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OECD, «e-Government: Analysis
Framework and Methodology»,
OECD Public Management Ser-
vice, Public Management Com-
mittee, 13 December 2001, p. 2,
http://www.oecd.org/official-
documents/publicdisplaydocu-
mentpdf/?cote=PUMA(2001)16/
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The World Bank, «e-Gov-
ernment for All - Review of
International Experience with
Enhancing Public Access,
Demand and Participation in
e-Government Services: Toward
a Digital Inclusion Strategy for
Kazakhstan», ISG e-Government
Practice Technical Advisory
Note (Draft version, 30 June
2006), p. 11
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imperative: Main findings»,
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NCA, e-Government in Korea
(Seoul, 2002),
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groups/public/documents/APCI-
TY/UNPAN023903.pdf
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OECD, «The e-Government Im-
perative, OECD e-Government
Studies» (Paris, 2003), pp. 28-29
http://pavroz.ru/dov/egovimper-
ative.pdf
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United Nations Division

for Public Economics and
Public Administration and
American Society for Public
Administration, «Benchmark-
ing E-government: A Global
Perspective - Assessing the UN
Member States» (2002), p. 2,
http://unpanl.un.org/intradoc/
groups/public/documents/un/
unpan021547.pdf
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OECD, «Denmark: Efficient
e-Government for Smarter
Public Service Delivery», OECD
e-Government Studies, 3 June
2010,
http://www.oecd.org/datao-
ecd/43/55/45382552.pdf
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Richard Heeks, «eGovernment
Success/Failure: Definitions»,
2008,
http://www.egov4dev.org/
success/sfdefinitions.shtml
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Stephen Marquard, «African

Schoolnet Toolkit», Vancouver,

Commonwealth of Johannes-
burg, SchoolNet Africa, 2005,
pp. 44-45,
http://www.col.org/SiteCollec-
tionDocuments/African%?20
schoolnet%?20toolkit.pdf.
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UNDESA, «United Nations
E-Government Survey 2012:
E-Government for the People»,
http://unpan3.un.org/egovkb/
Portals/egovkb/Documents/
un/2012-Survey/unpan048065.
pdf
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European Commission Direc-
torate General for Information
Society and Media, «The User
Challenge — Benchmarking
the Supply of Online Public
Services», 7th Measurement,
September 2007, http://www.
ut.is/media/utvefur-skjol/Cap-
Gemini_2007.pdf
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«Smart Government: Creating
More Effective Information and
Services», Thom Rubel, IDC Vice
President, Research.
http://www.govdelivery.com/
pdfs/IDC_govt_insights_Thom_
Rubel.pdf
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OECD/International Telecom-
munication Union (2011),
«M-Government: Mobile
Technologies for Responsive
Governments and Connected
Societies», OECD Publishing,
http://unpanl.un.org/intradoc/
groups/public/documents/un-
dpadm/unpan047499.pdf
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Tony Dwi Susanto, Robert Goodwin and Paul Calder, «A Six-Level Model of SMS-based eGovernment» : janall
paper presented at the International Conference on E-Government (ICEG), Melbourne, Australia, 23-24 October 2008,
http://smsegov.info/images/smsegov.pdf.
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«Gov 2.0 Primer»,
http://webguide.gov.au/web-2-0/
gov-2-0-primer

86-

«The European eGovernment
Action Plan 2011-2015»
http://eur-lex.europa.
eu/LexUriServ/
LexUriServ.do?uri=
COM:2010:0743:

FIN:EN:PDF
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«Engage, Getting on with Gov-
ernment 2.0»
http://www.finance.gov.au/pub-
lications/gov20taskforcereport/
doc/Government20TaskforceRe-
port.pdf
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«Government Performance Management 2.0», Financial Management Institute of Canada, professional
development week, 2009
http://image.slidesharecdn.com/2009-11governmentperformancemanagement2-091128153551-phpap-
p01/95/2009-11-government-performance-management-2-24-728.jpg?cb=1259444254
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MBRSG, «Citizen Engagement and Public Services in the Arab World, The Potential of Social Media» :janall
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Automated
Back office
Best practices
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Business architecture
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Citizen-centric approach
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Critical success factors
Cross-agency work
Data privacy

Data security
Digitization, digitizing
e-Business

e-Citizen
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e-Document Exchange
Effectivness

Efficiency
e-Governance
e-Government
Enterprise architecture
e-Participation
e-Procurement
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Front office

G2B services

G2C services

G2E services

G2G services

Governance
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Government

Hyperlinks

Interoperability
Interoperability framework
Joined-up government
Laws and regulations
Legislations

m-Government

m-Services

Master plan

Milestone

Mobile computing

Mobile portals

Monitoring and evaluation
Multi-channel

National enterprise architecture
Online

Open government

Outcome

Output

Outsouring

Participation

Personal Digital Assistant (PDA)
Policy

Portability

Portfolio (initiatives, projects,...)
Portal

Programmes

Public participation

Public policy

Public private partnership
Pull technology

Push technology
Regulations

Resistance to change
Single window

Single window online portal
Technical architecture

Transaction
Transactional services
Transparency

Ubiquitous Government (U-Gov)

Ubiquitous Sensors Network (USN)
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