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deadline is exceeded (e.g. no payment was made within two
weeks), an exception handling — also depending on the given
process definition — is initialized. For every type of task that
might be assigned to a citizen, a tool is provided (e.g. a web
application for electronic payments) allowing the user to
comfortably accomplish the task. Thus the task list is a central
navigation point within the web application.
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Figure 8: Sample process

Using the electronic work desk every resident can easily
obtain an overview over all ongoing or already completed
proceedings. Activities that require interaction are specifically
marked.
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The experience made so far shows that there is significant
need for e-Government services of decent quality. Minimizing
the effort to bring a specific service online is one of the
success factors that allows for easy and rapid service adaption
as well as for cost reduction in the medium and long run.

The use of a business process engine is an important enabler
that provides the flexibility needed for an easy integration of
virtually any service. By transferring more and more
functionality from the back-office to the platform layer
additional value is added to the e-Government business
processes. This Enterprise Application Integration behavior
allows for a significantly higher degree of automation (see
Figure 9). A fully automated process in turn allows for
synchronous service delivery wherever possible. This means
that the required result is available immediately to the citizen.
Starting with lower ambitions (‘“just bring our services
online”) creates short-term wins that are necessary to convince
important stakeholders[33] and prepares them to appreciate
changes in their business processes. Subsequently these
processes are streamlined as well.

Thus, e-Government platforms based on the outlined paradigm
and architecture create significant benefits and notably reduce
the risk of failure.
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