E-Governance Awareness and Promotion Project
Executive Summary of the Activities 
The project started with State-of-the-art analyses of the e-Governance awareness and promotion in Bulgaria. A Report was produced with an overview of the main recent governmental documents from 2010 onwards on e-Government and e-services awareness and promotion, overview of  recent (from 2010 - onwards) media publications on the efforts to promote the e-Government and e-services in Bulgaria, overview of the main portals providing e-Gov services in Bulgaria and their potential for self-promotion, and overview of the existing prerequisites for e-Inclusion of disadvantaged groups in the usage of e-Government services and specific requirements for e-Government awareness and promotion among them.
The report has come up with the conclusions that there are no targeted and coordinated efforts in Bulgaria– neither at the level of existing policies and programmes nor at the level of portals and Internet sites - for raising the public awareness on the achievements of e-Governance and opportunities for their usage. 

The role of the media is restricted to coverage of events taking place at high political level, and the overall performance of the portals of the e-services providing administrations is more contributing to resistance and negative attitude rather  than to encouraging usage of the existing e-services. 

Therefore, a Strategy for e-Governance awareness and promotion in Bulgaria was proposed (taking into consideration the good practice of Korea) to fill in the existing gap and to bridge the latest developments in the field and the end-users. The Strategy was drafted by a team of experts and sent to the relevant governmental officials for feedback.
Since the feedback was considerably delayed due to internal organizational problems within the Government and the proposed by the project follow-up activity “Elaboration of an Action Plan” – in cooperation with the Government – seems to be postponed for the future, the project team proposed to develop the tools necessary for elaborating an Action plan so that when the Government (or according to the Korean experience – an individual Public administration)  decides to start working on it the only items to be incorporated will be the specific e-Gov awareness and promotion activities, their time schedule, and the relevant resource allocation (financial, human and information resources).  
The tools proposed are in fact practical guidelines for the identified by the draft Strategy priority areas of intervention such as: 

· Preparation  of awareness raising campaigns;

· Improvement of the portals of the Public Administration;

· Information of, promotion among and training of the Public Administration staff involved in delivery of e-services - through seminars, training, education and demonstration activities;

· Effective use of the potential of the Internet and e-mail providers;
· Targeted use of media;
· Active involvement of ICT companies and NGOs.
A document “Guidelines for e-Governance Awareness and Promotion in the Republic of Bulgaria” was produced containing practical guidelines (a sequence of steps) in the above mentioned areas. A brief description of the content of this document is provided down below in translation into English. 
I. Guidelines on how to prepare an e-Governance Awareness Campaign

1. Define the Awareness Campaign
a) Formulate the Aim 

This is the ultimate goal or desired impact of the Awareness campaign. It should be:

· Feasible (i.e. realistic)
· Achievable 
· Measurable
It answers the question: What do we like to achieve with this particular campaign? 

b) Specify the Subject

· In terms of its nature – e-Service, Activity, Initiative, Project, Organisation (new structure, etc.)
· In terms of its history – brand-new or already existing.
c) Identify the Target group(s) by its (their) characteristics
The characteristics to be considered and ranked by importance depend on the Subject and Aim of the Awareness Campaign

Generally – characteristics such as computer literacy, Internet usage, age, level of education, geographic localization. 

2. Formulate the Message to be conveyed 

Reflects the Subject and Aim and should be: 

· Simple and clear;
· Attractive;
· Understandable by the Target group(s) – translated into their specific language, if appropriate (verbally and/or visually);
· Memorable;
· Associated, if possible, with something the Target group already knows and likes;
· Positive.
3. Identify the Communication Channels

· Identify the most appropriate Communication channels regarding the characteristics of the Target group,  Subject and Aim of the Campaign;
· Prioritize them in terms of scope of coverage of the Target group and budget available (cost-effective);
· Envisage usage of multiple channels.
4. Consider place and time of the Campaign

· Consider geographic scope and local specifics (localization – i.e. urban, rural, national, regional) 
· Consider the time period of the Campaign (the most appropriate in terms of Subject, Aim and Localization) 
5. Provide for feedback collection and/or monitoring of the Awareness campaign and its impact

· Put in place appropriate tools for feedback collection from the Target group throughout the Campaign (hot line, Internet forum, monitoring of the social media)
· Identify indicators for quantitative impact measurement (short and long-term), if possible 
6. Consider financial issues (Budget)

· Budget allocation per communication channel (Re:. Prioritized communication channels) and 
· Duration of exposure (per channel)
7. Elaborate an Action plan 

7.1.  Consider: 
· The main policy documents such as the Common Strategy for e-Governance development (2011-2015) and the Strategy for e-Government Awareness and Promotion (after its approval);
· The Local and Regional strategic documents (short and long-term);
· The key documents of the Ministries and Municipalities regarding ICT implementation.
7.2.  Specify awareness activities.
7.3.  Identify their time schedule.
7.4.  Allocate relevant resources – financial, human, information, logistic, etc.
7.5.  Specify the operational “Task force” unit – to prepare the Action plan and set up deadlines for its preparation;
7.6.  Envisage “waves of exposure”; 
7.7.  Consider internal and external (horizontal and vertical) coordination issues.
8. What to avoid when organizing an awareness campaign
· The bipolar approach: WE – on the one side of the Campaign (irradiating) and YOU – on the other (exposed to irradiation);
· Ambiguous messages (unclear or misleading);
· Overdoing – it should not be like cold water – running from everywhere;
· “Campaignizing” the Awareness campaign – it should not be a single act;  
· Forgetting to consider potential risk factors (internal and external). 
II. Guidelines on Improvement of the portals of the Public Administration
The improvement of the e-services providing portals of the Public administration should concern the following aspects:

1. Attractive user interface  - appropriate combination of colours and web elements

2. User-friendly navigation: well-structured menu and sub-menus – limited to five maximum
3. Section on e-services clearly visible at the first sight (location on the site –top right preferable)

4. Attractive logo/navigation box indicating e-services – unified logo located at one and the same place of each e-services providing governmental site

5. E-services web-page accessible at one click

6. List of accessible e-services available
Special attention should be drawn to the grouping of e-services – the most appropriate grouping is: services for citizens and services for business. The sub-groups in each of the two main groups should follow the “life event” and “business episode” concept. Further split within the groups could be for services requiring registration and  registration free services. 
Inaccessibility of the listed e-services web-page must be avoided no matter if due to technical or organizational reasons. 

7. Availability of “Help” option – to be visually linked to the respective e-service and to contain samples of completed forms, video demonstrations of completion of on-line forms, audio and video-instructions on the usage of e-services; availability of hot line and contact person for additional support.
8. Accessibility for disadvantaged people – web version for blind people and voice portal
9. Internet exposure - links to the site/portal providing e-services available in the most visited national/regional sites such as vesti.bg, dir.bg, gbg.bg, etc.
Special attention to be drawn to the design and improvement of e-gov.bg portal. In terms of reaching the target groups and taking into consideration the good practice in the area (South Korea, UK) two web sites for e-governance promotion to be created – one for the citizens and one for the business. 

The recommended in the Strategy Information Council composed of various concerned experts should be responsible for information provision and regular content up-date of the two sites.
III. Guidelines on Information of, promotion among and training of the Public Administration staff involved in delivery of e-services 
Since the civil servants appear to be in the special role of both providers (as employees of the e-services providing Public administrations) and users of the e-services (as citizens) they need specific approach regarding their information and training in the field of e-governance achievements. 

Differentiated approach is recommended depending on their professional roles and responsibilities – as employees in the back-office and in the front office.  
Specific information and training activities are required for the employees in the Public relations departments of all the administrations and governmental bodies.

The following forms of information and training are recommended:

1. Organisation of seminars and round tables – for employees with similar roles and responsibilities from various administrations enabling also exchange of good practices and approaches for similar problem-solving

2. Training – on a regular basis for the employees of each administration. On-line form of training is recommended as most efficient in terms of finance and hands-on-training options.

2.1.  Training for the  back-office employees

a) Initial training programmes for the newly appointed employees – to be delivered by experienced staff of the respective administration

b) Specialised  training on the new applications – to be delivered by the experts of the application developers (ICT companies)
2.2.  Training of the front-office employees

2.3.  Training of the staff of the Public relations departments – both in usage of e-services and in the field of back-office innovations.
3. Information and demonstration activities – for the whole staff of the administration in cases of introduction of new e-services and back-office reorganization processes.
Development and distribution of information and promotional materials – by the Public relations departments of each administration in cooperation with the Information council – designed for internal and external use.
IV. Guidelines on the Targeted use of media
As the media are the direct reach to a maximum number of e-services users out of the Internet environment the e-governance promotion should take into consideration the following specifics:

· Electronic media (radio and television) – their market share, their audience by various characteristics (age, occupation, education, etc). Promotion should take the form of advertising spots, reports, and interviews (non paid if possible)
· Newspapers (national and regional) – according to their circulation and audience.
The institutions should work on a regular basis, through the Information council as well, with the journalists from the respective media who are responsible for covering the e-Government and e-Governance. 

How to mobilize journalists to work for the cause called “e-Governance”?

1. The role of the Information Council – regular contacts with the economic and political departments of the media. A large-scale seminar should be organized with representatives of such departments before the start of the two e-services promoting portals. 
2. Three months after this first seminar a second one is recommended. There the journalists will share their opinion on the achievements during the first three months. Mid-term observation results should be communicated relating to the functioning and effectiveness of the two e-portals (for citizens and business).

3. Six months after the start of the portals another large-scale seminar is recommended.

4. The last seminar in the series should be held one year after the start of the two portals – in the form of a working meeting with critical analysis of the achievements and conclusions on what else is to be done for the promotion of the e-governance. 
5. The journalists have to permanently support  the government in its efforts to efficiently implement the e-governance and for development of sustainable attitude among the population for usage of e-services.
V. Guidelines  for  active involvement of ICT companies and NGOs
The Strategy for e-Governance promotion in the Republic of Bulgaria (2013-2017) acknowledges the role of the ICT companies and NGOs concerned with the e-governance. They are going to be allocated tasks relating to the following:

· Usage of existing and creating of new specialized Internet sites dedicated to e-governance corresponding to the requirements envisaged by the Strategy;

· Promotion of all the developments of the e-governance and its gradual implementation

 For the purpose it is recommended to use their specialized editions, Internet-sites, portals and networks. Since the Strategy recommends the monitoring to be performed by an independent organization which is to be held responsible  for its correctness, the NGOs are the most appropriate for this purpose and could have an important role in the process of monitoring. 
A detailed procedure is provided indicating the most appropriate time for selection of the key actors and distribution of their roles and responsibilities in the process of involvement of ICT companies and relevant NGOs in promotion of e-Governance in Bulgaria. Organisational and financial aspects are also envisaged in the procedure according to the specific tasks to be performed by the key actors. 

The proposed time-schedule for the respective activities (tasks) could be used as a benchmark by each governmental institution starting to elaborate its specific Action plan according to its objectives and scope of e-services.

VI. Guidelines for effective use of the potential of the Internet and e-mail providers 
According to the Strategy for e-Governance promotion in the Republic of Bulgaria (2013-2017) it is expected that the Internet and e-mail users will be amongst the first users of e-services. Therefore, those promotional channels require special attention. Internet and e-mail providers are expected to perform tasks relating to the following:

· Publication of banners with the logo of the e-governance (e-services);
· Establishment of links to the Internet portals providing e-services;

· Publication of articles, interviews, and other promotional materials dedicated to the latest achievements and developments in the field of e-governance.
Relating to all those tasks a detailed procedure is provided indicating the most appropriate time for selection of the key actors and distribution of their roles and responsibilities for effective use of the potential of the Internet and e-mail providers for e-Governance promotion in Bulgaria. Organisational and financial aspects are also envisaged in the procedure according to the specific tasks to be performed by the key actors. 
The proposed time-schedule for the respective activities (tasks) could be used as a benchmark by each governmental institution starting to elaborate its specific Action plan according to its objectives and scope of e-services.

The table below visualizes the main stages of the project and the already completed activities (in gray shade): 
	Stage 1
	· Analyses of the state-of-the-art

· Visit to Korea (study of good practices)

	Stage 2
	Elaboration of Strategy for e-Governance Awareness and Promotion (Draft)

	Stage 3
	Development of Practical Guidelines for:

	Tools for elaboration of an Action Plan
	· Improvement of the portals of the Public Administration

	
	· Preparation  of awareness raising campaigns

	
	· Information of, promotion among and training of the Public Administration staff involved in delivery of e-services - through seminars, training, education and demonstration activities

	
	· Effective use of the potential of the Internet and e-mail providers

	
	· Targeted use of media

	
	· Active involvement of ICT companies and NGOs

	Stage 4
	Submission of the Draft Strategy and Guidelines for e-Governance Awareness and Promotion in the Republic of Bulgaria to the Government for evaluation and feedback

	Stage 5
	Presentation of the outcomes of the project at the final ITCC forum (expected in April 2013)
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