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We have a long way to go be-
fore we have created a sim-
pler, more transparent and 
effective administration, one 
that can benefit citizens and 
businesses whilst, at the same 
time, also strengthening the 
competitiveness of Sweden, its 
county councils and munici-
palities. Such are the findings 
of a recent survey conducted 
by PwC.      

PwC has a long tradition in the mapping 
and analysis of the driving forces, devel-
opment and competency of a variety of 
industries. Thus, it is with great interest 
that we have conducted an interview-
based survey concerning e-government   
with 180 of the most senior managers 
within public administration. The objec-
tive of such a mapping is to gain a clearer 
view of the directors-general, county 
council chief executives and municipal 
chief executives in terms of issues affect-
ing e-government. Among other issues 
addressed in the survey are questions 
concerning the support from the Swed-
ish government and The Swedish Asso-
ciation of Local Authorities and Regions, 
as well as IT governance, the national 
strategy for e-health, social media and 
open data.

Our analysis of the responses shows that 
extensive measures will need to be taken 
in order to manage the government’s 
goals for third generation of e-govern-
ment. Still, we have a long way to go 
before we have a public administration 

which develops services effectively on 
the basis of the demands of citizens and 
businesses, and which utilises society’s 
combined capacity and power of innova-
tion. The ability of government agencies, 
county councils and municipalities to 
interact with each other, and with their 
outer environment, must also be im-
proved in order to achieve this goal.
We look forward to discussing our find-
ings with all interested parties and to 
work together to identify the greatest 
challenges, as well as success factors, in 
the coming years. 

We hope that you enjoy reading this, and 
do not hesitate to contact us for a more 
in-depth discussion. 

Jon Arwidson 

Director of e-government, PwC             
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Background

In order to realise the third generation 
of e-government, in which companies 
and organisations can participate and 
develop services with public data or 
basic e-services as the foundation, public 
administration needs to better interact 
with its external environment. The 
government agencies’ information and 
e-services must be able to be provided 
in a standardised format. Transparency 
in decision-making processes must be 
improved and new innovative means 
of involving citizens and businesses in 
these processes must be developed. 

The importance of effective 
administration
Both the global and national economy 
face significant challenges. The Inter-
national Monetary Fund warns, in an 
update of World Economic Outlook 
spring 2011, of increased economic risks, 
pointing out that it will take consider-
able effort to transition from economic 
recovery to growth.1

  
The Swedish government assesses that 
growth in the Swedish economy will 
decrease significantly. The business cycle 
will turn upwards in the long run; the 
recession will, however, remain for quite 
some time.2  

Effective public administration charac-
terized by transparency, efficiency and 
rule of law is essential for long-term, 
sustainable growth. Efficiency in public 
administration is also crucial in order 
to maintain a responsible use of public 
funds. 

That there is a clear relationship be-
tween economic growth and the quality 
of a nation’s public administration is well 
documented.3

However, recent World Bank statistics 
have suggested that there is a trend, al-
beit not a significant one, indicating that 

1. International Monetary Fund: World Economic Outlook 
Update, 17 June 2011 http://www.imf.org/external/pubs/
ft/weo/2011/udate/02/index.htm
2. Ministry of Finance: Press release, 26 August 2011 
http//www. Regeringen.se/sb/d/15055/a/173833
3. World Bank: Linking Administrative Reform to Eco-
nomic Growth patterns: review of methods and findings, 
February 2005 

the effectiveness of the Swedish public 
administration is on the decrease.4

Even if The World Bank’s figures are 
not alarming, there is reason for deci-
sion-makers within the government, 
municipalities and county councils to 
themselves challenge their organisa-
tions in order to create a more effective 
and modern administration. Insufficient 
efficiency leads to a waste of resources 
and, at the same time, impairs the qual-
ity of welfare; such deficiencies weaken 
the external competitiveness of Sweden, 
the regions and municipalities in the 
competition for new investments.  

The third generation of  
e-government
With the government bill on public ad-
ministration, “Public administration for 
democracy, participation and growth” 
(Government Bill 2009/10:175), the 
government did to a large extent adopt 
the new strategy for e-government, 
introduced by the E-government delega-
tion in its first interim report “Strategy 
for the government agencies’ work with 
e-government” (SOU 2009:86). The 
E-government delegation describes 
this strategy as the third generation 
of e-government. This entails a new 
perspective on the development of public 
administration in which the objective is 
a more flexible, needs-based administra-
tion, and which due to its transparency 
and accessibility maximizes the benefit 
to all of society. 

4. World Bank: Governance Matters VIII: Governance 
Indicators for 1996-2008 http://info.worldbank.org/
governance/wgi/resources.htm

In the government bill, the government 
characterises the third generation of e-
government as follows:

“By seeing, to a major extent, public infor-
mation and e-services as shared resources 
that can be used by a number of operators, 
public administration can contribute to 
society’s capacity for development and 
innovative capacity. For instance, this may 
apply to the re-use of public e-services and 
information within commercial services, 
of e-identification within the framework of 
commercial activity, of a national permit 
service within the framework of a munici-
pality portal or of an e-service for a grant 
application in the context of a non-profit 
organisation’s website.”5

5. Prop. 2009/10:175 Public Administration for Democ-
racy, Participation and Growth
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Method and Selection

PwC has conducted a survey with mu-
nicipal chief executives, county council 
chief executives and directors-general in 
order to ascertain both how the public 
sector’s most senior managers view the 
development of e-government and what 
e-government means for their respective 
organisations. This survey was conduct-
ed between May and August of 2011. 

The government agencies, or national 
public administration, have been divided 
in seven different sectors. These sectors 
are: civil emergencies and judicial ser-
vices, business services, general govern-
ment services, education, healthcare 
and social services, culture, and defence. 
Interviews have been conducted in each 
respective sector. Municipalities are di-
vided, according to size, into eight differ-
ent groups. Once again, interviews have 
been conducted with all of the groups.

A total of 180 telephone interviews have 
been carried out. Among the 180 inter-
viewed individuals, 100 were municipal 
chief executives, ten county council chief 
executives and 70 directors-general.

Prior to interviewing, PwC sent e-mails 
to 290 municipal chief executives, 201 
directors-general and 20 county council 
chief executives. This e-mail informed 
the recipients of the purpose of the 
survey, as well as the possibility of an 
interview.      

This study primarily examines a compre-
hensive overall view based on all of the 
interviews. Governmental sectors, such 
as the municipalities, county and state 
administrations are further highlighted.  
The findings of the study are expressed 
in terms of percentages. 

The survey was based on the following 
areas:

• Knowledge of e-government and the 
E-government delegation

• E-government and support from 
the government and Swedish As-
sociation of Local Authorities and 
Regions

• The national strategy for e-health   

• Social media

• E-government and the external 
environment

• Important premises for e-govern-
ment

E-government – what is it and 
why?
Initially, we asked respondents how 
they view the concept of e-government. 
They were asked to openly define what 
it means for their organisation. In terms 
of what e-government means for them, 
municipal chief executives stressed the 
following:

• Ability to offer e-services

• Increased service to citizens

• Faster service

• Increased availability for citizens

• Better communication with citizens 
– expanded democracy – facilitated 
dialogue 

• Increased efficiency of our activities

Why e-government?

The number one reason for 
investing in and developing e-
government is to increase service 
to citizens. Among all respond-
ents, a total of 49 percent are of 
the opinion that increased service 
to citizens is the most important 
issue. Municipal chief executives 
place higher priority on increased 
service to citizens than either 
directors-general or county council 
chief executives. A total of 59 
percent of municipal chief execu-
tives feel that increased service to 
citizens is important. The equiva-
lent figure for directors-general is 
37 percent, and for county council 
chief executives the figure is 40 
percent. 

A fourth of the respondents are of 
the opinion that the number one 
reason for e-government is a com-
bination of the three alternatives: 
cost savings, automation, which, in 
turn, leads to more qualified work 
tasks for personnel, and extended 
service to citizens. There is no dif-
ference in prioritisation between 
these factors. 

Results

The following were the most common 
responses for directors-general:

• Ability to offer e-invoicing and  
e-purchasing 

• Facilitating contacts 

• Increased accessibility 

• Increased efficiency of our activities

• Simplification of certain processes

• Paperless process

• Does not impact my activity – have 
not advanced so far as regards  
e-government

County directors stress that, for them, 
e-government entails improving service 
to citizens in a variety of ways. 

One common aspect stressed by all the 
groups is that service and accessibil-
ity must be improved. The municipal 
side also emphasizes the potential for 
increased democratic participation.  
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All Munici-
palities

County 
councils

Government  
agencies

An effective operation and 
system before e-services are 
developed

39 34 30 47

Foremost to have the  
ability to offer e-services

33 41 20 25

To provide an infrastructure 
allowing others players the 
opportunity to build e-ser-
vices from the organisation’s 
own data

19 20 40 16

Don’t know 9 5 10 12

Total 100 100 100 100

The most important starting point with 
regard to e-services, as confirmed by all 
respondents, is that their own organisa-
tion must be “in order” so that the  
e-service is, in turn, based on both ef-
ficient operations and systems. Another 
starting point, which is stressed nearly as 
often, is that the provision of e-services 
is a goal in itself. A third starting point 
is the ability to provide an infrastructure 

The most important starting point with regard to 
e-services, as confirmed by all respondents, is that 
their own organisation must be “in order” so that the 
e-service is, in turn, based on both efficient operations 
and systems.

Do government agencies and 
municipalities receive the  
support they need?
An important issue is whether the 
managers in the public sector receive 
the support they need to work with 
e-government. In order to map this, we 
first asked the respondents how familiar 
they were with the E-government 
delegation. A total of 29 percent claim to 
be quite familiar, or very familiar, with 
the E-government delegation. Of these, 
seven percent claim to be very familiar 
with the E-government delegation.  
 
The directors-general are most 
knowledgeable when it comes to 
the E-government delegation, as 
44 percent maintain that they are 
fairly, or very, familiar with the 
E-government delegation and its tasks. 
The corresponding figure for municipal 
chief executives is 20 percent; for county 
council chief executives the figure is also 
20 percent.   

Support from the government is 
viewed as weak
We asked directors-general, municipal 
chief executives and county council chief 
executives if they feel that they receive 
the governmental support necessary to 
develop e-government. This is relevant, 
because the municipalities and county 
councils, through the co-operation of 
Swedish Association of Local Authorities 
and Region (SALAR), are also subjected 
to the tasks, which the government has 
assigned to the E-government delega-
tion.  

The government agencies’ view of gov-
ernmental support is more favourable 
than that of the municipal chief execu-
tives. A total of 29 percent of directors-
general experience governmental 
support as fairly good or very good, and 
of those, three percent assess support as 
very good. Within the municipal sector, 
nine percent feel that the degree of gov-
ernmental support they receive neces-
sary to develop e-government is good, 
and within the county sector the figure is 
the same at 30 percent.
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that will allow other players to build 
e-services based on the organisation’s 
own data. 

Municipal chief executives stress, above 
all else, the possibility of offering  
e-services as a goal in itself. 

Directors-general, on the other hand, 
prioritise the building of efficient opera-
tions and systems higher than the devel-
opment of new e-services. 

County council chief executives place 
the utmost importance on providing an 
infrastructure which also makes it pos-
sible for other players to build e-services 
based on their organisation’s own data 
and information. 

A third of all respondents consider sup-
port from the government pertaining to 
matters of e-government to be fairly or 
very poor. In looking exclusively at the 
directors-general, only a fourth assesses 
the support they receive as inadequate.     
A fifth of all respondents could not assess 
governmental support, maintaining that 
they do not know. A total of 26 percent 
within the municipal sector maintain 
that they do not know, and on the gov-
ernment agencies’ side, the equivalent 
figure is 10 percent. Within the county 
council sector, a total of 30 percent say 
they do not know. 
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What can be done to improve 
e-government?
What do the most senior managers in 
the public sector want help with? One 
question concerned the respondents’ 
views on what the E-government delega-
tion should aspire to do. This is an open 
question without response options and 
is, primarily, targeted at those respond-
ents familiar with the E-government 
delegation.

In terms of the aspects which the E-
government delegation should set as 
top priority, municipal chief executives 
emphasised the following:  

• Identifying joint and standardised 
solutions

• Providing tips and advice on the 
functioning of e-government

• Spreading knowledge and positive 
experiences, on the functioning of 
e-government

• Another common response is that 
respondents do not know or do not 
have an opinion.

The support from  SALAR can also 
be imporived 
We questioned municipal chief execu-
tives and county council chief executives 
as to how they felt about the support 
they receive from the Swedish Associa-
tion of Local Authorities and Regions 
(SALAR) in developing e-government. 
A total of 46 percent of the respondents 
regard the support they receive from 
SALAR as quite good or very good; a 
total of five percent regard the support 
as very good.

A total of 15 percent of all respondents 
consider that the support from SALAR 
with regard to e-government issues is 
quite or very poor. A total of 14 percent 
of all municipalities and county councils 
are not able to assess the support they 
receive from SALAR and do not provide 
an answer.

A total of 70 percent of the county 
council chief executives regard support 
from SALAR as quite or very good; the 
corresponding figure for municipal chief 
executives is 44 percent.
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Among the directors-general the follow-
ing areas were brought up as tasks the 
E-government delegation ought to work 
with: 

• Operations support for the authori-
ties

• Standardisations, coordination, 
rationalisations

• Contribution to the IT development 
of government agencies

• Providing competence and informa-
tion on these issues

• Responsiveness to the differences 
between government agencies

• Improved and simplified service to 
the citizens (citizen service)

• Creating role models within the 
public administration

Another common response is that the 
respondent lacks familiarity with the 
E-government delegation and is con-
sequently unable to assess what this 
body ought to work with. In addition to 
inquiring about what the E-government 
delegation ought to work with, we have 
also requested the respondents’ views 
of what is needed to ensure effective 
e-government.

The respondents were asked to rate the 
following areas on a 5-digit scale from 
very important to no importance:

• Development of business manage-
ment

• Competence of employees

• IT management

• IT system

• E-services for citizens and compa-
nies

• Opening up and making informa-
tion/data accessible

• Cooperation with other agencies in 
order to not having to do everything 
on one’s own

• Development of e-services requir-
ing e-identification

• Development of intranet

• Increased general standardisation 
of all kinds of activities 

The table below demonstrates the vari-
ous areas and their importance to the 
respondents and their organisations.

Area All Municipalities County 
Councils

Government

Development of e-services for citizens and companies 89 94 90 80

Cooperation with other government agencies in order to having to 
do everything on one’s own 

83 82 100 83

Development of employee competence 79 75 100 81

Development of IT system 75 69 100 80

Opening up and making our information/data accessible 74 77 90 67

Development of IT management 67 68 90 63

Development of IT governance 65 64 90 63

Development of e-services requiring e-identification 63 76 80 43

Development of intranet 62 74 70 58

Increased general standardisation of all kinds of activities 62 70 100 45

Government  
support

Support from  
SALAR

Very poor Fairly poor Indifferent Fairly good Very good Don’t know
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From the perspective of all respond-
ents, the development of e-services for 
citizens and companies is seen as top 
priority. Following this, interaction with 
other authorities is necessary to receive 
assistance so that one does not have to 
do everything on one’s own, to develop 
employee competence, to become more 
transparent and make the organisation’s 
information/data accessible.

All Municipal 
chief ex-
ecutives 

County 
council chief 
executives

Directors-
general

Do your employees have the competency required for e-government?

Yes

No

Don’t  
know

One half do not have the required 
competence
A total of 44 percent of senior officials 
in the public sector maintain that their 
personnel lack the required competence 
to work with e-government. A total of 46 
percent of respondents claim that their 
employees have the required compe-
tency; whilst ten percent state that they 
do not know.

A total of 36 percent of municipal chief 
executives maintain that their employees 
have the required competence to work 
with e-government. The corresponding 
figure for directors-general is 56 percent 
and for county council chief executives 
the figure is 70 percent. From these find-
ings, it may be concluded that govern-
ment agencies and county councils have 
a certain advantage when compared to 
municipalities in terms of employees’ 
competency in e-government.

In addition, the lack of knowledge of 
employee competency is relatively high 
among municipal chief executives. A 
total of 15 percent are unable to assess 
the level of competency among their 
employees, or whether they require ad-
ditional training in e-government policy.

One third lacks effective IT manage-
ment
A total of 36 percent of the respondents 
maintain that, at present, they lack the 
effective IT management making e-gov-
ernment possible. A total of 57 percent 
of all respondents claim to have effective 
IT management. A total of seven percent 
state that they do not know. In terms of 
what is required for IT management, the 
municipal sector is lagging somewhat 
behind. A total of 50 percent of munici-
pal chief executives contend that, at pre-
sent, they have IT management which 
is sufficiently efficient to introduce 
e-government. A total of 80 percent of 
the county councils maintain that their 
IT management is efficient. The corre-
sponding figure for government agencies 
is 64 percent.

Is the work with e-health a 
success story?
We questioned the municipal chief 
executives and county council chief 
executives about e-health. A total of 16 
percent of all municipal chief executives 
have never heard of the national strategy 
for e-health. A total of 21 percent claim 
to have heard of the national strategy for 
e-health by name only. A total of 21 per-
cent know something about the national 
strategy for e-health, and a total of 42 
percent maintain that they are fairly, or 

very, familiar with the national strategy 
for e-health. Of these 42 percent, a total 
of 13 percent claim to be very familiar 
with the national strategy for e-health.
The county council chief executives are 
best informed about the national strat-
egy for e-health. A total of 60 percent of 
county council chief executives claim to 
be very familiar with the national strat-
egy for e-health. A total of 20 percent 
state that they are very familiar with the 
strategy.
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The following areas are regarded as less 
important: increased general stand-
ardisation of all kinds of operations, the 
intranet and development of e-services 
requiring e-identification.

Municipalities and county councils con-
sider the development of e-services to 
be more important than the government 
agencies do. The county council sector 
also prioritises cooperation with other 
authorities more than the municipalities 
and government agencies.

Directors-general do not prioritise the 
development of the intranet or increased 
general standardisation of all kinds of 
operations to the same extent as the 
municipalities and county councils.
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Prioritised areas
In this study, respondents were request-
ed to express their views as to which of 
the investments below they considered 
to have the greatest priority in achieving 
the national strategy’s objectives for e-
health. The predefined response options 
were:

• Increased central investments

• Joint solutions

• Standardisation

• Increased cooperation

• Competence development 

The most important areas according 
to municipal chief executives were, in 
order of priority: increased cooperation, 
joint solutions, standardisation, 
competence development, and finally, 
increased central investments. The 
difference between county council 
chief executives and municipal chief 
executives is that the former primarily 
prioritises standardisation. In addition, 
increased cooperation is regarded as a 
highly prioritised area.

Three claims regarding the national 
strategy for e-health   
In interviews, municipal chief executives 
and county council chief executives were 
asked to express their views on three 
arguments pertaining to the national 
strategy for e-health. The first argument 
addressed the issue as to whether the 
national strategy for e-health is the right 
means to achieving operational changes 
in health care. The second argument 
highlights the issue as to whether the 
strategy results in the development of 
effective e-services. Finally, the third 
argument addresses the issue as to 
whether the strategy for e-health is 
well anchored within the organisation. 
Nearly five out of ten municipal chief 
executives regard the national strategy 
for e-health as the right means and that 
it helps the municipality in its work 

with operational development. Three 
out of ten municipal chief executives are 
unable to assess whether it is the right 
means to achieving operational changes, 
stating simply that they do not know. 
A total of 90 percent of county council 
chief executives consider it to be the 
right approach to achieving operational 
changes. 

Four out of ten municipal chief execu-
tives and seven out of ten county council 
chief executives are of the opinion 
that the national strategy for e-health 
facilitates the effective development 
of e-services in health care. Only a few 
respondents in the county council and 
municipal sector claim that the national 
strategy for e-health does not facilitate 
the effective development of e-services 
in the area. 

Two out of ten municipal chief execu-
tives are of the opinion that the national 
strategy for e-health is well-anchored in 
their organisations, whereas just over 
four out of ten municipal chief execu-
tives state that the strategy is not well-
anchored. Seven out of ten county coun-
cil chief executives regard the national 
strategy for e-health as being sufficiently 
anchored in their organisations.

In conclusion, respondents were allowed 
to spontaneously express their other 
views on the national strategy for e-
health. Nearly a fifth chose to provide a 
spontaneous answer. The most common 
response was that they had too little 
knowledge of the strategy for e-health. 
The following was a typical response: 

“I do not know anything about e-health or 
what it is about.”

Is social media an opportu-
nity or a burden? 
One of the areas discussed as part of the 
development of e-government is that of 
social media. PwC’s study, in part, deals 
with the public sector’s view on social 
media and how they use them in their 
operations. 

The first aspect pertaining to social 
media addresses how the organisation, 
up to this point in time, has handled 
and responded to its development. Most 
commonly, the organisation has begun 
talks on social media and enters a phase 
in which it tests the use of social media.

Nearly half of all respondents have 
developed a policy or strategy for how to 
work with these media. Among the mu-
nicipalities, six out of ten have a strategy 
in place, whilst the corresponding figure 
for the county council is about five out 
of ten. Within the national government, 
more than three of ten government 
agencies have put a strategy in place. 
Nearly four out of ten organisations have 
developed their personnel’s competency 
sufficiently to carry out work related to 
social media.  
  
Another interesting aspect is that just 
over four out of ten of the interviewed 
respondents have discovered how the 
outside world wishes to communicate 
with their organisation. This method 
is more developed within the national 
government and county councils. Within 
the national government, just over five 
out of ten government agencies have 
conducted an analysis of their environ-
ment. On the county side, the figure is 
the same, with five out of ten counties  
having conducted a similar analysis. 
Among municipalities, the correspond-
ing figure is just over three out of ten.

In conclusion, we asked respondents 
how they view social media. Does social 
media merely make demands, or does it 
also create opportunities?

Just over six out of ten respondents 
believe that social media generates de-
mand to the same extent that opportuni-
ties are created.

A quarter of respondents are of the opin-
ion that the social media only provides 
opportunities, and three percent claim 
that it only creates demands.

Nearly one out of ten within the public 
administration state that social media 
creates neither demands nor opportuni-
ties, but rather has provided responses 
such as:

“We have decided not to pursue it.”   

“Our organisgation hasn’t had contact 
with the public in that way.”

0

10

20

30

40

50

60

70

Does social media make new demands, or does it provide opportunities? 

It makes new 
demands

It provides 
opportunities

It makes new 
demands 
and provides 
opportuni-
ties in equal 
amounts

Neither Don’t know

All

0

10

20

30

40

50

60

70

80

90

Have  
begun  
talks

Have  
begun  
testing  
it out

Have  
estab - 
lished  
a policy

Have 
developed 
personnel 
compe-
tence

OtherI have  
tried  
using/am 
currently 
using social 
media myself

How have you approached social media?

Have  
found 
out how  
the world  
outside wishes 
to communicate 

Nothing

Municipal  
chief  
executives

County  
council  
chief  
executives

All

Directors- 
general



16  A Closer Look at e-government       A Closer Look at e-government  17 

Does the public sector harness 
the combined innovativeness 
of the whole society?
An important issue for the third gen-
eration of e-government is the extent 
to which the public sector makes their 
information available to other parties 
for re-use.

Government agencies have made the 
most progress in this area, with 49 per-
cent of the directors-general indicating 
that information may be downloaded 
electronically.

In the municipal sector, 35 percent of 
municipalities are considering the issue 
of making information accessible in this 
fashion, whilst the county council sector 
is primarily on planning stage.    

Area All Munici-
palities

County 
Councils

Govt  
agencies

Has data that may be  
downloaded electronically

29 18 10 49

Planning is underway to 
make it possible for data  
to be downloaded  

17 16 30 16

We intend to look at the 
issue 

24 35 30 7

Other 9 11 - 9

Do not work with the issue 8 6 - 11

Do not know what should be 
done

13 14 30 8

Total 100 100 100 100

How does the Swedish public sector make information available to others for re-use?  
All figures are given in percentages. 

It is worth noting that one out of ten 
directors-general claims not to have ad-
dressed the issue. In addition, just over 
one out of ten respondents maintain 
uncertainty as to how this should be 
done. Within the county council sector 
the figure is 30 percent

 

Our overall assessment

It is essential to address the role of IT as 
a facilitator, if the public sector is to be 
successful with the efficiency measures 
required to provide citizens with the 
sorts of services they wish to receive. 
To manage the transition, however, the 
right steps must be taken; a well organ-
ised follow-up with conclusive findings 
is essential. Both our analysis of quan-
titative responses and open responses 
submitted by respondents, show that 
substantial efforts are needed for the 
vision of the third generation of e-gov-
ernment to become reality.

Particularly noteworthy is that over half 
of those surveyed maintained that they 
had no concrete plans to make their 
information available to other parties. 
It is also worth pointing out that the 
main idea behind the third generation 
of e-government is that society’s overall 
capacity for development and innovation 
should be utilised by making the public 
sector’s information accessible to others. 

A remarkable number, 54 percent, report 
that their employees lack the skills 
needed, or that they do not know if their 
employees have the competency neces-
sary to work with e-government. Add to 
that the fact that a large proportion of 
respondents indicate that they do not 
receive the kind of necessary assistance 
either from government or from The 
Swedish Association of Local Authorities 
and Regions (SALAR) to work with the 
issue.  

Swedish administration has a good 
foundation to build on in the devel-
opment of a modern e-government. 
However, if no concrete steps are taken 
by either the government or SALAR as 
well as individual government agencies, 
counties and municipalities, the vision 
of the third generation of e-government 
will most likely not come to fruition. 
This, in turn, implies a lower level of 
service to citizens and businesses, and 
moreover, a less effective public admin-
istration than would have otherwise 
been the case. Sweden also runs the risk 
of losing its competitive edge.

It is essential that the IT and telecom-
munications suppliers take a more ac-
tive role in delivering effective and easy 
to use services, which are based chiefly 
on open standards and are reusable.

 A Closer Look at e-government  17 
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In order to fully capitalise on IT 
investments it is important to have 
methods and tools for conducting benefit 
analysis and structured processes benefit 
retrieval. Unfortunately, it is common for 
government agencies, county councils 
and municipalities not to realise the 
impact of the initiative of e-government. 
Here, senior management must take 
responsibility for the joint work between 
IT and operations right from the start, in 
order to ensure that objectives are met.

In addition to the fact that senior 
management assumes greater 
responsibility for IT-related issues, 
the public sector may go even further 
in establishing a more strategic CIO 
function. This should be of particular 
relevance with regard to medium-sized 
and large organisations. This differs 
from the current situation, as a pure 
IT manager is usually responsible for 
IT operations and IT maintenance. A 
broader CIO function could manage the 
important issues regarding operational 
processes and strategies.

The municipalities need to 
be more involved in the work 
with e-health   
The fact that a greater percentage of 
county council chief executives than 
municipal chief executives are familiar 
with the national strategy for e-health, 
and regard e-health as a good tool for 
operational development, is not surpris-
ing as health care is one of the county 

councils’ mandatory tasks. The number 
of services municipalities are obliged to 
offer their citizens is significantly greater 
and includes a wide selection of areas 
ranging from urban planning and sanita-
tion to pre-school and elderly care.

In recent years, however, in addition to 
the other obligations to provide social 
services, and care for the elderly and the 
disabled, municipalities have become 
increasingly responsible for home health 
care. More queries concerning e-health 
should have been raised due to the fact 
that health care is the responsibility of 
the municipality. In light of this, it is 
surprising that just over four out of ten 
municipal chief executives state that 
they are fairly familiar, or very familiar, 
with the national strategy for e-health 
and that so few see its advantages within 
e-government.

Although several municipal chief execu-
tives are not aware of the strategy for 
e-health, nine out of ten responses by 
county council chief executives indicate 
that the strategy for e-health is on the 
right track. 
 
There are, however, as pointed out by 
The Swedish National Audit Office, sig-
nificant difficulties regarding the model 
based on voluntary action chosen by the 
government to make further advance-
ments in e-health.9  Neither the munici-
pal leaders nor the county council chief 
executives desire an increase in central 
initiatives. Rather, they would like to see 
an increase in collaboration as well as in 
standardisations and joint solutions. 

In this work, the government can adopt 
a supporting role and monitor whether 
there is a need for changes in the legal 
framework or additional resources. 
However, SALAR should be responsible 
for forging a cooperative effort. Such 
collaboration should result in concrete 
efforts and projects that can be can be 
vastly reused. In addition, work on e-
health should more clearly be a responsi-
bility for the E-government delegation in 
order to further increase the possibilities 
of coordinating the public sector’s work 
with e-government.

9. The Swedish National Audit Office: Rätt information 
vid rätt tillfälle inom vård och omsorg – samverkan utan 
verkan? (The right information at the right time within 
healthcare – painless cooperation?) (RiR 2011:19)

and senior managers within IT.7 From 
this perspective, it is easy to understand 
the responses provided by the senior 
managers within the public sector with 
regard to the competency of their em-
ployees within e-government.

IT management needs to be 
improved 
Each year, governmental IT opera-
tions cost 20-25 billion kronor, which 
is the equivalent of approximately nine 
percent of the government agencies’ 
total expenses. IT is the third highest 
expense after personnel and premises.8 
This should be added to the expenses of 
IT operations in county councils and mu-
nicipalities. Given such a large sum, the 
public should be able to benefit greatly 
when 65 percent of the senior managers 
in the public sector consider that their IT 
management must be improved, whilst 
75 percent consider that their IT systems 
must be further developed.   

Well-established IT management within 
the organisation is an important pre-
requisite for successful e-government. 
Management should make clear who 
should make decisions, what those deci-
sions should be and how they should be 
decided. Here it is also important that 
the operations are involved in decision-
making and become a better procurer. 
Furthermore, senior managers in the 
public sector should have the compe-
tence to assess and prioritise suggestions 
made by the IT department, similar to 
the way in which they assess proposals 
from other operations. Otherwise, there 
is a risk that the matter will be regarded 
as an “IT issue” for which the manage-
ment will not take responsibility, or to 
which they are not sufficiently commit-
ted.

7. SAGE: Konjunkturbarometern för den statliga sektorn. 
Medlemmarnas ekonomi och kompetens-försörjning 
– en uppdaterad prognos för år 2011 (Business Cycle 
Barometer for the State Sector. The members’ financial 
and competence maintenance -  an updated forecast 
for 2011) http://www.arbetsgivarverket.se/upload/Avtal-
Skrifter/Skrifter/Konjunkturbarometernvar20110623.pdf
8. Swedish National Audit Office: Public IT-projects over-
spend (RiR 2011:5) 

petence and knowledge of standardisa-
tion work undertaken by various govern-
ment agencies can be disseminated and 
put to use in practical solutions. Here, 
the E-government delegation can play an 
important role by, for example, building 
further on Verva’s national framework 
for interoperability.6 The E-government 
delegation can also coordinate vari-
ous activities and competencies. The 
weaknesses seen in the E-government 
delegation’s impact refer, in the end, to 
weaknesses in the government’s han-
dling of the development of a modern e-
government. It can be seen that many of 
the important issues requiring measures 
to be undertaken by the cabinet have not 
resulted in any decisions. This applies, 
for example, on work with the review of 
statutory enactments on data process-
ing, the government agencies’ work on 
a sourcing strategy and joint models for 
cooperation between municipalities and 
authorities in e-government projects.

Competence needs to be  
improved
In recent years, the issue of competence 
provision in public administration has 
been high on the agenda. A significant 
amount of work has been carried out 
in order to facilitate the generational 
change currently faced by the govern-
ment agencies, county councils and 
municipalities of today. In the last few 
years, the government has also made 
strides to improve government employ-
ees’ knowledge as it pertains to main-
taining the public ethos. Efforts have 
also been made to improve excellence in 
health care. However, there is no overall 
approach for dealing with the challenge 
of competence provision arising in the 
context of e-government development. 

It should also be added that, according 
to the Swedish Agency for Government 
Employers (SAGE), 52 percent of the au-
thorities find it difficult to find suitable 
applicants for positions such as experts 

6. http://arkiv.edelegationen.se/verva/publikationer/rap-
porter/rapporter-2008/nationellt-ramverk-for-interoperabi-
litet/index.html

The E-government delegation 
must have a greater impact
Even though the E-government del-
egation has been in operation for over 
two years, knowledge of its function 
is relatively low, particularly among 
municipalities and county councils. This 
is the case despite the ongoing focus on 
efficiency within the public sector. Add 
to that, the discussions in recent years 
about open government, which would 
create substantial opportunities for 
citizens and companies to partipiciate 
in the development of the public sector 
and its service delivery. Many also think 
that the support they receive from the 
government which, among other things, 
is channelled via the E-government del-
egation, is inadequate. 

Already today, the E-government delega-
tion concerns itself with those issues 
which, according to respondents, de-
mand support. Apparently, however, the 
delegation’s efforts do not sufficiently 
reach those responsible for managing 
the operations in the public sector.   
In many ways, the E-government delega-
tion is a model in terms of how it creates 
a dialogue with the outside world. It 
achieves this by utilising different social 
media. The most significant target 
group’s lack of knowledge of the E-gov-
ernment delegation, however, demon-
strates that the E-government delegation 
can work more proactively in providing 
information about its work. An appropri-
ate means by which to reach municipal 
chief executives and county council chief 
executives must be achieved. Moreover, 
they must do a better job in highlighting 
role models within the public adminis-
tration.

Due to the fact that most respondents re-
quire assistance with joint and standard-
ised solutions, the E-government delega-
tion should more clearly bring about the 
efforts already made and increase focus 
on the issue in general. A challenge faced 
by the public administration is how com-
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Office, Statistics Sweden and The Geo-
logical Survey of Sweden. These agen-
cies posseses data with a high added 
value whilst they, at the same time,
receive relatively high levels of revenue 
from data sales. From a societal per-
spective, it would be best to establish 
a general principle of freely available 
public data. The importance of univer-
sally accessible data may be illustrated 
by comparing the market for weather 
risk management, which in the United 
States is 50 times greater than in Europe. 
The American market for meteorological 
services is more than ten times greater 
than the corresponding market in Eu-
rope. For many years, the meteorology 
agency in the United States has provided 
free access to the agency’s data. In most 
European countries, the corresponding 
agencies charge for their data.15

Sweden can become the leader 
in e-government
Sweden is ranked highly in many 
international comparisons in terms of 
e-governmnet. For many years, we have 
reaped the benefits of having independ-
ent government agencies with great mo-
mentum and innovation. E-government 
requires, however, a more coordinated 
management and, despite increased 
efforts in recent years, the government 
must take a more holistic approach to 
the matter. 

15. Yvette Pluijmers (PwC consulting) and Peter Weiss 
(United States National Weather Service): Boarders in Cy-
berspace: Conflicting Public Sector Information Policies 
and their Economic Impacts, 2002 

Although some of the results emerg-
ing in our study, as well as some of the 
assessments we have made, may seem 
somewhat discouraging, we have a 
positive outlook on the willingness to  
change and the ability to take on new 
challenges in the Swedish public ad-
ministration. Key factors which we have 
determined necessary for Sweden to suc-
cessfully reach the ambitious objectives 
set by the government include:

• Providing the E-government delega-
tion with better tools to work with 
strategic e-government projects and 
spread knowledge about their work.

• Statutory enactments on data pro-
cessing need to be reviewed.

• Knowledge of on-going standardisa-
tion work should be disseminated 
and lead to practical usage.

• The issue of competence should be 
given higher priority.

• The senior management in govern-
ment agencies, municipalities and 
county councils should assume 
greater responsibility for issues per-
taining to e-government, including 
IT management.

• Cooperation between municipali-
ties, county councils and govern-
ment agencies should be improved.

• The public sector should work in a 
more strategic manner with social 
media.

• Public data should be made freely 
available for re-use.

Social media needs to be taken 
more seriously
In the summer 2010, the E-government 
delegation examined how many 
government agencies utilised social 
media. Half of the respondents utilised 
some kind of social media; however, only 
a fifth had a policy for their presence in 
social media.10 In our study, which was 
conducted approximately one year after 
the one conducted by the E-government 
delegation, 60 percent of the authorities 
reported that they had attempted to 
establish themselves in social media; a 
third maintained that they have a policy 
or strategy to do this. A total of two 
thirds of respondents claim to use social 
media; nearly a half maintain to have a 
policy or strategy for social media.

Whilst a great portion of government 
agencies, county councils and munici-
palities today utilise social media, many 
of them do not have a well-established 
strategy or policy for such work; in fact, 
only 38 percent have improved the com-
petency of their personnel to the extent 
necessary to carry out such work with 
any degree of success.

At present, Facebook has approximately 
4.5 million Swedish users.11 More than 
1.5 million people update their status on 
a daily basis in social network services 
on the internet. An equal number of 
individuals regularly comment on what 
others have written on the internet. 
Younger users are more actively involved 
in social networks than older ones.12

The Swedish people’s overwhelming 
devotion to the internet demonstrates 
significant opportunities for the use of 
interactive social tools by the public ad-
ministration. This may entail developing 

10.  SOU 2010:62 Så enkelt som möjligt för så många 
som möjligt: Under konstruktion – framtidens e-förvalt-
ning, Bilaga 18 (As simple as possible for as many as 
possible. Under construction – the future of e-govern-
ment, Attachment 18)
11. Facebook Ads data http://www.facebook.com/
advertising
12. .SE (The Internet Infrastructure Foundation): Swedes 
and the Internet 2010

ways in how the public sector’s services 
for citizens function, but it can also 
involve abroader dialogue as regards the 
development of public administration 
operations in general. Social tools can 
also be utilised in the internal processes 
of the government agencies, county 
councils and municipalities. The relative-
ly low cost generated by initiating the 
use of, for example, Facebook or Twitter, 
does not justify the inexistence of a well-
established strategy or policy. Without a 
well-established strategy or policy, such 
an investment may lead to sub-optimisa-
tion in which responsibilities are granted 
to the wrong players. It may also, para-
doxically, lead to that the opportunity 
to scrutinize the public administartion 
becomes more difficult and that unnec-
essary risks will be taken. To make the 
best use of the opportunities for open 
dialogue, transparency and a streamlin-
ing of processes such as the ones social 
tools provide, each government agency, 
county council and municipality should 
map out ways in which they intend to 
work with such tools.

Public information must be 
made accessible for others
Making public data and e-services ac-
cessible to other actors so that they can 
develop new products and services is one 
of the main ideas behind the third gen-
eration of e-government. The intention is 
partially to increase transparency in pub-
lic operations and partially to provide 
more and improved e-services based on 
public data, but also to create opportuni-
ties for new companies to develop within 
the information sector.

Many attempts have been made to 
calculate the value of the market for 
information services based on public 
data and e-services. In 2008, The 
Institute for Growth Policy Studies 
presented a report on the market 
potential of public information. 

According to the estimates of The 
Institute for Growth Policy Studies, the 
value of the Swedish market is annually 
between three and 13 billion Swedish 
kronor.13 In light of this fact, it is worth 
noting that only 29 percent of the 
respondents claim to have data which 
could be electronically downloaded, and 
that nearly half of the respondents do 
not have any concrete plans for making 
their data machine-accessible. Some 
respondents clearly state that either 
their data is not available or that the 
standards required for making data 
available do not exist in Sweden.
In addition to the inadequate access to 
data, the high price Swedish government 
agencies place on information hampers 
development. In 2009, data sales were 
estimated to yield approximately half a 
billion Swedish kronor in government
revenues of which the majority is de-
rived from sales by The Land Survey.14 
The high price placed on information 
makes it more difficult for entrepreneurs 
to develop their ideas and precludes the 
development of the third generation of 
e-government.

Government agencies, county councils 
and municipalities must all develop 
strategies for the way in which they 
intend to make their data accessible 
by electronic means. In addition, the 
government must assume responsibility 
for establishing rules for the electronic 
release of public documents, as well as 
a portal to make it as easy as possible to 
obtain information and to have access 
to public data sources. The government 
must also oversee the pricing of govern-
ment data. This is particularly important 
with regard to data held by The Map-
ping, cadastral and land registration au-
thority, The Meteorological and Hydro-
logical Institute, The Transport Agency,
The Maritime Administration, The Tax 
Agency, The Companies Registration

13. Institutet för tillväxtpolitiska studier: PSI-direktivet – 
politik och potential (Dnr: 1-012-2007/0311)
14. Yvette Pluijmers (PwC Consulting) och Peter Weiss 
(United States National Weather Service): Boarders in Cy-
berspace: Conflicting Public Sector Information Policies 
and their Economic Impacts, 2002



22  A Closer Look at e-government       A Closer Look at e-government  23 



Contact

Jon Arwidson
+46 (0) 10-213 31 02
jon.arwidson@se.pwc.com

Anders Christensson
+46 (0) 10-213 38 39
anders.christensson@se.pwc.com

Anna Kelly
+46 (0) 10-213 39 22
anna.kelly@se.pwc.com

Magnus Kolsjö
+46 (0) 10-212 49 49
magnus.kolsjo@se.pwc.com

Eva Lidmark
+46 (0) 40-641 27 33
eva.lidmark@se.pwc.com

Karin Öhlander
+46 (0) 10-212 44 40
karin.ohlander@se.pwc.com

PwC Sweden is the market leader 
within auditing, accounting, tax and 
advisory services, with 3,800 staff 
members and 130 offices spread across 
the country. Using our experience and 
unique business knowledge, we enhance 
value for our 66,000 clients, who are 
comprised of global companies, major 
Swedish companies and organizations, 
smaller and medium-sized companies, 
primarily local, and the public sector.

PwC Sweden is a separate and 
independent legal entity. We are the 
Swedish member firm of the PwC global 
network. Close to 169,000 people in 158 
countries across our network share their 
thinking, experience and solutions to 
develop fresh perspectives and practical 
advice.

© 2012 PricewaterhouseCoopers i Sverige AB. Att mångfaldiga innehållet helt eller delvis är förbjudet enligt lagen 
(1960:729) om upphovsrätt till litterära och konstnärliga verk. Förbudet gäller varje form av mångfaldigande genom 
tryckning, kopiering etc. 


