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About UN-ESCWA

The United Nations - Economic Commission for Western Asia (UN-ECWA) was established in 1973 pursuant to the Economic and Social Council’s
resolution 1818 (LV). The purpose of setting up the Commission was to raise the level of economic activity in member countries and strengthen
cooperation among them. It was also intended to meet the need of the countries in Western Asia for the services of a regional economic commission
to promote the development efforts in the region.

In recognition of the social component of its work, the Commission was entrusted with new responsibilities in the social field by virtue of Economic
and Social Council resolution 1985 /69 in 1985. Its name therefore became the Economic and Social Commission for Western Asia (UN-ESCWA).

UN-ESCWA comprises 17 Arab countries in Western Asia: Bahrain, Egypt, Irag, Jordan, Kuwait, Lebanon, Libya, Morocco, Oman, Palestine, Qatar,
Saudi Arabia, The Sudan, The Syrian Arab Republic, Tunisia, The United Arab Emirates and Yemen and pursues a set of clearly laid out objectives:
* To support economic and social development in the countries of the region

* To promote cooperation between the countries of the region

* To encourage interaction between member countries and promote the exchange of experience, best practice and lessons learned

* To achieve regional integration between member countries, and to ensure interaction between Western Asia and other regions of the world

* To familiarize the outside world with the circumstances and needs of the countries in the region

The UN and the UN-ESCWA have traditionally played a major role in supporting and measuring the modernization agendas of Governments and
their administrations. This extended to the area of electronic Government (eGovernment) and digitization over the past decades when these topics

became more and more relevant. The UN itself has established a tradition with measuring global eGovernment maturity through its biannual
eGovernment Development Index.



Governments Adapt to a Digital World

As governments strive to provide quality services to citizens and businesses, they are facing high expectations. In an
age of digital everything, most people expect the same seamless, convenient transactions with their governments that
they receive from retailers, banks, and other private-sector entities. In response, governments worldwide have launched
eGovernment initiatives, spending heavily on large-scale digital transformation programs. These programs have driven
the development of key enabling factors such as ICT infrastructure and human capabilities to ensure governments have
the right capabilities to implement and operate the latest technologies.

Yet the ever-increasing pace of digitization means that governments must constantly evolve to keep up. The advent of
mobile computing, cloud computing, social media, and other technologies makes digitization an ongoing challenge for
governments. Newly emerging technologies call for massive investments, and leaders keep asking for proof of tangible
benefits in terms of government efficiency and customer satisfaction.

Various organizations have developed and established metrics to see how well governments are meeting the challenge.
The resulting indices and reports measure the digital maturity of countries and their governments by using proxies such
as availability of ICT infrastructure. However, they do not do enough to determine whether governments are offering
citizen-centric services—for example, by measuring usage of eServices and mServices as well as customer satisfaction
with these services.

To fill that gap, UN-ESCWA led an initiative to develop the Government Electronic and Mobile Services (GEMS) Maturity
Index. By focusing on the provision of services, the Index is intended to improve constituents’ quality of life, promoting a
constituent-centric view and determining users’ satisfaction with the delivery of digital government services. It will highlight
the need for a full spectrum of electronic and mobile government services and encourage their development. Finally,
because it will use granular evidence to assess electronic and mobile service delivery, the Index will allow for the accurate
measurement of digital government services.

The GEMS Maturity Index will be rolled out in select Arab countries in 2015, expanded to the entire region in 2016, and will
include a broader set of UN member states in 2018.

The Index is intended to
improve constituents’ quality
of life by promoting a citizen-
centric view and highlighting
what drives satisfaction with
digital government services.




Designing an Index Focused on Services

The GEMS Maturity Index is an assessment tool for policymakers to measure the level of digitization and sophistication
of their countries’ government services. The tool goes beyond anecdotal evidence and surpasses earlier studies, which
have generally focused on a high-level assessment of eGovernment as a whole or used ICT infrastructure readiness as a
proxy to assess the digital maturity of electronic and mobile services.

By contrast, the GEMS Maturity Index will support policymakers in encouraging government entities to increase the supply
of sophisticated and mature digital government services. This will improve government services delivery and quality of life
by promoting a constituent-centric view and highlighting satisfaction drivers in the delivery of digital government services.

Governments will benefit in several ways from this objective view of their services digitization. First understanding where
they stand relative to other countries will allow them to remain competitive in attracting businesses and improving the
quality of life of their citizens. Additionally, it will enable governments to identify improvement opportunities to enhance
electronic and mobile government services deployment and it will help them to derive actionable measures to advance
citizens-centric eGovernment transformation programs.

The GEMS Maturity Index is measured across three Sub-Indices:

1. Service Availability and Sophistication: What government services are available online or via mobile applications,
and how sophisticated are these digital services? How accessible is government data via these channels? Metrics
for measurement include:

* The digitization level of specific services over portal or mobile channels—i.e., whether every step in a particular
process is digitally accessible

* The degree to which end users have the option to personalize the digital experience

2. Service Usage and Satisfaction: How frequent are these digital services used? How satisfied are end users with
the experience? Metrics for measurement include:

* Usage levels over portal and mobile channels for priority digital services
* End users’ satisfaction with these digital services, based on users’ reviews and the number of complaints

3. Public Outreach: What have governments done to make constituents citizens aware of digital services? How have
they supported constituents in using these digital services? Metrics for measurement include:

* The robustness of marketing campaigns accompanying the digital services

* The degree to which users have access to support in using the digital services—such as live chat, e-mail
support, or FAQs

Exhibit 1 provides more detail on each of these Sub-Indices.



Exhibit 1: GEMS Maturity Index Framework

‘ Sub-Index Elements

KPI Categories

GEMS
Maturity

Index
Framework

6 KPIs




Exhibit 2 1ooks at the relative weight attributed to each of the three Sub-Indices. As “Service Availability and Sophistication”
essentially measures the “supply” of digital services, and “Service Usage and Satisfaction” the “demand,” they each get
a significant weight within the Index, comprising 40 percent each for 80 percent of the total. “Public Outreach,” which is
an enabler but less critical than the availability and usage of these digital services, comprises the remaining 20 percent.

Exhibit 2: GEMS Maturity Sub-Indices Weights

Service Availability Service Usage
and Sophistication and Satisfaction

Exhibit 3: GEMS Maturity Index KPIs Calculation
Methodology (lllustrative)
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Elements within each Sub-Indices are also
given a relevance weight to determine each
country’s score on the Index. Exhibit 3 uses
“Service Availability and Sophistication” as
an example.

Eachtimethe Indexis calculated, a statistical
normalization will distribute all scores on a
scale of 0 to 1, ensuring that scores give
an indication of relative performance within
the sample group. For example, after
normalization, a score of 0.5 would denote
a maturity exactly halfway between the
best- and the worst-scoring country. This
normalization is designed to be dynamic
and flexible to allow for each country’s
service coverage. For instance, if a service
is not applicable to a particular country, it
will be removed from that country’s analysis
without penalty to the country’s score.

In fact, the GEMS Maturity Index is designed
to be flexible and adaptive. UN-ESCWA
developed the Index based on the state
of digital services technology today and
anticipation of its future evolution, but the
commission is well aware that technology
and the expectations from governments’
electronic and mobile services will change
overtime. Therefore, the Index was designed
to adapt to these changes allowing for the
addition or replacement of key performance
indicators (KPIs).



The Services That Make Up a Society

To determine what services would be evaluated in the GEMS Maturity Index, UN-ESCWA looked at those services that
individuals and businesses use most often and that have the most impact on society. Totalling a core of 84 services, they
offer a fair representation of government services and, perhaps as important, illustrate the potential consequences if
they are not provided effectively: For example, countries will have lower productivity if businesses spend undue time on
bureaucratic red tape; mortality rates could suffer from ineffective hospital admission procedures; workforce preparedness
will lag if it is too difficult to get an education. Out of these 84 services, 57 are offered to individuals and 27 to businesses,
and each service corresponds to a category associated with life events (see Exhibit 4).

Exhibit 4: Services’ Audiences, Categories and Life Events

? Health Setup x

* Receiving healthcare * Starting a business
* Being admitted to hospital

* Living with disability

* Needing permanent home care (disabled, elderly)

? Education

* Pursuing school education
* Pursuing vocational and higher education
* Pursuing continuous education

E Work

Operations

* Accounting, reporting, paying
taxes and managing compliance
audits

* Importing/exporting goods

* Dealing with legal matters

* Managing business admin
services and logistics

* Building and managing business
facilities

* Managing intellectual property

* Hiring staff

* Managing staff employment

* Buying and managing a home * Ending staff employment

* Renting and managing a home * Running core business
* Changing an address * Filing for bankruptcy
* Paying home bills
M Family Closure ‘ﬂ’
« Getting married or  * Raising a family * Exiting/closing a business
divorced * Dealing with legal matters
* Having a child ¢ Dealing with death
Ik Travel/Tourism
* Traveling abroad * Moving from abroad
* Moving abroad * Visiting from abroad
% Social Welfare
* Receiving/requesting social welfare
[ 3
@ Transportation/Driving
* Owning a vehicle
¢ Being a car driver
* Using public transport

It is important to note that the list of priority services is representative rather than exhaustive. It is, however, a statistically
robust representation of all government services as it prioritizes services that are used frequently by government
constituents, be they as individuals or representatives of businesses. As such, this list will guarantee meaningful scores

across all participating countries.

* Searching for ajob * Paying taxes
« Starting a job * Losing a job
* Being employed * Entering retirement
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METHODS AND TOOLS USED
FOR DATA COLLECTION

In order to ensure the quality and
integrity of the data contributing to
the GEMS Maturity Index, a trained
research team will be assembled
on the ground in each participating
country, which will work closely with
government entities to collect the
data. Government representatives
will receive training as well. The
data will also be complemented by
surveys to ensure that the end users’

perspective is represented in the
analysis and that it is in parity with the
data provided by governments.

Countries’ data will then be audited
in order to ensure comparability,
compliance with standards and fair
reporting. A standard application
platform will maintain the data, and
the research team will calculate the
scores and publish and disseminate
the Index and supporting data as
needed. Exhibit 5 illustrates the Index
measurement process.

Exhibit 5: GEMS Maturity Index
Measurement Process
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Data
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Index will include data from a
selection of 10 to 15 entities and
84 priority services per country =
Index
Calculation

Index Publication
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How Governments Can Use the Index
Findings

A report-style summary of the full Index will be released to all participating countries and the public periodically. This
will include each country’s overall score and its scores on “Service Availability and Sophistication,” “Service Usage and
Satisfaction,” and “Public Outreach.” It will also note various insights derived from this data, such as trends over time, the
largest leaps or setbacks in a given period, and patterns in maturity scores that can be traced back to regional, political,
economic or other sector developments of the respective country.

In addition to the public report, each participating country will receive the full details of its own rating, which will show its
government entities how they performed on the various KPIs that determined their overall scores. These data sets are not
public and will be given only to the participating countries to ensure leaders and decision makers have the most benefits
from the Index without disclosing details on their digital services maturity by entity or service. Based on the detailed data
sets, the research team will develop dashboards, time series and data comparisons at a level that is low enough to
suggest a tangible course of action (see Exhibit 6).

Exhibit 6: Index Analysis lllustration
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Taking Steps into the Digital Future

Global and regional governments face both unique and common development challenges. In addressing them,
governments will need to bring to bear all of the advantages that digital services can provide. The GEMS Maturity Index
will help governments provide these digital services more effectively by allowing them to:

* Assess their adoption of electronic and mobile channels
* |dentify opportunities to improve services delivery and usage
* Devise actionable measures to advance citizen-centric plans

* Understand their maturity rankings relative to other countries

UN-ESCWA has completed a major step by bringing the GEMS Maturity Index to life based on a flexible design and
practically planned roll-out. The Index and its success, however, rely on countries participating, providing correct and
current data, as well as including the Index into their own metrics and decision-making process. As such, UN-ESCWA calls
on all countries to support this key program so as to open the gate to the next era of government services modernization
in the Arab region and beyond.
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