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E-Government Toward a Fair and Equitable Society

--Lessons learned in Taiwan

Chia-Cheng Lin
Chairman, Research, Development and Evaluation Commission,
The Executive Yuan, R.O.C. Taiwan

L. Foreword
The spread and application of the Internet and mobile communications in recent

years has had a tremendous impact on government activities, corporate business
management, academic instruction and research, and people's everyday lives.
Responding to the coming of the Internet age, Taiwan began implementation of an e-
government program in 1999. This program took the form of the extensive
interconnection of government networks, the widespread establishment of government
websites, and the promotion of online government information and services. Apart
from such results as improved administrative efficiency and better decision-making,
e-government has spurred a push towards government re-engineering. Taiwan's
experience shows that e-government yields three types of benefits: improved
administrative efficiency, enhanced governmental effectiveness, and the promotion of
a fair and equitable society.

To meet the challenges of the 21st century, it is vital that Taiwan sharply enhance
its overall national competitiveness, put its economy on a sound footing, accelerate
industrial upgrading, foster full participation in civil life, enrich the cultural substance
of democratic society, and establish a just, humane, and culturally progressive society.
This is the only way that Taiwan can consolidate its existing socioeconomic progress,
realize the national vision of an “economically-sustainable, fair, peaceful, and
contented homeland,” and respond to the intense global competition of the future.

The following is an overview of the current state of e-government in Taiwan, and
an analysis of how e-government has promoted freedom of government information,
transparency of administrative procedures, strengthened freedom of speech, expanded
public participation in civil affairs, honest and competent government, fair
competition in the marketplace, community development, the elimination of the
digital divide, and the realization of the ideals of justice and civil participation.

IL Current State of e-Government

With the spread and application of the Internet in the 1990’s, the government
made the decision to use the open, high-speed online environment to provide the
public convenient information and services. This can be seen as an inevitable trend in
government informatization. In November 1997 the government accordingly assigned
the Research, Development and Evaluation Commission (RDEC) the task of drafting
the Mid-term e-Government Implementation Plan (1997~2000). This plan called for
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the full-scale deployment of a government backbone network, the development of
convenient online public services and administrative applications, the acceleration of
government information interchange, and the establishment of electronic certification
and network security mechanisms. To further broaden the scope of e-government
applications, RDEC issued the E-government Action Program (2001-2004) in April
2001 and expects to enhance the depth and breadth of government online applications
during the four-year period of this plan. The ultimate goal of the action program is to
raise national competitiveness by promoting Internet applications throughout society
and industry. The program has the following specific goals:

1. To provide online services to all agencies and civil servants via the Government
Service Network. Tasks include providing sufficient network facilities,
establishing a secure and anxiety-free Internet environment, and enriching
government online information and services, etc.

2. To encourage the government workforce at all organizational levels to take
advantage of the Internet to conduct administrative business and provide public
service in a more efficient manner.

3. To promote communication and document interchange among agencies at
different levels by implementing an electronic document exchange and gateway
system.

To improve the convenience and efficiency of government services and extend
the spatial and temporal coverage of government services by providing 1,500 Internet-
based application services and “one-stop processing services.”

To accelerate application of the Internet at government agencies, improve
online service standards, promote the sharing of government information, streng
then government network management, and lower network installation and main
tenance costs, RDEC established a dedicated government Internet backbone syst
em—the Government Service Network (GSN)—in 1997 to meet the different n
eeds of various agencies. The GSN system provides government agencies at all

levels with a common platform for the development of public service systems.

GSN offers fast, convenient, economical network backbone services. Through t
he efficient allocation in utilization of network resources, it has been possible t
o dramatically lower the Internet use threshold of government agencies, speed
up the linkage of agency networks with the Internet, and lay a solid foundatio
n for e-government.

To establish a secure and reliable network transaction environment, RDEC
established a Government Certificate Authority (GCA) in February 1998. This
facility provides online identity authentication services to government agencies and
the public. As of November 2001, the GCA had issued 210,000 digital certificates and
begun providing certification services in connection with online tax reporting, motor
vehicle registration, electronic disbursement, electronic procurement, and electronic
official document exchange.

In addition, to enable the government to communicate more effectively, RDEC
began implementing an online data transmission and official document exchange
system in July 2000. As of December 2001, 8,000 central and local government
agencies and schools had joined electronic official document exchange.

Online public services currently being established include tax reporting, motor
vehicle registration, disbursement, industry information, health insurance, and utilities
services. The government looks forward to providing even more innovative 24-hour
service in the near future. To further enhance the usefulness of online public services
and provide the public one-stop online government services, RDEC formally
inaugurated the “My e-Government—e-Government Portal of Taiwan” in March 2002.
The site will offer the public 1,500 online application services within three years. An
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“electronic gateway” mechanism will be used to promote information interchange and
circulation between different agencies; this mechanism will be extended to inter-
agency online queries and searches, reducing paperwork and eliminating need for
transcripts and certificates.

III. Toward a Fair and Equitable Society

Fairness and equality are the foundation of a healthy society. The objective of a
just, civil society is to achieve a rational social order in which each person is
respected and human rights are granted reasonable safeguards.

Not only should the promotion of human rights and pursuit of a fair and
equitable society be a main theme of the government’s administrative work, it should
also be considered the government’s inescapable duty. Apart from hard work on the
political, legislative, economic, judicial, educational, and cultural fronts, the
realization of a just society will require the use of modern information technology to
strengthen individuals’ ability to apply information, remedy the information
asymmetry currently existing between the government and individuals, and tap
citizens’ latent energies for progress. Due to the all-pervading boundary-transcending
nature of the Internet, the public can look forward to having real-time access, through
economical, effective, and innovative means, to large quantities of government,
economic, social, cultural, environmental, technological, and medical information. By
enabling individuals to better express their views, participate in public affairs, learn
new knowledge, and organize social groups, information technology will thus
catalyze the development of a just society.

While universal access to information and convenient online services will help
foster the establishment of a just society, according to the observations and analysis of
Andrew Shapiro, the biggest impact of new technology will be the re-distribution of
power. Shapiro’s concept of the “power revolution™ asserts that new technology will
help individuals seize power from the hands of government, corporations, media
operators, and other large organizations. Individuals will increase their autonomy and
ultimately exert a new kind of civil authority. If this theory is correct, we can look
forward to the day when individuals control public resources, exercise national
authority, and take their rights and interests into their own hands.

The following is an account, based on Taiwan's experience, of how the
promotion of e-government can directly and indirectly promote the establishment of a
fair and equitable society.

A. Promoting Access to Government Information

The degree to which government information is open and transparent is a major
indicator of that nation's degree of democracy. Open access to government
information is the foundation upon which a nation can promote responsible politics,
strengthen citizens’ powers, and foster participation in public affairs. Based on the
public's right to know, government agencies should institute free access to
government information insofar as this does not violate national secrecy or public
privacy laws and regulations.

The Internet’s attributes of high-speed information transmission, large user
population, universal reach, and convenient access make it the most inexpensive,
convenient, and effective channel for disseminating government information. The
full-scale wiring of government, industry, and society will enable the public to freely
obtain and utilize a broader, more complete, more balanced, and more diverse range
of government information with unprecedented convenience and speed. Besides
giving the public a better understanding of government policies, this will also
strengthen public oversight of government administration.
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To fully implement free access to government information, the e-government
portal website established by RDEC will make all public service information, laws,
and application documents and forms available within three years, and allow free
public queries and downloads. At the same time, RDEC will respond to the public’s
demand for high-quality information by continuing to promote the establishment of
government websites and enrichment of government website content.

The government will use the Internet to make public large quantities of
information. This will enable individuals to better understand government policies and
laws, allow them to conveniently and effortlessly express their policy positions,
opinions, values, and needs to their elected representatives and government decision
makers, and give them the means to follow up on the results. This will be a complete
break with the situation in the past, when citizens depended entirely upon the
professional knowledge of their representatives and civil service personnel in the
drafting of public policy, determination of social needs, and distribute public
resources.

To further meet the public’s right to know by enriching government website
content and improving service quality, RDEC conducted a government website
evaluation and award activity in May 2001. Fifty-three outstanding government
agencies were chosen, and their websites exhibited and recommended to the public.
RDEC will continue to hold regular government website evaluation activities in the
future, and will include website service quality among it public service assessment
items.

B. Making Administrative Procedures Transparent

To safeguard citizens’ rights and interests, improve administrative performance,
and increase public confidence in the government, government agencies should follow
fair, open, and democratic procedures when taking disciplinary action, providing
services, concluding administrative agreements, drafting laws, orders, and
administrative guidelines, confirming administrative plans, implementing
administrative guidance, and resolving complaints. By doing so will safeguard the
principle of administration in accordance with law. Establishing a culture of open and
transparent governance is thus the sole route to realizing a just society. The
implementation of e-government has enabled the government to provide more correct
and complete information to the public, invigorate service procedures, and generate
complete records of contact and transactions with the public. The people can take
advantage of open and transparent government information to gain a deeper
understanding of administrative concepts and approaches, enabling them to truly take
charge of governance and realizing the ideal of “the people have the power,
govermnment has the ability.”

Taking the e-government portal website established by RDEC as an example,
apart from publishing public service information, laws, and application documents
and forms, the site also integrates the information systems of various government
agencies and provides the public transparent, inter-agency application services. The
public can visit this unified service window at any time and check the status, progress,
and expected completion date of applications.

Making administrative procedures transparent, as in these practical examples of
e-government, not only improves efficiency and facilitates the establishment of
standardized operating procedures, but also reduces corruption and illicit behavior.

C. Empowering Citizens
In the future functioning of e-government, not only will the public be a
“recipient” of government administration and services, it will also be a “joint decider”
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of government administration and services. Thanks to the power of the Internet, any
individual or group can easily use extremely inexpensive e-mail or its own website, or
various public or organizational websites, to publicly express and advocate individual
or collective views, needs, or values. By providing an “online soapbox” mechanism,
the Internet serves as a forum in which individuals can fully exercise their freedom of
speech.

By facilitating the expression of public opinion, the ubiquity of the Internet has
had an extremely positive catalytic effect on people’s understanding of and concern
for public affairs, their understanding of government policy, administrative principles,
and the nation’s future development trajectory, the communication and mutual
acknowledgement of public values and views, the achievement of social consensus,
and the realization of the ideal that power abides in the people.

D. Expanding Participation in Public Affairs

The essence of contemporary democratic reform is to use the democratic process
to bring the people in and adjust the government’s role in dealing with public affairs.
At the current stage of Taiwanese society, private forces are in the midst of vigorous
development, and government functions and roles are undergoing a continuous
process of change and adjustment. The government has shifted its role from that of a
“leader” or “manager™ to that of a “supporter” or “servant.” Through e-Government,
Taiwan is providing the people extensive and varied information, offering a
convenient lifelong learning environment, enhancing public autonomy, and ultimately
molding a participatory civil society by promoting diversity of values and thought.

The “dispersion,” “decentralization,” “diversification,” and “individualization”
characterizing the spread and development of the Internet can provide the people with
an even broader range of choices, and can accordingly help them overcome the
information asymmetry, ability asymmetry, and power asymmetry between them and
government officials. Some optimistic scholars go so far as to say that the Internet
will lead to “direct online democracy.” Whether or not this actually comes about, it is
a reality that new technology allows the direct expression of public opinion and offers
new opportunities for participation in public affairs.

E-government is making an important contribution to a more participatory
democracy in Taiwan. For example, RDEC has already begun posting information
including government administrative planning data, project implementation status, on-
site inspection reports, and the results of public opinion surveys on government
webpages. RDEC hopes that this information will help people understand
government's major administrative efforts, enabling the public to play a supervisory
and consultative role.

E. Making Government More Accountable

Conferring on citizens the power to hold government more accountable is the
major benefit of e-Government. As a result of e-government and the widespread
establishment of government websites, access to government information is much
more open, administrative procedures are more transparent, and rights and interests
are more explicit. In the future, the development of online application service
mechanisms will allow the Internet to replace government service desks performing
mainly manual tasks, and make the Web an important channel of contact between the
government and the public. Furthermore, in conjunction with the transparency of
administrative procedures, through the institution of automated online review and
service procedures, and the transparency of auditing, tracking, and control functions, -
the public will be able to receive fair treatment and equality of opportunity from the
government. This will spur decision-making transparency and will make government

27



more accountable to the people.

F. Promoting Fair Competition

The establishment of fair, equitable, and open markets promoting free
competition is a basic precondition to the creation of a just society. Since the
government’s annual procurement budget is so huge, it is essential that we institute
transparent procurement operating procedures .  Such transparent procedures will
raise procurement efficiency and quality, lessen improper intervention and
interference, promote a free market, and encourage fair competition.

In recent years, the Public Construction Commission (PCC) has installed the
“Government Procurement Information Posting System” and established the online
“Government Procurement Information Center” to provide contractors government
agency bid request information. Besides bid request and bid award announcements,
this system also offers a database of unacceptable contractors, openly requests
contractors’ reference data, and openly solicits proposals or written price quotations.
As of November 2001, government agencies had posted more than 720,000 public bid
request announcements via the system, an average of 300,000 queries were being
made every month, and a cumulative total of 8.4 million queries had been made.
Apart from this procurement information announcement system, the PCC has also
established an online bidding system and an online vendor catalog and price
inquiry/quotation system. These systems are doing much to promote fair competition
and put the procurement market on a sound footing.

G. Encouraging Community Development

In recent years Taiwan’s private sector has gained in strength and community
development has gradually gotten underway, again displaying the tremendous vitality
of Taiwanese society and the growing power of private groups and individuals.

Responding to the information needs of community development, RDEC has
consistently striven to take government information and services to the grassroots
level. RDEC has joined forces with private parties in implementing the “Computers in
Every Village, the Internet in Every Neighborhood” plan. This plan, implemented on a
trial basis, is promoting online public service points throughout villages and
communities, installing community information kiosks, and establishing “village
websites.” More than 6,500 villages and neighborhoods have completed webpage
construction to date. The establishment of community websites on the RDEC’s
Internet platform allows the public to find out about and share information on
community affairs and activities, giving people more opportunities to participate in
community affairs. For their part, community leaders can use the websites to
communicate community development plans and concepts. This framework will
strengthen the public's understanding of, concern for, and desire to participate in
community affairs, fostering community consciousness and sense of interdependence.

For example, the establishment of a 921 earthquake (occurred and caused heavy
toll in life and property in September 21, 1999 in Taiwan) reconstruction information
system and website has aided the implementation of reconstruction work and, by
fostering public consciousness in stricken areas, inspired individuals to plan and
execute reconstruction work.

H. Bridging the Digital Divide

As the government strives to promote Internet use and establish a fair and
equitable society, it must pay serious attention to the issue of whether differences in
gender, age, place of residence, rural or urban setting, ethnic affinity, income, or
educational level may affect people’s equal access to information. To avoid placing
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certain groups at a disadvantage in the emerging information society, the government
must make sure all persons possess the appropriate, adequate information education
and basic application skills they need to enjoy the convenience that information
technology brings to people’s jobs and lives.

The government pays close attention to shrinking the digital divide. RDEC has
recently begun coordinating and overseeing relevant programs implemented by
various agencies. RDEC is also planning to use public constructions special funds to
implement the Plan to Strengthen Information Education in Elementary and Middle
Schools in Remote Areas, Labor Information Education Plan, Farmers’ Lifelong
Education Plan, and Aborigine Information Education and Training Plan.

By tapping private resources, strengthening the information education
infrastructure, establishing channels for lifelong study, increasing government online
service items, making the Internet relevant to everyday life, encouraging industry to
develop a barrier-free user environment (such as by introducing computers for the
blind), widely installing public information kiosks, increasing the number of people
going online, and assisting low-income households to go online, it will be possible for
us to enhance citizens’ information application ability across the board and transform
the digital divide into a new digital opportunity. As we work to change Taiwan into a
“Green Silicon Island,” eliminating the digital divide will enhance Taiwan’s core
competitiveness and help realize the ideal of a just society.

IV. Conclusions

As the Internet-using population rises above eight million and the first results of
e-government are reaped, the expectations of the people of Taiwan with regard to their
government are also rising. The implementation of e-government goes far beyond the
mere acquisition of new technology; rather, it signifies the transformation of
government agencies into a digital nervous system capable of instantly transmitting
information, communicating views, and sharing experience and knowledge. It will
lead to the transformation and re-engineering of government organizations, making
them leaner, more accountable, more flexible, more responsive, more efficient, and
transparent. When the government provides services to businesses and individuals via
the Internet, it will meet their needs with lightning swiftness, efficiently handle fast-
changing new matters, and offer strengthened emergency response capabilities. Even
more importantly, e-government represents a break with conventional thinking:
Responding to the emergence of a civil society, Taiwan is rethinking the role and
functions of government from all-new points of view, transforming and improving the
two-way relationship between government and the public, taking the public’s needs as
a compass, striving to build a fair and equitable society, enriching the content of social
life, and enhancing the public’s welfare.
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HEZEZR S BERHBRETEH

Panel Discussion: ”Building an E-Government Roadmap”
15:45—16:15 April 16

Q1:How to create a roadmap for e-government in Taiwan ?
Driving Force for E-Government in Taiwan

Taiwan is a leader in Networked Readiness in Asia, as reflected by its fifteenth
overall ranking in Readiness for the Networked World. (source: The Global
Informational Technology Report 2001-2002, Center for International
Development at Harvard University)The number of Internet users has reached 7.8
millions with the online penetration rate of 35% as of the end of 2001. More than
27% of the households in Taiwan are connecting to the Internet as of the end of
2001. Among these online households, 40% of them have broadband Internet
connections.

Taiwan was successful to shift industry policy to focus on high-technology
products-a policy that successfully transformed Taiwan into one of the largest
hardware-exporting nations in the world. This strategy has had a major impact on
national strategy in harnessing information and communication technologies for
economic development and global competitiveness.

In February 2002, Premier YU Shi-kun took the post and defined the New
Cabinet’s common goal and vision as follow:

1. Implanting the knowledge-based economy to regenerate global

competitiveness
2. Thoroughly re-engineering the government and releasing the vitality of the
private sector

3. Expanding humanitarianism and improving the quality of life.

As the Chairman of the Research, Development, and Evaluation Commission
(RDEC), I was asked by the Premier to formulate a plan for re-engineering the
central government agencies and implement it as soon as possible. After
numerous meeting and policy debates, we have just finalized a blueprint of brand
new organization framework, and E-government has been a high priority for the
organization, service and process re-engineering.

To accelerate the transformation of traditional industries to a knowledge based
economy, the Cabinet is planning to implement an e-Taiwan project (2002-2007),
which is composed of e-Industry, e-Government, and e-Society projects. There
are 7 flagship projects waiting for the Premier’s approval, (Paperless trading,
Government Services On-line, Government Internal Operation Logistic, Smart
Transportation Information System, e-Industry, e-Society and e-Infrastructure.)
Among the flagship projects, e-Government will be the major driving force. We
followed a top-down model to plan the flagship projects. During the planning
process, we tried our best to bring in wide participation from experts and
professional from information technology industries, academies and the relevant
agencies.

Road Map for Electronic Government in Taiwan

Phase 1 --Infrastructure Development and Penetration
With the spread and application of the Internet in the 1990’s, the government
made the decision to use the open, high-speed online environment to provide the
public convenient information and services. This can be seen as an inevitable
trend in government informatization. In November 1997 the government
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accordingly assigned RDEC the task of drafting the Mid-term e-Government
Implementation Plan (1997~2000). This plan called for the full-scale deployment
of a government backbone network, the development of convenient online public
services and administrative applications, the acceleration of government
information interchange, and the establishment of electronic certification and
network security mechanisms.

Phase II--On-line Services Development and System Integration

To further broaden the scope of e-government applications, RDEC issued the F-
government Action Program in April 2001. This program aims to link all
government agencies through networking and to provide versatile Internet-based
services. It is expected that “e-Government” will improve government operational
procedures, promote service efficiency and quality, cut-down service cost, and
provides private sectors and individual citizens with many innovative and
convenient services.

Phase III- the Future--Mobile Government

Taiwan’s teledensity and mobile penetration are among the highest in Asia.
Since 1997, mobile subscriber growth rate has been on of the fastest in the
world. As wireless technology becomes more fully development, as bandwi
dth increased with the availability of “always on” connectivity, and as the
price of mobile components continue to fall, it can no longer be assumed t
hat a citizen is using a traditional computer to access data and application
from a government website. To meet the anticipated demand, RDEC is plan
ning to deliver data and applications efficiently across the network regardles
s of citizen’s devices or connectivity configurations.

Progress

90% of government organizations connected to the Internet today, 55% use
broadband connection.

The government has established a centralized government portal site “My e-
Government: the Entry Point of Taiwan (http://www.gov.tw) to integrate all the
online government services. 70% of the government organizations have set up
websites for providing online information and services today.

83% of the government workforce is online and using basic Internet applications
such as e-mail and browsers.

PKI has been established, and has 220,000 subscribers as of March 2002..
All ministries, local governments, and major agencies have implemented
electronic official document exchange; Internet-based tax filing systems, motor
vehicle registration services, e-procurement, job vacancies and job applicants has
been completed.

Q2: What are the appropriate goals and objectives and what are the challenges?

® Objectives
1. Using latest ICT to make government services more useful, convenient, value-

added;

2.Fundamentally reshape the way government serves the people and recast the

connection between people and government;

3. Streamlining Internal Operation; Creating new channels for citizen participation;
4. Using ICT to promote equal opportunity and a healthy and just society
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® Goals

1. To provide Government Service Network’s Internet services to all agencies and
civil servants. The tasks include providing enough network facilities, establishing
a-secure and fear-free Internet environment, enriching government information
and services on Internet, etc.

2. To push the government workforce in all level of organizations to take advantage
of Internet to process administration affairs and provide services for citizens more
efficiently.

3. To implements electronic official document exchange and gateway system to
promote the intercommunication and processing efficiency between each level of
organizations.

4. To provide 1500 Internet based application services and “one-stop processing
service” to improve the convenience and efficiency of government services and to
extend government service time and points.

® Challenges
1.leadership

Creative committed leaders at all level and all branched of government are
essential to make the vision of e-Government a reality. From top to the Presid
ent, and extending to the Cabinet, the Congress, Mayors-public sector leaders
must embrace e-government as a driving force and strategic tool to transform a
nd improve government and connect it to the people.

2.financial and human resource

The “ inability to recruit qualified and well experienced IT personnel “ and “ lack
of financial resources “ is mostly recognized as the major obstacles to achieve e-
government.

Effective e-government requires a very different type of investment than that
currently being directed to IT projects. It needs capital for projects to address common
issues of service delivery or program management across agencies as a whole, or
provides technological solutions to critical problems, such as security and privacy, and
interoperability. Such investment can not be adequately founded by one agency. IT
has to be supported by adequate fund. To accelerate the implementation of e-g, we are
planning to create a strategic investment fund (public construction) to fully support
the flagship programs.

To attract and retain more people, who know best how to apply e-government
techniques, the government should offer flexible, entrepreneurial workplaces.

3.Collaboration and Outreach

The Government can not make e-Government into reality alone. Government and
industry have to work together on making more government services available on the
Internet. Designing, implementing and managing e-government needs unprecedented
and non-traditional collaboration between the public, private, and research sectors and
within and across every level of government.

4.Privacy and Security

Citizens are concerned about hackers breaking into government computers and
networks. To help restore public confidence, it is all the imperative that public
concerns with respect to privacy and security are thoroughly examined and addressed
in the move to e-government.
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Q3.How much will it cost? Who will be in Charge?

In March 2001, The Executive Yuan decided to set up National Information and
Communication Initiative (NICI). NICI is co-chaired by a minister without
portfolio, Secretary General of the Cabinet, and Chairman of RDEC. Under the
NICI, there is an Advisory Council, chaired by a leading figure and composed of
50 members from private and research communities. The Council is playing the
bridge between public and private sector. The purpose of NICI is to help the
Cabinet promote the upgrading of IT, telecommunication, e-business and related
industries; Increase the efficiency of the government and of its services for the
people; Universalize Internet applications; Enhance the overall competitiveness
of Taiwan. There are 9 sub-committee under NICI. RDEC is in charge of the e-
Government sub-committee and has been taking the major responsibility for
planning, coordinating, evaluating, and controlling the development and
implementation of e-government through the budget and management processes.
The government now spends NT$15 billions (US$500 million) annually on
Information technology, mainly to automate and update old systems. We are
planning to add spending within 6 years. It is estimated that e-Taiwan’s funding
level will close to NT$35 billions (US$1 billion).

Q4.What are the appropriate metrics to measure success?

® Measure service Quality -three key priorities for improving satisfaction

1.Speed-Timeliness

2.Simple-Less Red Tape

3.Seamless: Clustered-Single Window Service
Dimensions to measuring satisfaction]
1.Timeliness/Convenience

2.Staff competence and/or program reliability and integrity

3.Effectiveness of client relationship/care

4.Fairness

5. Satisfaction with the quality/value of the outcome.

Methodology

1. Survey-assessing customer satisfaction on a year over year comparative base
against a benchmark.

2. Benchmarking--assessing Taiwan’s status compared to other countries(by
examining the breadth and depth of e-services available in Taiwan compared
to the leading countries that are similar socially , politically and economically

3. Internal metrics--assessing efficiency and effectiveness in Taiwan’s use of IT.
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