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Abstract : This practical research is aimed to improve the management quality and efficiency of public administration
agencies providing e-services. The monitoring system developed will provide continuous review of the websites compliance
with the selected indicators, their evaluation based on the selected indicators and ranking of services according to the quality
criteria. The responsible departments in the government agencies were surveyed; the questionnaire includes issues of
management and feedback, e-services provided, and the application of information systems. By analyzing the main affecting
factors and barriers, the recommendations will be given that lead to the relevant decisions to strengthen the state agencies
competencies for the management and the provision of their services. Component 1. E-services monitoring system. Three
separate monitoring activities are proposed to be executed in parallel: Continuous tracing of e-government sites using built-in
web-monitoring program; this program generates several quantitative values which are basically related to the technical
characteristics and the performance of websites. The expert assessment of e-government sites in accordance with the two
general criteria. Criterion 1. Technical quality of the site. Criterion 2. Usability/accessibility (load, see, use). Each high-level
criterion is in turn subdivided into several sub-criteria, such as: the fonts and the color of the background (Is it readable?),
W3C coding standards, availability of the Robots.txt and the site map, the search engine, the feedback/contact and the security
mechanisms. The on-line survey of the users/citizens - a small group of questions embedded in the e-service websites. The
questionnaires comprise of the information concerning navigation, users’ experience with the website (whether it was positive
or negative), etc. Automated monitoring of web-sites by its own could not capture the whole evaluation process, and should
therefore be seen as a complement to expert’s manual web evaluations. All of the separate results were integrated to provide
the complete evaluation picture. Component 2. Assessment of the agencies/departments efficiency in providing e-government
services. - the relevant indicators to evaluate the efficiency and the effectiveness of e-services were identified; - the survey was
conducted in all the governmental organizations (ministries, committees and agencies) that provide electronic services for the
citizens or the businesses; - the quantitative and qualitative measures are covering the following sections of activities: e-
governance, e-services, the feedback from the users, the information systems at the agencies’ disposal. Main results: 1. The
software program and the set of indicators for internet sites evaluation has been developed and the results of pilot monitoring
have been presented. 2. The evaluation of the (internal) efficiency of the e-government agencies based on the survey results
with the practical recommendations related to the human potential, the information systems used and e-services provided.
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