
Abstract—The aim of  this  article  is  to  analyze  the  use  of
basic e-government elements by individual users in Poland in
2017.  Article  presents  the  results  of  research  highlighting
popularity,  use and influence of e-government functions that
support  such   application  in  reality.  Seventeen  core  e-
government functions, most popular among respondents, were
selected based on prior  consultation,   being the baseline  for
following analysis.  Authors  conducted the  CAWI analysis  to
evaluate the distinguished e-government functions on a selected
sample of  university students.  A group of  over two hundred
and  fifty  randomly  selected  people  from  the  university
environment was examined. This approach was guided by the
structure  of  the  article  consisting  of  the  presentation of  the
research hypothesis, the description of the methodology and the
research sample, and the analysis of obtained  results and their
discussion,  together  with the conclusions.  The results  can be
used by people involved in the creation and development of e-
government systems.

I. INTRODUCTION

HERE is no definitive and complete definition of the e-
government in the literature. According to the European

Commission, e-government states for the use of digital tools
and information systems to deliver better quality public ser-
vices to citizens and businesses [1]. Polish equivalent – e-
public administration - suggests narrowing this concept  to
public administration [2] only, while e-government also in-
cludes services offered by the budget sector, that go beyond
the scope of the commonly understood public administration
[3]. This is the reason why the Central Statistical Office has
defined this as the use of information and communication
technology (ICT),  organizational  change and  new compe-
tences in public administration to improve public services
and planned democratic processes [4]. Public administration
is understood not only as an executive apparatus of the state,
but also expressed as activities targeted to organize the con-
ditions  and  principles  of  social  relations,  culture,  urban
transportation, environmental protection, etc. [5]).

T

In  the  meantime,  according  to  other  definition,  this  is
more electronic system of information and public services. It
would therefore be more appropriate to define e-public ad-
ministration as an opportunity to exploit the complexity of
telecommunication tools and techniques to streamline com-
mon administrative  and  civil  services.  Gathering  in  one -

virtual space, time and a single public administration portal
all matters related to a specific category of users (citizens,
business)  facilitates  and  expands  the  ability  to  handle
that [6]. 

In the European Union, public services are identified as
guidelines for citizens that can be used via the Internet [7].
For individuals such services are: income tax, job search, so-
cial security, personal identity cards and document, vehicle
registration, construction permits, police admissions, access
to resources of public library, birth and marriage certificates,
college registration, change of place of residence and access
to health services. In Poland above presented list is slightly
modified and according to project „Wrota Polski” it looks as
follow: tax registration, job search and help finding a job,
getting a social pension for unemployed, handicapped and
retired, obtaining a student scholarship, obtaining a personal
ID, obtaining a driving license, obtaining a passport, regis-
tration of a vehicle, obtaining a building permit, reporting to
the police negative events such as theft, access to public li-
brary catalogs and searching them, filing Civil status forms
and acts and obtaining required copies of those, college reg-
istration, change of place of residency and sign up for a doc-
tor's visit [8]. 

Citizens of the European Union more often use the elec-
tronic method of contact  with governmental  agencies  than
Polish citizens. If we consider digital interaction of citizens
with public institutions (excluding e-mail), Poland with the
share of 31% of persons of age 25-64 (in 2015) holds 25th
position in the ranking.  Behind Poland are only three coun-
tries with lesser level of electronic interaction: Italy, Roma-
nia  and  Bulgaria.  E-government  services  are  divided  into
three groups: downloading forms, uploading of filled appli-
cations, and searching for related to service and service pro-
cessing information. In this area Poland is away from lead-
ing  European  standards.  In  groups:  downloading  and  up-
loading  of  forms  and  applications  Poland  is  worse  about
15%  than  average  result  for  all  European  countries  and
about  26%  worse  in  the  group  of  gathering  information
about the matters realized via e-government systems. While
in the  top fifteen  most  developed  European  countries  the
percentage of filing tax returns is 32%, in Poland it amounts
to only 14.2%; percentage of claims for social benefits in
Western Europe is 11% while in Poland 0.7%; use of public
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libraries in Poland is 3.1% compared to the average of 10%
in Western Europe, etc. [9].  The above results indicate that
Polish  citizens  despite  filling  tax  declarations,  don’t  use
more advanced services of the e-government e.g. fulfillment
of e-forms. The most common reasons for this state of use
of e-government interaction is lack of sufficient competence
to do that online (11%), concerns about personal data secu-
rity  (11%)  problems   with  digital  signature  or  digital  ID
(3%) and lack of specific functionality (2%) [10].

Considering above, the main purpose of this study was to
determine whether this adverse status noticed 3-4 years ago
was  maintained.  In  addition,  it  was  attempted  to  find  out
whether the current state of e-government in Poland satisfies
people who are willing to use it and to what extent. Identify-
ing the current status of functionality provided by the e-gov-
ernment  systems  may  become  the  basis  for  the  proposed
changes in this area.

II. RESEARCH METHODOLOGY

Provided in the introduction statistical analysis are not op-
timistic. Those indicate rather low interest of potential users
of electronic administration systems in the current form. The
article neither perform characteristics of those services, nor
critical analysis of accompanied functionality.  The authors
faced the difficult task of selecting, a priory, the range of e-
government services that are the most popular for the ana-
lyzed population and on the one hand,  are consistent with
the findings and definitions of the e-government used in def-
inition of the European Union recommendations.

Research method consists of following steps: creation of
list with all services that are possible to be provided via e-
government  systems;  conducting  the  "popularity  test"  of
used public services on a limited group of twenty-five peo-
ple of the surveyed population; creation of survey question-
naire based on returned from “popularity test” answers, ad-
justed in its essential part and the language and scope of the
question to the respondents' understanding of the basic func-
tions of e-government; sending notifications to potential re-
spondents  and  analysis  and  discussion  of  the  results;  the
conclusions of the survey and the consequences therefrom.

Research was executed based on Computer-Assisted Web
Interviewing (CAWI)  method  [11] on selected sample of
university students at the end of February 2017. CAWI is an
Internet surveying technique in which the interviewer fol-
lows a script  provided in a website [11].  254 respondents
from  academic  environment  took  part  in  the  survey.  197
participants  provided  full  response  to  the  survey,   that  is
76% of the whole survey population. Despite pre-consulta-
tion,  questions  still  were  reported  as  difficult  for  respon-
dents. Survey contained following parts: introductory ques-
tions on the frequency and technology of access to the Inter-
net and frequency of access to e-government; the main part
consisting of: questions about another e-government service,
resulting from the European Commission's assumptions, to-
gether with the question of the quality of the service in rela-
tion to the same service performed in the traditional way and
the results and the degree of satisfaction resulting from it;

open questions addressing the future of e-government and
demographic and social data questions.

The survey was distributed online via servers of Faculty
of Management Of University of Warsaw. Participants were
limited  only  to  academic  environment  and  were  recruited
from students of all types studies at Faculty of Management,
University  of Warsaw, Academy of Finance and Business
Vistula. The survey completed over 250 respondents,  who
evaluated the whole issue. 76 percent of participants submit-
ted correctly  completed  full  questionnaire.  Among the re-
spondents  there  were  78,17%  of  women  and  21,83%  of
men. An average age of the respondent was 21,39 years (out
of range 19-23 years). 

Among respondents 4,06% already finished the Bachelors
studies  and  0,75%  finished  Masters  level.  Approximately
69% of the respondents were students and 30% were work-
ing students. Almost 28% of respondents declared the origin
of the city with the number of over 500 thousand of inhabi-
tants, 12,18% lived in of the cities of 100-500 thousand in-
habitants, over 13% lived in the cities with 50-100 thousand
inhabitants and almost 24% of the respondents declared to
live in the cities up to 50 thousand inhabitants and 22,34%
declared origin of the rural area.

Selection of the sample group was decided after analysis
of D. Batorski research [12],  who proved that the highest
level of Internet activity is within the age group of  16-24
and  25-34  (almost  70%),  following  the  newmarketing.pl
[13]service data, where 34% of all beneficiaries of all on-
line services  (including mobility)  -  were coming from the
age  group  of  18-34  (similar  values  are  given  by  other
sources, e.g. MarketingAutomagic.pl [14]). The accepted as-
sumption about the age of customers  is at the same time an
advantage of the choice that reduced the potential for gener-
alization and also increase the positive results of the analy-
sis.

III. ANALYSIS AND DISCUSSION OF  RESULTS

The most essential findings of the research are presented
below. 

A  significant  number  of  interviewees  (97.97%)  re-
sponded to the question about the frequency of use the Inter-
net, that they use it several times a day, and additionally not
less than once a day answered 1.51%. Only 0.51% of re-
spondents use it rarely - a few times a month. In the mean-
time, the answer to the question whether respondents often
use functions of the  e-government is clearly disappointing.
Most of people (39.59%) use such functions very rarely or
not  at  all  (18.78%),  and  additionally  15.23%  respondents
handle public matters traditionally, which is a testimony to
the fact that almost 75% of respondents does not participate
in the benefits of the functionality of this area. 

The first question concerned the most popular function of
e-government – on-line tax settlement. Almost 45% of re-
spondents have confirmed that they have used often (or have
used  from  the  beginning  of  such  availability)  or  several
times. 8.63% of respondents never used such features. The
traditional way of doing taxes is declared by nearly 30% of
respondents. Almost 60% of those who declare to use this
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system, admit that  on-line tax settlement  is  better  method
than visiting a Tax Office, while the opposite opinion shows
8,12% of respondents.  

At a similar level, was rated the opportunity to use the In-
ternet for  job placement.  In  this case 41% of respondents
used this advantage several times, and 16.24% used at least
once. Unfortunately, more than half participants did not use
it at all, and 8.12% used traditional methods of job-seeking.
This resulted that only slightly more than 19% of respon-
dents  who use such  form of contact  rated  online employ-
ment searching as  better  than traditional  methods,  and al-
most  the  same number  claimed  to  be  equal.  By contrast,
over 56% have no opinion on this subject. From the other
hand,  only  3% believe  that  online  job  searching  produce
worse results than traditional. 

Generally, similar distribution of responses was obtained
in response to the question related to participation in the on-
line social security service for individuals. More than a quar-
ter of respondents declared that they used this form of con-
tact at least once. But almost the same - 2% - claims to han-
dle such cases in a traditional way, and as many as 52.28%
do not use at all such services available on the Internet. 

Much better proportions are noticed in the process of us-
ing online services related to driving area. More than 58% of
respondents used this service at least once, 28% did not use
it. Almost 20% used traditional methods. More than 56% of
respondents  consider  it  to be equal  to  the traditional,  and
only 2.5% assess it worse. 38% have no opinion on this sub-
ject. 

Only slightly over 25% of respondents participated in the
online  process  of  passport  service,  more  than  38% of  re-
spondents handle passports traditionally, 3% of respondents
do not use this online service.  Only 14% believe that online
methods are better than traditional, more than 10% recog-
nize those services as equivalent,  but 66.50% do not have
any opinion. 

Even worse were the results of online personal identifica-
tion services.  At least once, 37% of respondents used this
possibility out  of those two thirds only once. On the other
hand,  4%  of  the  respondents  used  traditional  methods.
Those  who used  on-line services,  claimed that  this was  a
better way than traditional methods (26%),  but more than
half (54%) did not have an opinion on this. 

Almost 48% of respondents don’t use the registration and
de-registration of vehicles process,  34% of participants han-
dle it traditionally. Only 18.28% of respondents supported
these activities using ICT techniques. Only 18% believe that
the results were better or equal to traditional ones.  Nearly
75% have no opinion on this subject. 

76% of respondents do not use online services to obtain
construction and demolition permits and 20% handle it tra-
ditionally.  Only 4% participants use the facilities in this re-
gard. 87% respondents have no opinion about the primacy
of online methods, and almost 80% think that the results of
the systems used in this field are almost none. 

Approximately 19% of respondents used the Internet  to
obtain the required documents from the Office of Civil Sta-
tus. Only one quarter deals with this matter traditionally, and

55% have  never  had  a  need  to  use  those  services  at  all.
However, less than 10% think that online methods are better
than traditional, and 7% recognize the equivalence between
traditional and web supported. But still 74% have no opin-
ion on this subject. Two thirds believe that currently the re-
sults of use of such systems are almost nonexistent. 

The opposite is the situation with the use of on-line health
service. At least 66.7% of respondents used it at least once,
and almost all  of  them considered it at  least  enough,  and
only 23.9% handle  it traditionally. Therefore, 66% consider
such services to be better than traditional, and only 29% of
respondents  have  opposite  opinion.  Even  when  treating
medical services in the general way as were used in the sur-
vey (contact with health services over the Internet), it is not
possible to notice that they are at low level. 

There is also an advantage of using online public opinion
polls and public mailing lists  -  53% over the people who
don’t use such services - 47%. On the other hand, on line
reading is positioned very well, almost 81% of the respon-
dents experienced this form of communication with culture
via the Internet, while 78% consider it to be at least equiva-
lent to traditional methods and 100% are glad with it. 

Additionally,  due  to  the  selected  research  sample,  stu-
dents were asked about the possibility to apply online for
admission to the university,  and  over 94% of the respon-
dents  used  this  form of  communication  and  considered  it
better or at least equivalent to the traditional forms as well
as they confirmed that participants were satisfied with this
form.

IV. CONCLUSION

To sum up the above considerations it should be noted
that average results of use of the e-government systems in
2016 do not differ much from the results described in the
survey carried out in Poland and Europe in 2013-2015. The
fact  is  indicated by nearly  35% of users  of  e-government
systems in 2016, compared to 31-33% in other studies [9],
[15] and similarly 30.% for the tax settlement (compared to
31% in the European Commission databases  [7]).  The re-
sulting  differences  may  be  caused  by  the  methodological
discrepancy or characteristics of the selected test group. 

In summary, conducted surveys,  supplemented by com-
ments from respondents, give the following conclusions:

• the  level  of  electronic  services  in  e-government
area in Poland is considerably lower than in most
of  European  countries.  In  the official  sphere  this
situation has not changed since the last three years,

• some revival can be noted in the social sphere (cul-
ture, public opinion,  public health services,  etc.),
but  the  opinion  expressed  by  respondents  shows
that respondents  do not always distinguish public
administration services from private services,

• the  basic  problem in  using  of  e-government  ser-
vices is lack of ability to handle the whole matter
from start to finish via the Internet. The small range
of available services are often limited to the ability
to print  out a document,  which is even more dis-
concerting than attracting potential users,
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• another element that deduces the benefits of the e-
government is  a need to appear personally in the
office despite the settlement of some cases over the
Internet,

• there is serious level of a mistrust to the local and
central administration as well as perception of a po-
tential lack of internet security,

• for the respondents the decision to use the e-gov-
ernment function is also balanced with the security
of their personal data while handling the matter,

• there are gaps in information how to handle a given
matter or the information is not clear for the user
and he lack of  proper marketing  and  information
about possibility to handle public administration is-
sues over the Internet and education about related
benefits,

• there are technical problems and e-government ser-
vices are incorrectly designed from the user's point
of view and are described in an incomprehensible
language,

• sometimes there is no response from the officials or
lack of answer to the question and the low compe-
tence of officials informing how to fill out the web
forms

• in this situation it is not surprising the large share
of traditional methods in dealing with official mat-
ters.

The above conclusions show a number of potential postu-
lates  for  e-government,  the most  important  considered  by
authors are:

• the ability to provide universal functionality to fill
applications and documents without the need for an
electronic signature as is in its current form, accom-
panied with feedback on whether the document has
been  properly  filled  out,  or  reverse  information
how to correct errors,

• the dissemination of information regarding e-gov-
ernment, as many people simply do not know about
the possibility of settling official affairs and educa-
tion  on  how to use  online  services  and  forms  to
convince unconverted to use this method to contact
with the public offices or institution,

• proper  design  of  e-government  services,  making
them in  a  user-friendly  language,  not  necessarily
professional,  maximizing  the  simplification  of
forms and  minimizing  of  information  taken  from

the citizen, especially when already present in the
databases of the office or institution,

• and above all, the unification, simplification and in-
tegration of numerous legal and organizational reg-
ulations  and  restrictions  that  hinder  contact  with
public  administrations  and  the  use  of  e-govern-
ment.

The presented  study  has  preliminary  character  and  was
concerned  on  the distinguished  population.  Its  nature  was
based  on the results  obtained  from test  group and should
therefore be extended to include a broader social cross-sec-
tional survey and focus more on the use of e-government by
citizens rather than on the current state of its activity and ac-
ceptance.
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