Gazette, as well as in the web-based Public Procurement Register kept by the Public Procurement Agency (PPA). The information contained in the Public Procurement Register covers the entire lifecycle of a public procurement procedure – from the preliminary notice to the announcement of the contract award. Furthermore, there is a website for small value electronic procurement of the public sector which provides information on the opened small public procurement procedures and allows for the online submission of tenders. 


A survey carried out by the Capegemini consulting company at the end of 2009 upon the request of the European Commission (Assessment of the level of 20 basic eGovernment services in 31 countries – the 27 EU Member States and Iceland, Norway, Switzerland and Turkey) revealed, that Bulgaria was ranked at 29th place, deciding indicators being the level of online availability and sophistication of eServices. According to the survey, however, the average progress of the European countries is 7.4% in comparison with the previous edition of the report, and for Bulgaria this indicator was around 13%. 

The Common Strategy for eGovernance in the Republic of Bulgaria 2011-2015 has envisaged the following developments in terms of availability of the e-services:

· Provision of all administrative services in electronic format; 
· Re-engineering of administrative services;
· Placing the consumer at the centre of the administrative service;
· Implementation of  215 complex services for citizens and business, including in the 20 indicative areas proposed by the EU;
· Electronic invoicing to and from the state administration – 100% for administration and 80% for business organizations;
· Online public procurement – 100% of the procedures in state administration to be carried out electronically; 
· Implementation of online registers – 100% of the administrations with revised guidelines for internal document flow and 100% of the administrations with electronic internal document flow;
· Implementation of basic cross-border e-services – developed and implemented plan for implementation of priority European cross-border e-services.
5.2. Accessibility
According to data from the National Statistics Institute (NSI) for 2010, 33.1 of households have Internet access, which is used through the following channels/devices: PC – 87.1%, portable computer – 28%, notepad – 0.9%, mobile phone – 5.6%, TV – 0.3%, game console – 0.6%. Some 26% of households have broadband access and 42.6% of the population uses internet regularly. 
According to NSI, with regards to e-Skills for citizens between 16 and 74 years for 2010: 45.4% are able to use a search tool for obtaining information and 32.2% can send e-mails with attachments.
According to NSI in 2010, 85.1 % of companies have Internet access, 60.7% have broadband access, and 48.3% use electronic signatures. 
The Common Strategy for eGovernance in the Republic of Bulgaria 2011-2015 has envisaged the following developments in terms of accessibility of the e-services:
· Services with single entry point with accessible interface, with the option of content personalisation via convenient channels to access information and services, including Web terminals and communication centres for access to e-governance;
· Overcoming the digital divide;
· Broadband access for all institutions and households with expected results of 50% penetration among the population;
· Public terminals for information services of the e-governance – 700 public terminals across the country; 

· Single entry point (single window) – improved national portal www.egov.bg

(architecture, oriented towards services with improved content management options);
· Launching the mobile version of the portal;
· Prioritisation and segmentation of services;
· Decreasing the steps of requesting a service to 3 steps for at least 70% of the customer interfaces;
· Introduction of  an electronic card of the citizen – issuing cards with multifunctional PKI chip; 

· Introduction of an electronic identity certificate – minimum 40% of the population, 80% of business organisations and 100% of administrations registered in the automated services centralised system;
· Access to administrative services by a single identification data input – all administrations shall accept qualified electronic signatures in case of duly recognized suppliers of certified services; 
· Cross-border recognition of identification and verification on contractual basis;
· Unified layout of the administration portals – 100% of administrations to be with a unified website layout. 
5.3.Usage
According to the NSI for the last three months of 2010, 15.3% of citizens used the Internet to interact with public institutions. Out of them 12.8% used the Internet to obtain information from the website of the public administration, 7.8% to download official forms, and 5.6% to send completed forms.  
With regards to businesses which used the Internet to interact with public institutions, 69.9% used the source to obtain information, 66.4% -  to download forms (e.g. tax forms); 61.8% - to send completed forms (e.g. to provide statistical information), 52.1% -  to complete an administrative procedure (e.g. declaration, registration, authorisation) – completely electronically, without the necessity of additional paperwork (including making payments if required), 9.7% to send an offer to an electronic tendering system (e-procurement) (in the system itself, not via email).  
The Common Strategy for eGovernance in the Republic of Bulgaria 2011-2015 has envisaged the following developments in terms of usage of the e-services:

· To introduce established standards for information security; 

· To establish national fast response teams in case of information security breaches – active services for reaction, prevention, and risk and quality management; 
· To carry out one informational campaign per year – 50% of the customers  to be informed about the main mechanisms of the information security;
· Reduction in the administrative fees for e-services in case of e-payment – a minimum of 30% average decrease; 
· Intensified information campaigns – a minimum of 50% informed population for the benefits of the administrative e-services and sources of information. 
Conclusions (achievements):
· Availability

· Availability of a single entry point for e-services – egov portal (http://www.egov.bg) 
· Most of the indicative 8 e-services for Business (7 services) are in level 3 of sophistication
· Accessibility
Internet usage in Bulgaria has significantly increased in the last few years and towards the end of 2009 40% of the population used Internet regularly, while the increase rate in the usage over 5 years (between 2004 and 2009) was 6.7%. This data was released by the NSI.

At the same time the number of households with Internet access increased. The highest rate of Internet usage at home belongs to the population in the South-West region, which includes Sofia. This is due to the fact that the area is densely populated by Internet providers and population tends to have higher living standards. Therefore over a third (37%) of households in this area have Internet access at home. 
For the period 2004 – 2009 a 22% increase has been noted in the companies which use Internet for business purposes and in 2009 they are already 84% of all business organisations. Broadband usage has increased even faster for the same period (41.2%) and in 2009 almost 70% of companies had high speed Internet access. 
The principles of accessibility of public Internet sites have been set in the Action plan for equal opportunities for people with disabilities for 2006 – 2007. These principles have been embedded in the national legislation and in a project for establishment of a pilot center for young disabled people providing training and technical assistance for work with electronic, information and communication products and services.   
There are various initiatives in Bulgaria for integration of disadvantaged people to the information society. The most significant ones among these are: 
· State support for inclusion of disadvantaged people in the established 100 Cisco academies across the country; 
· Development of models for computer –equipped workstations for people with special needs. The number actual such workstations is still quite low; 
· Development of specialised websites for people with special needs. 
· Usage
The level of usage of the e-services is proportional to their availability and accessibility- i.e. maximum usage of what is provided also taking into account the existing infrastructure for Internet access.

Problems:
· Availability
· The single entry point for e-services – egov portal (http://www.egov.bg) provides only test services – limited to 25 in number;
· The site is badly designed from a user point of view. It works rather slowly and only on Internet Explorer .2;

· Not all of the existing e-services (including the 20 indicative e-services) are integrated to the portal – as a result the separate web-sites of the institutions must be accessed;
· Level 4 – transaction – of the e-services for Business is not achieved yet;
· Most (9 out of 12) basic e-services for Citizens are at Level 1 of sophistication – on-line information;

· The e-services for Business cover only some aspects of the business activities (e.g. submission of VAT, tax declarations, etc);

· Available on-line applications are not used by the Public Administration;
· The e-services are only partially designed and provided.  
· The available at present e-services of central and municipal administrations are not in line with the legislation in the field of e-governance, according to the MTITC.
· Accessibility
Security concerns have been an obstacle for Internet usage with 10.7% of population in accessing the eGovernment in 2010, according to NSI. Less than 10% of the population have electronic signature. Its price varies between 30 and 50 leva, and an additional smart card reader should be purchased. Most services that do not require an electronic signature do require PIK for access. 
· Usage
· Lack of available, easily accessible through a single entry point and variety of channels  user-friendly e-services;
· Availability of restrictions for use (expensive e-signature, PIK – in process of development);
· Lack of secure storage, archiving and management of the life-cycle of the e-documents.
Recommendations:
· Availability

· To provide integrated e-services based on life-events, with a single entry point through   development of secure and compatible electronic registers and a system for exchange of information among the different back-offices in administration; 
· An emphasis should be put not only on the e-format of the existing services, but also on the design and development of new, innovative services;

· The provision of on-line administrative services should be prioritised based on a combination of the following criteria: time of citizens/business saved while receiving a particular service, frequency of provision, opportunity for commercialisation and  provision on competitive base (preparation for outsourcing) of the most demanded services (by the citizens and the business), and potential for internal transformation (of the back-office) which would lead to a more efficient functioning of the administration.  Assessment of the public significance of the services provided should be based on the number of implemented realisations of each service for the period of one year, for each municipality and nationwide, and on the number of citizens (business representatives), who have requested a particular service; 
· To carry out an audit of the existing websites of state institutions and unify their interface; 
· To ensure sustainable development of the implemented e-services and management of the life cycle of information systems by providing the necessary financial, personnel, legal, and technological resources; 
· To introduce pan- European public services with the help of large-scale pilot projects under the ‘Support for ICT policies’ program (part of the ‘Competitiveness and innovation’ frame program) and on the basis of other European and national funding.  
· Accessibility

· To introduce additional measures for increasing the online security, the trust of the customers and the usability of the e-services by adopting a unified communication plan and strategy; 
· Portals that provide e-services, such as www.egov.bg to be made accessible to the blind and people with other disabilities; 
· To expand the Internet access at public places. Activities and projects in this area in Bulgaria are available  (i.e. the project for wireless Internet access in universities), but their scope should be significantly expanded; 
·  To develop a unified database containing information of all sources providing various online services; 
· To encourage the change in the habits in using administrative services and the use of alternative channels for contact and services – call centres, information mediators; 
· Introduction of PKI chip for the Citizen e-Card;
· To harmonize the Law for the electronic document and electronic signature with the Directive 1999/93/EC in order to ensure accessibility of online administrative services for foreign citizens. 

· Usage
· Adoption of  an Action plan for the wider introduction of electronic signatures and electronic identity certification; 
· Abolishing the legal and procedural obstacles for complete implementation of the electronic signature;
· The state should completely or at least partially cover the costs for obtaining an electronic signature;
· To optimize the price for obtaining an electronic signature as at present it is significant and issuing an electronic signature is a lengthy, slow and expensive process; 
· Market popularization and encouragement of the intensity in the search for e-services by the respective segments of citizens and business as well as a permanent improvement of the already implemented services; 
· To apply incentives such as differentiated pricing (e.g. abatements from the price of administrative or state fees) and other material or non-material measures (e.g. preferential customer treatment) for e-services users.   
6. Consistency of the Common strategy for eGovernance in the Republic of Bulgaria 2011-2015 and EC e-government Action plan 2011-2015. Conclusions.:

Both documents present the requirements for development of e-Government for the period 2011-2015 and declare to be in line with The Digital Agenda for Europe, the Declaration made at the 5th Ministerial eGovernment Conference (the ‘Malmö Declaration’9),  and Europe 2020 Strategy.

They are generally consistent in terms of vision  and priorities - eGovernment services designed around users’ needs and developed in collaboration with third parties; usage of  eGovernment to reduce the administrative burden, improve organisational processes and promote a sustainable low-carbon economy, necessity of establishing the necessary legal and technical preconditions.

They are consistent to a certain extent in terms of the planned actions and expected results:

Services designed around users needs and Inclusive Services, Collaborative Production of Services (private &public sector), Re-use of Public Sector Information- in variety of formats, Improvement of Transparency (Data protection Directive), Involvement of citizens and businesses in policy-making processes.
The documents are inconsistent in scope –( in BG the stress in on development and provision of national seamless eGovernment services and in EU -  for the seamless pan-european eGovernment services allowing for setting up and running of a business and for studying, working, residing and retiring anywhere in the European Union) and in aims (indicators to be achieved).

The EC e-government Action plan 2011-2015 aims at:

·  50% of EU citizens and 80% of enterprises will have used eGovernment services.

· Seamless Services for Businesses (pan-european public e-procurement on-line) and SPOCS "Simple Procedures Online for Cross-border Services- single point contact cross-border services
· Personal Mobility - People shall be able to access personal documents such as birth

certificates from all over Europe, be eligible for and receive pension rights when retiring in another country than the one where they worked, or electronically enroll in any European university -Member States will provide cross-border and interoperable eDelivery services for citizens, e.g. so that they can study, work, reside, receive health care and retire anywhere in the European Union.

· EU-wide implementation of cross-border services – eJustice or eEnvironment
· Simplification or elimination of administrative processes
· Member States should develop and agree indicators and evaluation procedures for measuring the reduction of the carbon footprint of their administrations as a result

of eGovernment services.

The Common strategy for eGovernance in the Republic of Bulgaria 2011-2015 aims at:

· Digitalization of the public administration – introduction and usage of data bases, development of electronic registers;
· Development of complex e-services;
· Interoperability and “connected administration”;
· All administrative services to be provided in electronic format;
· Fully automated document flow between administrations; 
· Single entry and multiple usage of data and information in the systems of the public administration;
· Development of the basic infrastructure for implementation of e-services – 50 % penetration among the population as result of the implementation of the broadband strategy;
· Multiple channels (including public terminals) for access to e-service;s
· Improved national portal - www.egov.bg – as a single entry point to e-government services (better structure and architecture in terms of the content management);
· Mobile version of the portal launched;
· Introduction of eID and PKI e-cards. 

In terms of the aims the Common strategy for eGovernance in the Republic of Bulgaria 2011-2015 is more consistent with the E-government Action plan of the EC– 2006 (objectives –until 2010) which is not surprising taking into account the present level of e-government development in the country: 

· No citizen left behind: advancing inclusion through eGovernment so that by 2010 all

citizens benefit from trusted, innovative services and easy access for all;
· Making efficiency and effectiveness a reality – significantly contributing, by 2010, to high user satisfaction, transparency and accountability, a lighter administrative burden and efficiency gains;
· Implementing high-impact key services for citizens and businesses - by 2010, 100% of public procurement will be available electronically, with 50% actual usage5, with agreement on cooperation on further high-impact online citizen services; 

· Putting key enablers in place - enabling citizens and businesses to benefit, by 2010, from convenient, secure and interoperable authenticated access across Europe to public services; 
· Strengthening participation and democratic decision-making - demonstrating, by 2010, tools for effective public debate and participation in democratic decision-making.

Actual results

· Innovative solutions in areas such as eGovernment, health services, and inclusion
· Progress made in the re-use of public sector information, and an electronic public procurement platform developed to allow companies from across Europe to offer their services to governments outside their home country. 
· EU-wide electronic identity systems are coming into existence, which will enable people to access public services electronically across the EU

Planned results

· specifications for multi-platform service delivery strategies allowing access to eGovernment services via a variety of channels, e.g. digital TV, mobile and fixed telephone and other interactive devices increasing transparency and accountability through innovative use of ICT by 2010.
· giving all public administrations across Europe the capability of carrying out 100% of their procurement electronically (where legally permissible) and to ensuring that at least 50% of public procurement above the EC threshold is carried out electronically by 2010
· pilots of interoperable eIDMs in cross-border services and implementing commonly agreed specifications and eSignatures in eGovernment:  review of take-up in public services 
· European eIDM framework for interoperable eIDMs.

7. Consistency with Korean and EC good practices. Conclusions.
It is quite difficult to compare the existing good practices in Korea, EU, and Bulgaria as Korea is the world leader in e-government aiming already at u-government, EU is striving to develop pan-European e-governments allowing for the mobility of its citizens across the borders of its overall territory, and in Bulgaria the e-government is still in its initial stage of development and the task to speedily catch up with the EU practices. 

There are several trends though, that shape up the parameters of the good practices in the three target regions.

The reported e-government good practices in Korea as of 2010 present the achievements of this country in provision of one-stop fully integrated and sophisticated services, constantly focused on the increase of the  number of available on-line services and appropriate search engines, separate single windows for access to services for Business (www.g4b.go.kr)  and for civil services (www.egov.go.kr),  shared use of administrative information, and provision of non-interruptible administrative services with grouping and prioritization -  according to the frequency of their request. 

Future plans in Korea:

All kinds of civil affairs services will be processed online from application to issuance by various mediums such as IPTV and cellular phone in order to activate u-Government. (ubiquitous Government)
The awarded by the EC good practices in e-government in EU for 2009 focus on:

· Cross-border services and information sharing affecting mobility for citizens and businesses across the EU. (implementation of internal market policies such as the EU Services Directive, employment policies, procurement, social security systems, etc.; electronic identity management solutions enabling mutual recognition of businesses and citizens abroad; interoperable eServices facilitating more efficient flows of people, services, goods and capitals).

· Improving and facilitating access to public services for citizens - 
user-centred personalized online services, supported by a high standard of security and privacy, delivering clear benefits to citizens by reducing red tape and the cost of dealing with government;
· Easier access to public services for companies -  one-stop-shop solutions permitting businesses, in particular SMEs, to access a multitude of information and services in a personalised and structured way which reduces costs and increases competitiveness; shared infrastructure services and use of open standards reducing the administrative burden for businesses; innovative eProcurement systems enabling companies to access information on procurement procedures, allowing them to participate in the public procurement market at a low cost;

· Innovating and/or reorganizing services to make administrations more efficient and effective - reducing red tape within administrations, making use of ICT for organisational change and quality and skills development, and facilitating the exchange of information between administrations, citizens and enterprises
The good practices in e-government in Bulgaria are considerably lagging behind in terms of innovation and customer orientation which could be explained with the general level of e-government development in the country. There is a political will, stated in the e-governance strategy for 2011-2015, (though there is a serious gap between the declared intentions and the actual situation) to follow some trends that are going to put Bulgaria generally in line with the good practices in e-government in both Korea and EU, such as:
· Availability of a single window for access to e-services -  www.egov.bg portal (still a lot to be done to achieve a satisfactory level of operation);
·  Trend for a simplified and user-centered interface to enable access to e-services including by disadvantaged people;

· Trend for unified designs of the portals of  the regional and municipal administrations – through introduction of unified standards;

· Trend for development and on-line provision of more administrative services at  more sophisticated levels and on-line information about all administrative services;

· Trend to achieve connected administrations;

· Focus on Interoperability and eID management issues.

There are also isolated cases in Bulgaria – such as the Municipality of Stara Zagora and its Integrated system for provision of public services that covers all processes relating to provision of administrative services for the citizens and business at municipal level through various access channels and transaction options (Level 4 of sophistication).
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