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Key messages 

• Scors of Government Electronic and Mobile Services (GEMS) 2021 have 
increased for most participating Arab countries, indicating interest in 
digital transformation in the Arab region, but with differences in the pace 
of implementation. This highlights the importance of sharing the expertise 
and experiences of leading countries in the field to support efforts in 
countries that are still at an early stage of application. 

• There is a need to digitize more government services, including their 
different steps, and to make them available on the portal or through 
mobile applications so as to cover a wide range of sectors. It is also 
important that marketing campaigns accompany the services to foster 
their usage. 

• Arab countries should take into account, at an early stage of service 
design, developing features that take into consideration the accessability 
of persons with disabilities and collecting user feedback through both the 
portal and mobile applications. 
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Introduction 

The Fourth Industrial Revolution is quickly 
bringing changes that are being reflected in all 
aspects of life, with an impact on both 
individuals and institutions, including 
government institutions and the way they 
function. It is no longer possible for these 
institutions to perform operations and 
procedures and to continue providing services 
in the traditional manual or paper formats. 
Instead, they need to be more effective and 
efficient, and to offer services in formats that 
suit the needs of the new era. This highlighted 
the importance of digitization in the past two 
decades, making it a pillar for most solutions 
that aim to keep pace with rapid developments, 
harness technology to benefit individuals and 
institutions, and solve different social and 
economic problems. The COVID-19 pandemic 
has been a case in point. Most normal activities 
had to be done over cybespace due to 
requirements of social distancing used to 
reduce the spread of the pandemic. 

Government digitalization is a broad term that 
covers many concepts, including, among others, 
e-government and digital government. 
However, these concepts share the goal of 
making the government an integrated body, 
ogranically interconnected through a network of 
government entities. These entities provide their 
services digitally, aiming to making people’s 
lives easier and to forming an environment 
conducive for the growth of businesses, with 
positive impacts on economic and social 
development. These developments have 

 
1. Government Electronic and Mobile Services Maturity index, which will henceforth be referred to as. 

encouraged governments, including those in the 
Arab region, to accelerate developing and 
implementing digitalization plans. However, the 
comprehensiveness of these plans is different 
across countries. 

As part of its efforts to support policymakers in 
the Arab region in developing and updating 
relevant national plans, ESCWA has developed 
a tool to measure the maturity of e-government 
services. Maturity, in the context of 
GEMS1,indicates that a service has been 
digitized throughought its steps, and that it was 
promoted using marketing and awareness 
campaigns, and that it is well-used by 
individuals and businesses. As most global 
measures do not cover these aspects, and rely 
more on measuring service availability, the 
GEMS index was launched in 2014. 

The index was first measured in 2019, with 12 
member States participating: Bahrain, Egypt, 
Iraq, Jordan, Mauritania, Oman, the State of 
Palestine, Saudi Arabia, the Sudan, the Syrian 
Arab Republic, Tunisia and the United Arab 
Emirates. In 2020, the index was expanded to 
include the following 15 States: Bahrain, Iraq, 
Jordan, Kuwait, Lebanon, Mauritania, Morocco, 
Oman, the State of Palestine, Qatar, Saudi 
Arabia, the Sudan, the Syrian Arab Republic, 
Tunisia and the United Arab Emirates. In 2021, 
the index included 13 States: Algeria, Bahrain, 
Iraq, Jordan, Kuwait, Lebanon, Oman, the State 
of Palestine, Qatar, Saudi Arabia, the Syrian 
Arab Republic, Tunisia and the United Arab 
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Emirates. This report documents data collected 
from forms that ESCWA received from 
representatives of participating government 
agencies and presents the results of the 
assessment at the regional and national levels. 

It should be noted that the index only covers 
government services. Some services may be 
provided by the private sector, particularly 
relating to transport and tourism sectors, but 
they are not part of the GEMS coverage. 
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1. GEMS conceptual framework 

GEMS aims to measure the maturity of 
government services provided through portals 
and mobile applications in Arab countries. It 
aims to provide decision makers and 
policymakers with an index illustrating some of 
the dimensions that many international 
indicators do not show, namely the degree of 
sophistication of services, their use and user 
satisfaction, and how adequate and effective are 
government efforts for public outreach. 

To achieve this, 84 government services in 11 
different categories have been selected (figure 
1). It should be noted that a life-cycle principle 
has been used in the selection of these services. 
So some services have been selected because 
individuals need them throughought the stages 
of their lives, other services because companies 
need them for their establishment, the 
administration of their operations, and even the 
transactions of their closure. 

Figure 1. Categories of services covered by the GEMS Index 

 
Source: https://www.worldgovernmentsummit.org/observer/reports/2014/detail/government-electronic-and-mobile-services-
(gems)-maturity-index. (2016). Regional Profile of the Information Society in the Arab Region 2003-2015. 
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It should be noted that in 2021, 11 of the 
84 services covered in 2020 were replaced 
to keep pace with the conditions imposed 
by the pandemic, as certain sectors, such 
as education and health, became 
fundamentally dependant on certain 
basic government services. The full list of 
these services can be found in annex I. 
The services are distributed across a 
number of different sectors, as shown 
in table 1. 

This index is based on three main pillars (figure 
2), namely service availability and sophistication 
(supply), service usage and user satisfaction 
(demand) and public outreach (inclusiveness). 
These indicators are grouped into 11 categories 
shown in the outer ring of the circle in figure 1. 
To measure these three pillars, 24 key 
performance indicators (KPIs) were adopted, 
with 15 indicators for the first pillar, six 
indicators for the second pillar and three 
indicators for the third pillar. 

Table 1. Distribution of index services to sectors 

Sector No. of services 

Transport/Traffic/Police 10 

Trade and Industry 13 

Cross Government Affairs 9 

Education 9 

Health 7 

Interior 6 

Municipal Affairs 5 

Labor 4 

Social Affairs 5 

Finance 2 

Utilities 5 

Migration 2 

Justice 3 

Tourism 4 

Total 84 

Source: ESCWA calculations. 
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Figure 2. GEMS structure by pillar, sub-pillar and categories, and the distribution of key performance indicators 

 
Source: GEMS Maturity Index Brochure (2014), 
https://www.worldgovernmentsummit.org/api/publications/document/519c5ec4-e97c-6578-b2f8-ff0000a7ddb6. 

https://www.worldgovernmentsummit.org/api/publications/document/519c5ec4-e97c-6578-b2f8-ff0000a7ddb6
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A. Methodology 

The following steps are taken to evaluate e-
government services through the portal and on 
mobile: 

Phase 1. Inventory of electronic services, 
with identification of the services 
provided electronically out of the 84 services 
covered by the index. Electronic services mean 
those using technological means at any stage of 
implementation. For example, if the service 
requires forms to be submitted electronically, it 
can be considered electronic, but at an early 
stage of maturity since only part of the 
procedure is digitized. On the other hand, if the 
service is implemented fully electronically from 
the initial request/application to the notification 
of implementation, this is an indication that the 
electronic service is largely mature. If the 
number of services provided electronically is 
high, this indicates that government entities 
have come a long way in the digital 
transformation. 

Phase 2. Evaluation of the services and 
entities providing them. Electronic services 
identified in the previous phase are evaluated 
using a dedicated survey form for this purpose 
(one form for each service). The entities 
providing these electronic services are also 
evaluated using an entity form (one form for 
each entity). The service form (annex 3) contains 
questions about service delivery channels, their 
maturity, the number of transactions executed 
electronically and user satisfaction with them. 
The entity form (annex 2) contains questions to 
assess the overall delivery mechanism through 
the portal and mobile applications, the 
availability of security features, the open data 
provisioning and the availability of support tools 
for individuals and businesses. 

Phase 3. Reveiw and processing. After the 
evaluation, data are reviewed and processed to 
calulate the 24 main KPIs. Then the GEMS final 
score is comuted, and the results are analyzed. 

B. Calculating index results 

At the beginning, weights are assigned to all 84 
services covered by the index. The weight 
depends on the service’s level of complexity, 
how digitizable the service is, and what 
transaction volume is expected for the service. 
A procedural service that needs several steps to 
be completed, such as issuing commercial 
licences, has a different complexity than an 
information service, such as providing the 
prices of medicines. In the first case, direct user 
interaction is needed throughout the procedure, 
from attaching the necessary documents, to 
electronic payment, and finally notifying the 
user that the service has been completed. On 
the other hand, information services rely more 
on technical features that facilitate user 
interaction with web pages. Therefore, former 
services have the bigger weights. 

The approach to calculating results is therefore 
established over a number of steps, from 
calculating KPIs to the global value. The 24 KPIs 
grouped into three categories that include 14 
results. Sub-pillars are then caclulated, forming 
9 grades, before calculating the three main 
pillars, and finally the global value. The report 
presents the 24 KPIs results, in addition to the 
grades of the three pillars, and the overall result. 

Scores at each stage are subject to different 
weights. For example, the weights applied to 
the three main pillars are distributed as follows: 
40 per cent for the first pillar, 40 per cent for the 
second pillar and 20 per cent for the third pillar. 
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C. Reading results 

GEMS is a tool to measure the progress of the 
digital transformation at the national level, and 
to capture a comprehensive picture of the extent 
of this achievement at the regional level. Policy-
and decision-makers can use this index to 
assess the current status and maturity of e-
government services, as well as to monitor 
progress in digital transformation by comparing 
results from year to year. National profiles 
include some recommendations for each state, 
based on the results presented. 

GEMS provides an opportunity to identify 
vulnerabilities and help develop national plans 
to increase the maturity of e-government 
services. For example, if the KPI for providing 
features for persons with disabilities through 
the portal is low, this result can be directly 
leveraged by including these features in the 
design and development of new services or by 
adding these features to existing services. 

Some KPIs are related to the work of the 
organization as a whole, not just a particular 
service. Those indicators are: 

• Availability of personalization features in 
web portals. 

• Level of security on channels. 
• Total usage of services through the portal 

(at the entity level). 
• Total usage of mobile services (at the entity 

level). 
• Open data availability. 
• Open data format. 
• Availability of tools to support individuals. 
• Percentage of new services accompanied by 

marketing campaigns (at the entity level). 

It is recommended to read the above indicators 
together to capture a better picture of the 
performance of organizations. For example, the 
indicator about “Percentage of new services 
accompanied by marketing campaigns at the 
enitity level” is concerned with all e-government 
services provided by the entity, while the 
“Percentage of new services accompanied by 
marketing campaigns” indicator measures 
which of all 84 services identified in the index is 
accompanied by marketing campaigns. 
Therefore, these indicators should be read 
together for a general view of the extent to 
which marketing campaigns are conducted 
accompanying the services. 

The results of all indicators are on a scale from 0 
to 1, and are presented as percentages terms for 
easier reading. 
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2. GEMS results at the regional level 

A. Overview 

In 2021, data were collected from 13 Arab 
Member States: Algeria, Bahrain, Iraq, Jordan, 
Kuwait, Lebanon, Oman, the State of Palestine, 

Qatar, Saudi Arabia, the Syrian Arab Republic, 
Tunisia and the United Arab Emirates. In phase 
1, a national body responsible for 
implementation was identified in each of these 
States; these bodies are listed in table 2. 

Table 2. National GEMS measurement authorities 

Country Responsible entity 

Jordan Ministry of Digital Economy and Entrepreneurship 

United Arab Emirates Telecommunications and Digital Government Regulatory Authority 

Bahrain Information & eGovernment Authority 

Tunisia eGov Unit – Prime Ministry 

Algeria Ministry of Post and Telecommunications 

Syrian Arab Republic Ministry of Communication and Technology 

Iraq Ministry of Planning 

Oman Ministry of Transport, Communication and Information Technology  

State of Palestine Ministry of Telecom and Information Technology 

Qatar Ministry of Communication and Information Technology 

Kuwait Central Agency for Information Technology 

Lebanon Office of the Minister of State for Administrative Reform 

Saudi Arabia Digital Government Authority 
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B. Services and sectors 

Although data could not be collected for all 
Member States, the total number of services 
and entities included in the evaluation 
increased significantly compared to 2020. 
Figure 3 shows the total number of services 
and entities assessed for all Member States 
in 2019 and 2020. 

Figure 4 shows the top five services based on 
the number of countries that developed them. 
As a result of COVID-19 conditions, access to the 

vaccination register can be observed in 11 
States, as well as services relating to complaints 
about utilities, unemployment registeration and 
the availability of national government 
statistical reports. 

In terms of distribution of services across 
sectors, table 3 shows that cross government 
affairs, education and utilities came on top in 
2021. It also shows the introduction of electronic 
services in Transport/Traffic/Police, with the 
possibility of developing more services in 
various sectors in all Arab countries. 

Figure 3. Total number of services and institutions assessed, 2020-2021 

 
Source: ESCWA calculations. 
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Figure 4. Services most often mentioned in the assessment 

 
Source: ESCWA calculations. 

Table 3. Number and ratio of services assessed in each sector 

Sector 

Number of 
resident services 
for 13 countries 

The maximun value of the 
number of services that can be 

assessed for 13 countries 

Assessed 
services 

(percentage) 

Cross Government Affairs 83 117 71 

Education 83 117 71 

Utilities 46 65 71 

Labor 36 52 69 

Health 62 91 68 

Interior 50 78 64 

Justice 24 39 62 

Social Affairs 38 65 58 

Finance 15 26 58 

Trade and Industry 95 169 56 

Municipal Affairs 35 65 54 

Migration 14 26 54 

Transport/Traffic/Police 68 130 52 

Tourism 27 52 52 

Source: ESCWA calculations. 
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Figure 5. Average results of services assessed by sector 

 
Source: ESCWA calculations. 

 

In terms of the results achieved by sectors 
across the Arab region, depending on the 
average results of services in each sector, it can 
be noted that the utilities, health and 
government cross affairs sectors are on top of 
the list. On the other hand, some other sectors 
still need to do more to digitize their services, 
such as justice, tourism and finance (figure 5). 

C. Overall results 

Figure 6 shows the overall ranking of the Arab 
countries according to their scores in the GEMS 
index. Arab countries participating in the 
assessment could be grouped into two main 

 
2. The figure only includes countries participating in the two 

versions of the evaluation. 

groups. The first group represents with grade 
values above 50 per cent, and includes: Qatar, 
Saudi Arabia, the United Arab Emirates, 
Bahrain, Oman, Kuwait and Jordan, while the 
second includes scores of less than 50 per cent, 
including Algeria, Tunisia, Iraq, the State of 
Palestine, the Syrian Arab Republic and 
Lebanon. There is a wide discrepancy between 
the highest and lowest scores, ranging from 9 to 
83 per cent. 

By comparing the results between 2020 and 
2021 (figure 7), it is clear that most of the overall 
scores have increased and that most of the 
countries participating in the assessments have 
made progress in terms of overall results.2 
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Figure 6. Overall score in GEMS 2021 

 
Source: ESCWA calculations. 

Figure 7. Changes in GEMS values between 2020 and 2021 

 
Source: ESCWA calculations. 
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Figure 8. Ranking according to the first pillar of GEMS (Service availability and sophistication) 

 
Source: ESCWA calculations. 

Figure 9. Changes in results for GEMS first pillar between 2020 and 2021 (Service availability and sophisitcation) 

 
Source: ESCWA calculations. 
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As for more granular results, the scores for the 
first pillar (figure 8) range between 8 per cent 
and 92 per cent. In terms of this pillar, results 
are divided into three groups: countries with 
scores above 80 per cent (Saudi Arabia, Qatar, 
the United Arab Emirates and Oman), countries 
with scores around 60 per cent (Bahrain, Kuwait 
and Jordan), and a countries with scores 
between 8 and 31 per cent (Algeria, Tunisia, the 
Syrian Arab Republic, Iraq, the State of Palestine 
and Lebanon). 

When compared to the results of the same pillar 
in 2020, scores for most countries have clearly 
increased (figure 9). 

In terms of the results of the second pillar, 
namely the service usage and user 

satisfaction (figure 10), the scores range 
between 5 and 72 per cent. The results of this 
pillar vary across participants, with five 
countries exceeding the 50 per cent threshold: 
Qatar, Saudi Arabia, Bahrain, Kuwait and the 
United Arab Emirates. When compared to the 
results of the same pillar in 2020, scores for 
most countries have clearly increased 
(figure 11). 

The third and final pillar, public outreach (figure 
12), the range for scores was from 5 to 93 per 
cent. Seven Arab countries have crossed the 50 
per cent threshold: Qatar, Saudi Arabia, the 
United Arab Emirates, Bahrain, Oman, Kuwait 
and Jordan. Compared to the 2020 results, it is 
clear that most of the scores of this pillar have 
increased (figure 13). 

Figure10. Ranking according to the second pillar of GEMS (Service usage and user satisfaction) 

 
Source: ESCWA calculations. 
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Figure 11. Changes in results for GEMS second pillar between 2020 and 2021 (Service usage and user 
satisfaction) 

 
Source: ESCWA calculations. 

Figure 12. Ranking according to the third pillar of GEMS (Public outreach) 

 
Source: ESCWA calculations. 
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Figure 13. Changes in results for GEMS third pillar between 2020 and 2021 (Public outreach) 

 
Source: ESCWA calculations. 
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Table 4. KPI Heat Map (Percentage) 
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Jordan 71.4 90.0 58.1 43.7 19.8 49.9 53.0 20.8 43.4 10.4 0.0 24.0 67.0 81.0 71.0 51.0 9.0 79.4 12.2 57.1 49.2 43.6 43.2 63.0 

United Arab 
Emirates 

93.1 100.0 92.6 75.9 56.7 77.8 89.3 90.5 75.4 81.3 82.5 90.6 95.3 88.0 97.0 70.7 27.6 89.0 21.2 76.8 57.3 91.0 70.2 81.0 

Bahrain 81.5 15.0 83.5 60.7 32.1 67.2 82.3 50.1 66.7 82.3 51.2 62.4 85.8 93.0 83.0 61.9 57.9 99.6 76.5 62.6 48.0 83.0 52.6 88.0 

Tunisia 36.6 35.0 36.3 15.8 0.6 29.4 27.3 15.7 24.5 10.4 7.4 0.0 34.8 31.0 23.2 32.1 1.4 52.5 17.8 28.7 0.0 31.1 33.8 33.7 

Algeria 36.1 60.0 27.0 20.7 6.1 31.7 20.4 5.6 25.0 7.0 0.0 6.9 55.0 41.1 32.6 33.2 5.0 81.8 17.2 30.0 50.7 25.2 36.0 48.4 

Syrian Arab 
Republic 

32.9 35.0 32.2 18.6 5.1 17.3 3.5 0.0 17.3 3.5 0.0 1.5 32.5 13.0 6.0 5.4 1.5 33.3 6.8 1.1 0.0 26.7 16.9 32.6 

Iraq 29.0 30.0 29.9 15.4 3.1 19.4 10.7 4.6 19.4 9.5 4.6 0.0 24.8 27.0 27.0 23.1 12.5 53.1 23.0 20.5 0.6 20.1 24.1 30.5 

Oman 96.0 85.0 95.3 63.6 38.0 77.8 94.4 96.4 68.6 79.2 76.9 52.4 84.5 84.0 76.0 70.5 38.1 78.1 23.5 49.0 41.5 83.7 45.6 63.2 

State of 
Palestine 

19.2 15.0 17.7 19.0 10.2 13.9 10.1 0.9 12.9 9.2 0.0 10.8 30.7 32.0 31.0 14.5 3.7 30.6 1.1 12.5 27.1 11.1 14.8 31.0 

Qatar 89.6 100.0 87.6 85.6 82.1 72.6 84.2 85.0 75.1 83.8 81.2 88.1 82.7 72.6 100.0 72.0 47.8 97.3 40.9 82.7 83.3 90.2 80.1 99.0 

Kuwait 74.0 65.0 73.9 50.9 23.4 54.1 51.7 11.9 52.9 45.1 7.5 31.7 77.2 67.0 63.0 64.3 41.4 90.9 46.9 64.5 56.4 49.0 57.7 69.5 

Lebanon 8.3 10.0 8.6 4.9 2.5 5.2 2.3 0.0 4.8 2.3 0.0 0.0 13.8 18.9 11.6 2.5 0.8 0.0 5.0 2.5 38.2 0.9 0.0 10.0 

Saudi 
Arabia 

100.0 100.0 100.0 86.8 66.4 76.8 97.6 64.0 75.0 94.9 60.4 97.5 97.5 100.0 91.0 83.4 43.2 88.1 46.7 90.4 75.3 78.7 71.7 89.5 

Source: ESCWA calculations. The standard used in the thermal map ranges from 0 per cent (dark red) to 100 per cent (dark green).
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D. Analysis of results 

1. The correlation between GEMS and GDP 
World Bank data on GDP per capita3 were used to 
examine the correlation between GEMS reasults 
and GDP values for Arab countries covered by the 
index. Figure 14 indicates that there is a 
correlation between the two variables, where most 
high GDP per capita scored high on GEMS, and 
vice versa, indicating that a higher level of digital 
transformation contributes to the economic 
development. From another side, the good level of 
economy assists in developing mature e-services. 

2. The correlation between GEMS and the 
online service index (OSI) 
Figure 15 compares between the results of 

GEMS and OSI, a sub-index for the e-
Government Development Index (eGDI) 
that the United Nations Department of 
Economic and Social Affairs (UNDESA) 
measures for all countries of the world. 
Overall, there is a both consistancy and 
integration between the two indices. 
The availability of e-government 
services on the Internet should be 
accompanied by a high level of maturity in 
terms of service sophistication, usage and 
user satisfaction and public oureach. This 
indicates the possibility and importance of 
integrating the two indices to provide a 
better view of the extent of the digital 
transformation, in terms of both supply and 
demand. 

Figure 14. The relationship between GEMS (Horizontal axis) and GDP per capita 

 
Source: ESCWA calculations. 
Note: The vertical axis is GDP per capita divided by 100,000. 

 
3. https://data.worldbank.org/indicator/NY.GDP.MKTP.CD?locations=1A&view=chart. 
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Figure 15. Arab region performance in OSI (2020) and GEMS (2021) 

 
Source: ESCWA figures for GEMS. OSI figures: 
https://publicadministration.un.org/egovkb/Portals/egovkb/Documents/un/2018-Survey/E-
Government%20Survey%202018_FINAL%20for%20web.pdf. 

 

3. General Comments 

1. There is a marked increase in the 
number of services and institutions 
being assessed every year. This is due 
to increased use of e-government 
services in the Arab region, and to the 
expansion of the index on the local level 
so as to involve more institutions. 

2. Increasing overall GEMS scores 
between 2020 and 2021 indicate that 
there is more interest in providing 
mature e-government services, albeit 
the pace of progress in implementing 
these services is different from one 
country to the other, depending on 
national contexts. 

3. There is a wide gap in the level of 
implementation despite improved index 
results in most participating countries. 
Countries can classified into two 

groups, depending on how quickly is 
digitization being implemented, 
making it imperative to close the gap 
through more efforts to digitize 
services in different sectors. This 
calls for supporting Arab countries 
that are still at an early stage 
of implementation. 

4. GEMS scores range from 9 to 83 per 
cent, with the first pillar having values 
between 8 and 92 per cent, the second 
between 5 and 72 per cent, and the third 
between 5 and 93 per cent. These are 
significant ranges that reflect a digital 
divide, and underscore the need for 
further efforts to close the gaps by 
strengthening cooperation and 
drawing on the expertise available in the 
Arab region. 

5. In terms of service availability and 
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countries have scores above 50 per 
cent. This is a good indicator that 
services are available and have 
reached a significant of sophistication. 
As for the six countries where scores 
were below average, more services 
should be made available or fully 
digitized on different means, including 
portals or mobile applications. 
Moreover, more data sets should be 
made available and disseminated (i.e. 
enhanced open data). 

6. In terms of service usage and user 
satisfaction (pillar 2): the regional 
average for this pillar has increased 
from 26 per cent in 2020 to 40 per cent 
in 2021, indicating improved rates of 
use and user satisfaction with e-
government services. However, there is 
room for improvement in these results, 
especially in the six Countries that have 
achieved lower results than the 
regional average. Services should 
therefore be provided through different 
channels, and citizen complaints about 
services should be followed up and 
addressed. 

7. In terms of public outreach (pillar 
3): Efforts to reach the public have not 
been consistent across the Arab region. 
This is evident in the wide interaval of 
scores of this pillar. Launching 
marketing campaigns to accompany e-
government services is key, particularly 
in the six countries where scores were 
below the regional average as this will 
enhance the use of these services. It is 
also important to to pay attention to 
providing support tools to individuals 
and businesses (such as live chats 
during working hours and beyond). 

8. In terms of key performance 
indicators: At the regional level, KPI 
results highlight the need for providing 
features for persons with disabilities to 
access electronic services, and to facilitate 
user feedback and enhanced interaction, 
whether on portals or mobile applications. 
The scores also showcase the need for 
more applications on different platforms 
with support for channel inter-operability, 
so that transactions can be completed via 
mobile if they are started through the 
portal and vice versa. 
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3. GEMS results at the national level 

This section presents the detailed results of each participating Member State that provided data for 
calculating the 2021 index. The section then offers country-specific recommendations relating to e-
government programmes and services in Arab countries for the attention of policymakers. 

A. Jordan 

The following table shows the overall values of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 33.71 50.85 

Regional ranking 7 7 

Number of assessed services 40 62 

Number of assessed entities 14 20 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 1 

Trade and Industry 8 

Cross Government Affairs 9 

Education 7 

Health 5 

Interior 5 

Municipal Affairs 5 

Labor 3 

Social Affairs 4 

Finance 2 

Utilities 5 

Migration 2 
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Sector No. of services 

Justice 2 

Tourism 4 

Total 62 

1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 2020 score (percentage) 2021 score (percentage) 

Service availability and sophistication 36.35 58.13 

Service usage and user satisfaction 28.82 42.37 

Public outreach 38.21 53.22 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators, by pillar for 2020-2021. 

Service availability and sophistication KPIs 
2020 score  

(percentage) 
2021 score  

(percentage) 

Portal services sophistication level 48.25 71.42 

Portal personalization 40.00 90.00 

Mobile services sophistication level 37.98 58.09 

Mobile services accessibility level 33.48 43.71 

App availability on various Mobile platforms 24.76 19.83 

Portal language availability 29.90 49.94 

Feedback enablement level through Portal 29.02 52.99 

Persons with disability enablement through Portal 6.80 20.81 

Mobile language availability 25.38 43.44 

Feedback enablement level through Mobile 11.03 10.36 

Persons with disability enablement through Mobile 2.49 0.00 

Channels’ interoperability level 21.28 24.05 

Channels security level 47.50 67.00 

Open data availability level 55.00 81.00 

Open data delivery format 40.00 71.00 

3. Service usage and user satisfaction KPIs 

Service usage and user satisfaction KPIs 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service usage level over Portal (service level) 24.90 50.95 

Service usage level over Mobile (service level) 2.81 8.97 

Overall usage level over Portal (entity level) 57.94 79.42 

Overall usage level over Mobile (entity level) 29.12 12.18 

Satisfaction level of Portal users 13.85 57.08 

Satisfaction level of Mobile users 43.26 49.15 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score  

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 

28.32 43.57 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

33.11 43.15 

Availability of support tools 46.67 63.00 

 

Conclusions and recommendations 

The overall index score was about 17 per cent higher than in 2020, and the three pillars of the 
index have made significant progress, particularly with regard to the “service availability and 
sophistication” pillar. This shows that implementation of e-government concepts is taking place 
at a rapid pace and that there is an interest in offereing citizens e-services. The number of 
assessed services has been high, and covered a wide range of sectors. 

In terms of KPIs, significant progress can be observed in the results of indicators related to the 
personalization features on web pages available to users, the availability and format of open 
data, the use of services via the portal and user satisfaction with these services. 

It is recommended that efforts to improve the areas covered by the three pillars 
continue while new electronic services are being launched. Moreover, e-government 
services, over both portals and mobile applications, should take into consideration 
have the accessibility of persons with disabilities. It is also recommended that mobile 
applications include more platforms, which will positively impact user access to 
services and improve their mobile usage rates. 
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B. United Arab Emirates 

The following table shows the overall values of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 68.62 74.00 

Regional ranking 1 3 

Number of assessed services 71 79 

Number of assessed entities 20 20 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 10 

Trade and Industry 11 

Cross Government Affairs 9 

Education 9 

Health 7 

Interior 6 

Municipal Affairs 5 

Labor 4 

Social Affairs 4 

Finance 2 

Utilities 5 

Migration 2 

Justice 2 

Tourism 3 

Total 79 
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1. Main pillar Results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service availability and sophistication  79.42 87.71 

Service usage and user satisfaction 51.33 55.85 

Public outreach 81.58 82.89 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 86.15 93.06 

Portal personalization 90.00 100.00 

Mobile services sophistication level 78.11 92.64 

Mobile services accessibility level 70.45 75.89 

App availability on various Mobile platforms 61.31 56.72 

Portal language availability 71.62 77.75 

Feedback enablement level through Portal 77.03 89.30 

Persons with disability enablement through Portal 72.06 90.55 

Mobile language availability 66.24 75.43 

Feedback enablement level through Mobile 68.99 81.26 

Persons with disability enablement through Mobile 65.26 82.50 

Channels’ interoperability level 70.49 90.56 

Channels security level 89.33 95.33 

Open data availability level 87.00 88.00 

Open data delivery format 92.00 97.00 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service usage level over Portal (service level) 60.04 70.67 

Service usage level over Mobile (service level) 17.66 27.57 

Overall usage level over Portal (entity level) 88.28 89.02 

Overall usage level over Mobile (entity level) 17.47 21.22 

Satisfaction level of Portal users 70.39 76.82 

Satisfaction level of Mobile users 57.17 57.33 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score  

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 

82.21 91.00 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

74.81 70.25 

Availability of support tools 83.16 81.00 

 

Conclusions and recommendations 

The overall score for the index was about 5 per cent higher than in 2020, with a marked increase 
in the results of all three pillars. These values demonstrate a very advanced level of maturity of e-
government services. The number of assessed services has been high, and covered a wide range 
of sectors. 

In terms os KPIs, significant progress can be observed in the result for the indicators of channel 
inter-operability and the provision of characteristics for persons with disabilities through the 
portal and mobile applications. Most of the KPIs have also increased in value but in varying 
proportions. 

Efforts to improve the usage of mobile services, whether for index services or for all 
services provided across entities, can be supported. 
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C. Bahrain 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 51.71 66.24 

Regional ranking 5 4 

Number of assessed services 74 72 

Number of assessed entities 17 20 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 5 

Trade and Industry 12 

Cross Government Affairs 9 

Education 8 

Health 7 

Interior 6 

Municipal Affairs 5 

Labor 4 

Social Affairs 4 

Finance 1 

Utilities 5 

Migration 2 

Justice 2 

Tourism 2 

Total 72 



32 

1. Main pillars results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service availability and sophistication 54.65 61.90 

Service usage and user satisfaction 43.13 63.23 

Public outreach 62.98 80.94 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score  

(percentage) 
2021 score  

(percentage) 

Portal services sophistication level 82.69 81.47 

Portal personalization 10.00 15.00 

Mobile services sophistication level 79.07 83.49 

Mobile services accessibility level 58.31 60.75 

App availability on various Mobile platforms 25.46 32.11 

Portal language availability 69.35 67.19 

Feedback enablement level through Portal 85.74 82.34 

Persons with disabilityenablement through Portal 54.06 50.08 

Mobile language availability 66.67 66.65 

Feedback enablement level through Mobile 79.93 82.34 

Persons with disabilityenablement through Mobile 48.92 51.16 

Channels’ interoperability level 7.35 62.43 

Channels security level 71.00 85.83 

Open data availability level 61.05 93.00 

Open data delivery format 52.22 83.00 

3. Service usage and user satisfaction KPIs 

Service usage and user satisfaction KPIs 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service usage level over Portal (service level) 56.31 61.87 

Service usage level over Mobile (service level) 16.10 57.85 

Overall usage level over Portal (entity level) 56.16 99.58 

Overall usage level over Mobile (entity level) 44.24 76.45 

Satisfaction level of Portal users 54.31 62.63 

Satisfaction level of Mobile users 39.90 48.03 



34 

4. Public outreach KPIs 

Public outreach KPIs 
2020 score  

(percentage) 
2021 score  

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 83.67 83.00 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

47.96 52.58 

Availability of support tools 53.00 88.00 

 

Conclusions and recommendations 

The overall index score was about 14 per cent higher than in 2020, and the three pillars of the 
index have made significant progress, particularly with regard to the “public outreach” and the 
“service availability and sophistication” pillars. This shows that implementation of e-government 
concepts is taking place at a rapid pace and that there is an interest in deleviring e-services to 
citizens. The number of assessed services is high and has covered a wide range of sectors, and 
the values of the three pillars of the index are high compared to the average in the Arab region. 

At the level of key performance indicators, significant progress can be seen in the results of 
indicators on the availability and format of open data, mobile usage indicators, support for 
individuals in organizations and channels inter-operability. The rest of the indicators have 
maintained their overall high values. 

It is recommended that more efforts could be done with personalization features on 
web pages, and to provide more services across mobile applications, making it easier 
for users to access more government services. 
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D. Tunisia 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 29.47 23.87 

Regional ranking 8 9 

Number of assessed services 33 32 

Number of assessed entities 15 13 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 4 

Trade and Industry 3 

Cross Government Affairs 5 

Education 3 

Health 3 

Interior 2 

Municipal Affairs 1 

Labor 1 

Social Affairs 2 

Finance 2 

Utilities 3 

Migration 0 

Justice 1 

Tourism 2 

Total 32 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service availability and sophistication 30.14 26.20 

Service usage and user satisfaction 25.59 17.09 

Public outreach 35.87 32.79 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score  

(percentage) 
2021 score  

(percentage) 

Portal services sophistication level 39.69 36.59 

Portal personalization 40.00 35.00 

Mobile services sophistication level 31.46 36.27 

Mobile services accessibility level 18.92 15.84 

App availability on various Mobile platforms 3.60 0.65 

Portal language availability 30.46 29.39 

Feedback enablement level through Portal 32.67 27.28 

Persons with disabilityenablement through Portal 25.46 15.67 

Mobile language availability 25.43 24.52 

Feedback enablement level through Mobile 15.84 10.45 

Persons with disabilityenablement through Mobile 14.93 7.38 

Channels’ interoperability level 4.68 0.00 

Channels security level 33.33 34.83 

Open data availability level 41.05 31.00 

Open data delivery format 48.42 23.16 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 29.47 32.14 

Service usage level over Mobile (service level) 3.00 1.37 

Overall usage level over Portal (entity level) 45.63 52.54 

Overall usage level over Mobile (entity level) 8.09 17.82 

Satisfaction level of Portal users 5.27 28.71 

Satisfaction level of Mobile users 51.22 0.00 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 37.65 31.09 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

34.60 33.75 

Availability of support tools 35.00 33.68 

 

Conclusions and recommendations 

The overall index score decreased 5 per cent compared with results in 2020, and there has been a 
slight decline in the results of all three pillars. These results generally indicate that the assessed 
e-government services are still at an early stage of maturity. 

In terms of KPIs, there is a clear progress in the user satisfaction indicator with services provided 
via the portal. However, most other performance indicators have declined slightly. 

It is recommended to make more government services available electronically with 
digitization at all steps, whether through the portal or mobile applications to cover 
more sectors. It is also important to provide mobile applications across different 
platforms and to provide features taking into consideration the accessability of 
persons with disabilities. 

A. The data obtained for some domains, such as user satisfaction with services provided via the mobile and channel inter-
operability, have no been sufficient for processsing and presentation. 
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E. Algeria 

The following table shows the overall values of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) - 34.70 

Regional ranking - 8 

Number of assessed services - 34 

Number of assessed entities - 17 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 0 

Trade and Industry 5 

Cross Government Affairs 2 

Education 9 

Health 2 

Interior 5 

Municipal Affairs 0 

Labor 3 

Social Affairs 3 

Finance 0 

Utilities 3 

Migration 0 

Justice 2 

Tourism 0 

Total 34 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service availability and sophistication - 31.47 

Service usage and user satisfaction - 36.05 

Public outreach - 38.42 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level - 36.11 

Portal personalization - 60.00 

Mobile services sophistication level - 27.05 

Mobile services accessibility level - 20.68 

App availability on various Mobile platforms - 6.07 

Portal language availability - 31.72 

Feedback enablement level through Portal - 20.40 

Persons with disabilityenablement through Portal - 5.56 

Mobile language availability - 24.98 

Feedback enablement level through Mobile - 6.97 

Persons with disabilityenablement through Mobile - 0.00 

Channels’ interoperability level - 6.91 

Channels security level - 55.00 

Open data availability level - 41.05 

Open data delivery format - 32.63 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) - 33.20 

Service usage level over Mobile (service level) - 5.00 

Overall usage level over Portal (entity level) - 81.84 

Overall usage level over Mobile (entity level) - 17.22 

Satisfaction level of Portal users - 29.97 

Satisfaction level of Mobile users - 50.74 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) - 25.17 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

- 36.02 

Availability of support tools - 48.42 

 

Conclusions and recommendations 

The overall score of the index, and those of the three pillars, reflect an intermediate level of 
maturity in e-government services. In terms of KPIs, a group of indicators had good scores, such 
as of levels of security on channels, availability of personalization features on web pages for 
users and the total usage in entities via the portal, but achievements in most other indicators 
have been moderate. 

It is recommended to deliver more e-services along with digitizing all their steps 
whether through the portal or mobile applications, in order to cover more sectors. 
Moreover, it is necessary to develop features taking into consideration the 
accessability of persons with disabilities. It is also recommended to deliver more 
services via mobile applications, and that will be reflected on accessability and 
usage. 
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F. Syrian Arab Republic 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 12.58 16.69 

Regional ranking 11 12 

Number of assessed services 12 29 

Number of assessed entities 11 11 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 4 

Trade and Industry 0 

Cross Government Affairs 4 

Education 7 

Health 3 

Interior 3 

Municipal Affairs 0 

Labor 1 

Social Affairs 1 

Finance 0 

Utilities 3 

Migration 0 

Justice 2 

Tourism 1 

Total 29 



44 

1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service availability and sophistication 17.15 22.28 

Service usage and user satisfaction 3.51 5.34 

Public outreach 21.59 28.21 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 13.83 32.87 

Portal personalization 55.00 35.00 

Mobile services sophistication level 11.67 32.17 

Mobile services accessibility level 7.98 18.57 

App availability on various Mobile platforms 0.65 5.07 

Portal language availability 6.53 17.35 

Feedback enablement level through Portal 2.49 3.48 

Persons with disabilityenablement through Portal 0.00 0.00 

Mobile language availability 6.18 17.35 

Feedback enablement level through Mobile 2.49 3.48 

Persons with disabilityenablement through Mobile 0.00 0.00 

Channels’ interoperability level 0.00 1.53 

Channels security level 39.17 32.50 

Open data availability level 10.53 13.00 

Open data delivery format 4.00 6.00 

3. Service usage and user satisfaction KPIs 

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score  

(percentage) 

Service usage level over Portal (service level) 0.18 5.40 

Service usage level over Mobile (service level) 4.27 1.53 

Overall usage level over Portal (entity level) 13.51 33.33 

Overall usage level over Mobile (entity level) 8.54 6.83 

Satisfaction level of Portal users 1.08 1.08 

Satisfaction level of Mobile users 0.00 0.00 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score  

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 5.27 26.74 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

8.33 16.90 

Availability of support tools 37.00 32.63 

 

Conclusions and recommendations 

The overall score for the index was about 4 per cent higher than in 2020, with slight increases in 
the results of all three pillars. Despite this increase, the overall score of the index and the values 
of the main pillars indicate that e-government services are still at an early stage of maturity. A 
reasonable number of services has been assessed. 

In terms of KPIs, there is a marked progress in the scores for the indicator on percentage of new 
services accompanied by marketing campaigns, sophistication of services on the portal, and total 
usage of services at the entity level. The results, however, represent an early stage of full and 
effective implementation. 

It is recommended to make more government services available electronically along 
with digitizing all their steps, whether through the portal or mobile applications and 
to cover wider group of sectors. It is necessary to develop mobile applications 
through different platforms, which make using the services easier. It is also 
recommended to provide features to faclitate access for persons with disabilities, 
whether through the portal or mobile, and to increase user satisfaction through 
addressing their complaints. 
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G. Iraq 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 2.34 20.83 

Regional ranking 15 10 

Number of assessed services 4 30 

Number of assessed entities 3 13 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 7 

Trade and Industry 6 

Cross Government Affairs 2 

Education 3 

Health 2 

Interior 3 

Municipal Affairs 1 

Labor 2 

Social Affairs 2 

Finance 0 

Utilities 1 

Migration 0 

Justice 1 

Tourism 0 

Total 30 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service availability and sophistication 1.62 21.90 

Service usage and user satisfaction 2.31 17.21 

Public outreach 3.82 25.93 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score  

(percentage) 

Portal services sophistication level 2.17 28.95 

Portal personalization 0.00 30.00 

Mobile services sophistication level 0.00 29.88 

Mobile services accessibility level 1.89 15.39 

App availability on various Mobile platforms 0.00 3.05 

Portal language availability 2.73 19.39 

Feedback enablement level through Portal 1.82 10.70 

Persons with disabilityenablement through Portal 0.00 4.64 

Mobile language availability 1.91 19.39 

Feedback enablement level through Mobile 0.00 9.54 

Persons with disabilityenablement through Mobile 0.00 4.64 

Channels’ interoperability level 0.00 0.00 

Channels security level 2.93 24.83 

Open data availability level 8.00 27.00 

Open data delivery format 7.00 27.00 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 1.82 23.09 

Service usage level over Mobile (service level) 0.00 12.54 

Overall usage level over Portal (entity level) 10.53 53.12 

Overall usage level over Mobile (entity level) 4.76 22.96 

Satisfaction level of Portal users 1.79 20.49 

Satisfaction level of Mobile users 0.00 0.57 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score  

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 1.08 20.15 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

1.88 24.13 

Availability of support tools 6.32 30.53 

 

Conclusions and recommendations 

The overall score for the index was about 19 per cent higher than in 2020, with a marked increase 
in the results of all three pillars. Despite this improvement, the overall score of the index and the 
values of the main pillars indicate that e-government services are still at an early stage of 
maturity. A reasonable number of services has been assessed. It is necessary that more 
electronic services should be made available to cover other sectors. 

In terms of KPIs, significant progress can be observed in the results of indicators related to the 
availability of personalization features on web pages for users, usage of services via the portal, 
availability of supporting tools for individuals at the entity level. The results, however, indicate an 
early stage of full and effective implementation. 

It is recommended to make more government services available electronically along 
with digitizing all their steps, whether through the portal or mobile applications. 
Additionally, these services should be accopmanied by marketing and awareness 
campains to promote using them by more citizens. It is also recommended to provide 
mobile applications through different platforms while taking into account the 
accessability of persons with disabilities to e-government services. 
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H. Oman 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 61.04 64.10 

Regional ranking 3 5 

Number of assessed services 81 82 

Number of assessed entities 22 20 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 9 

Trade and Industry 13 

Cross Government Affairs 9 

Education 9 

Health 7 

Interior 6 

Municipal Affairs 5 

Labor 4 

Social Affairs 5 

Finance 1 

Utilities 5 

Migration 2 

Justice 3 

Tourism 4 

Total 82 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service availability and sophistication 73.16 80.06 

Service usage and user satisfaction 49.38 46.35 

Public outreach 60.12 67.70 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 90.95 95.99 

Portal personalization 70.00 85.00 

Mobile services sophistication level 83.52 95.32 

Mobile services accessibility level 66.20 63.63 

App availability on various Mobile platforms 48.84 38.01 

Portal language availability 74.52 77.80 

Feedback enablement level through Portal 65.01 94.44 

Persons with disabilityenablement through Portal 61.03 96.35 

Mobile language availability 69.05 68.62 

Feedback enablement level through Mobile 53.32 79.19 

Persons with disabilityenablement through Mobile 57.13 76.87 

Channels’ interoperability level 51.12 52.37 

Channels security level 76.00 84.50 

Open data availability level 72.63 84.00 

Open data delivery format 87.37 76.00 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 64.98 70.48 

Service usage level over Mobile (service level) 19.90 38.12 

Overall usage level over Portal (entity level) 69.88 78.14 

Overall usage level over Mobile (entity level) 46.05 23.54 

Satisfaction level of Portal users 47.15 49.01 

Satisfaction level of Mobile users 55.24 41.47 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 59.45 83.67 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

48.77 45.57 

Availability of support tools 64.00 63.16 

 

Conclusions and recommendations 

The overall index score was about 3 per cent higher than in 2020, with slight increases in the 
“service availability and sophistication” and “public outreach” pillars, and a slight decrease in 
the “service usage and user satisfaction” pillar. The score for “service availability and 
sophistication” is very high, in addition to a very high number of assessed services covering 
different sectors. This indicates that government services are provided electronically and are at 
an advanced stage of digitization. 

In terms of KPIs, very significant progress can be observed in the result of “availability of 
features for persons with disabilities via the portal”, as well as significant progress in the 
indicator on the launching of new services at the entity level. On the other hands, the score of 
total usage of mobile services at the entity level has declined. 

It is recommended that provide mobile applications that cover different platforms to 
facilitate access. Also, it is recommended that these new services be accopmanied by 
marketing campaigns, which would improve usage rates. 
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I. State of Palestine 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 13.93 17.60 

Regional ranking 10 11 

Number of assessed services 12 22 

Number of assessed entities 9 12 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 4 

Trade and Industry 0 

Cross Government Affairs 4 

Education 3 

Health 3 

Interior 1 

Municipal Affairs 1 

Labor 2 

Social Affairs 0 

Finance 2 

Utilities 1 

Migration 0 

Justice 2 

Tourism 0 

Total 22 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service availability and sophistication 12.13 17.32 

Service usage and user satisfaction 13.33 15.87 

Public outreach 18.71 21.60 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 12.03 19.18 

Portal personalization 16.67 15.00 

Mobile services sophistication level 7.65 17.74 

Mobile services accessibility level 9.78 18.97 

App availability on various Mobile platforms 7.36 10.20 

Portal language availability 8.11 13.87 

Feedback enablement level through Portal 7.21 10.12 

Persons with disabilityenablement through Portal 0.00 0.91 

Mobile language availability 4.89 12.90 

Feedback enablement level through Mobile 3.73 9.20 

Persons with disabilityenablement through Mobile 1.24 0.00 

Channels’ interoperability level 7.93 10.83 

Channels security level 20.17 30.67 

Open data availability level 30.53 32.00 

Open data delivery format 24.21 31.00 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 3.48 14.48 

Service usage level over Mobile (service level) 1.18 3.74 

Overall usage level over Portal (entity level) 20.33 30.65 

Overall usage level over Mobile (entity level) 6.96 1.10 

Satisfaction level of Portal users 3.48 12.48 

Satisfaction level of Mobile users 30.11 27.12 



58 

4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 4.31 11.11 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

8.03 14.77 

Availability of support tools 32.00 31.00 

 

Conclusions and recommendations 

There is a 4 per cent increase in the overall index score from 2020, with slight increases in all 
three index pillars scores. Despite this progress, the overall score of the index and the values of 
the main pillars indicate that e-government services are still at an early stage of maturity. 
Furthermore, the number of assessed services is low compared to the average number in the 
Arab region. 

In terms of KPIs, there is a marked improvement in the scores of most indicators, especially the 
indicator on the sophistication of mobile services and the level of security on channels. The 
results, however, indicate an early stage of full and effective implementation. 

It is recommended to make more government services available electronically along 
with digitizing all their steps, whether through the portal or mobile applications. It is 
also necessary that these services include features that take into account the 
accessibility of persons with disabilities, while accopmanying the services with 
marketing and awareness campaigns to promote using them through the portal or on 
mobile applications. 
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J. Qatar 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 67.60 82.58 

Regional ranking 2 1 

Number of assessed services 74 78 

Number of assessed entities 23 20 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 10 

Trade and Industry 11 

Cross Government Affairs 9 

Education 9 

Health 7 

Interior 5 

Municipal Affairs 3 

Labor 4 

Social Affairs 5 

Finance 2 

Utilities 5 

Migration 2 

Justice 2 

Tourism 4 

Total 78 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service availability and sophistication 70.19 88.16 

Service usage and user satisfaction 54.84 71.76 

Public outreach 87.94 93.08 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 80.84 89.57 

Portal personalization 55.00 100.00 

Mobile services sophistication level 76.37 87.60 

Mobile services accessibility level 67.76 85.56 

App availability on various Mobile platforms 56.83 82.09 

Portal language availability 67.73 72.59 

Feedback enablement level through Portal 72.14 84.25 

Persons with disabilityenablement through Portal 52.74 84.99 

Mobile language availability 66.45 75.09 

Feedback enablement level through Mobile 64.43 83.83 

Persons with disabilityenablement through Mobile 36.73 81.18 

Channels’ interoperability level 69.77 88.08 

Channels security level 81.53 82.67 

Open data availability level 88.00 72.63 

Open data delivery format 100.00 100.00 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 61.79 72.02 

Service usage level over Mobile (service level) 22.30 47.80 

Overall usage level over Portal (entity level) 91.38 97.29 

Overall usage level over Mobile (entity level) 26.65 40.94 

Satisfaction level of Portal users 58.48 82.71 

Satisfaction level of Mobile users 68.29 83.26 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing campaigns 
(from services assessed in the index) 80.27 90.17 

Percentage of new services accompanied by marketing campaigns 
(from total services at the entity level) 

75.68 80.10 

Availability of support tools 97.00 99.00 

 

Conclusions and recommendations 

The overall score for the index was about 15 per cent higher than in 2020, with a marked increase 
in the scores of all three pillars, especially in the one on "service availability and sophistication ". 
These values demonstrate a very advanced level of maturity of e-government services. The 
number of assessed services has been high, and covered a wide range of sectors. 

In terms of KPIs, very significant progress can be observed in the result of indicators of 
availability of personalization features on web pages for users, as well as availability of features 
for persons with disabilities via both the portal and mobile. 

Efforts can be supported by improving usage rates of the assessed services, and the 
total services provided via mobile at the entity level, and providing more open data. 
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K. Kuwait 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 33.74 58.88 

Regional ranking 6 6 

Number of assessed services 44 65 

Number of assessed entities 13 20 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 4 

Trade and Industry 12 

Cross Government Affairs 9 

Education 7 

Health 7 

Interior 2 

Municipal Affairs 4 

Labor 4 

Social Affairs 3 

Finance 0 

Utilities 5 

Migration 2 

Justice 3 

Tourism 3 

Total 65 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service availability and sophistication 32.22 58.36 

Service usage and user satisfaction 33.43 58.57 

Public outreach 37.40 60.56 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 49.57 73.95 

Portal personalization 40.00 65.00 

Mobile services sophistication level 27.99 73.90 

Mobile services accessibility level 20.32 50.90 

App availability on various Mobile platforms 13.35 23.40 

Portal language availability 34.10 54.10 

Feedback enablement level through Portal 38.56 51.66 

Persons with disabilityenablement through Portal 0.91 11.94 

Mobile language availability 18.63 52.93 

Feedback enablement level through Mobile 14.34 45.11 

Persons with disabilityenablement through Mobile 1.08 7.46 

Channels’ interoperability level 16.37 31.67 

Channels security level 48.57 77.17 

Open data availability level 45.26 67.00 

Open data delivery format 45.26 63.00 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 40.30 64.27 

Service usage level over Mobile (service level) 6.74 41.42 

Overall usage level over Portal (entity level) 40.44 90.90 

Overall usage level over Mobile (entity level) 25.43 46.94 

Satisfaction level of Portal users 41.17 64.47 

Satisfaction level of Mobile users 40.99 56.36 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 36.86 49.05 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

26.69 57.71 

Availability of support tools 41.00 69.47 

 

Conclusions and recommendations 

There was a sharp increase in the overall index score, by 25 per cent compared with 2020. There 
has been a marked increase in the scores of the three pillars of the index, particularly in the 
“service availability and sophistication” pillar, which increased by 26 per cent. The number of 
assessed services is high and covers a wide range of sectors, indicating the rapid pace of 
implementing of e-government concepts and delivering e-services to citizens. 

At the level of KPIs, significant progress can be seen in the results of indicators service 
sophistication via mobile, total usage of service at the entity level, and the avaiability of 
languages via mobile. All KPI scores increased over the 2020 scores, but in differing degrees. 

It is recommended to continue the work of making more government services 
available electronically along with digitizing all their steps. It is also recommended to 
include features that take into account the accessibility of persons with disabilities 
on both the portal or the mobile services, while making mobile applications available 
on more platforms for ease of access. 
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L. Lebanon 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 9.55 9.32 

Regional ranking 12 13 

Number of assessed services 10 7 

Number of assessed entities 6 5 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 0 

Trade and Industry 1 

Cross Government Affairs 3 

Education 0 

Health 2 

Interior 0 

Municipal Affairs 0 

Labor 0 

Social Affairs 0 

Finance 1 

Utilities 0 

Migration 0 

Justice 0 

Tourism 0 

Total 7 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service availability and sophistication 8.82 7.56 

Service usage and user satisfaction 11.82 13.08 

Public outreach 6.47 5.32 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 11.03 8.31 

Portal personalization 10.00 10.00 

Mobile services sophistication level 6.72 8.62 

Mobile services accessibility level 7.40 4.94 

App availability on various Mobile platforms 4.56 2.49 

Portal language availability 9.62 5.21 

Feedback enablement level through Portal 5.80 2.32 

Persons with disabilityenablement through Portal 0.00 0.00 

Mobile language availability 6.86 4.77 

Feedback enablement level through Mobile 4.39 2.32 

Persons with disability enablement through Mobile 0.00 0.00 

Channels’ interoperability level 1.02 0.00 

Channels security level 13.83 13.83 

Open data availability level 22.11 18.95 

Open data delivery format 13.68 11.58 

3. Service usage and user satisfaction KPIs 

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 2.49 2.49 

Service usage level over Mobile (service level) 0.77 0.77 

Overall usage level over Portal (entity level) 0.00 0.00 

Overall usage level over Mobile (entity level) 5.00 5.00 

Satisfaction level of Portal users 2.46 2.46 

Satisfaction level of Mobile users 34.03 38.23 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 2.32 0.91 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

2.63 0.00 

Availability of support tools 10.53 10.00 

 

Conclusions and recommendations 

The overall index score declined slightly compared to 2020. There was a decrease in the scores 
of all pillars except “service usage and user satisfaction” which increased slightly. However, all 
these results generally indicate a low level of maturity of e-government services. Moreover, the 
number of assessed services is very low. 

In terms of KPIs, most declined slightly. Results of all these indicators are very low, and they 
should be improved through a comprehensive plan to enhance e-government services. 

It is necessary that government services at all steps be digitized and to include a wide 
group of sectors, and to deliver them for citizens on both through the portal and 
mobile applications, taking into account electronic channels for gathering user 
feedback and responding to it, and for the accessibility of persons with disability to 
these services. In addition, these services need to be accompanied with marketing 
and awareness campaigns on how to use them. 
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M. Saudi Arabia 

The following table shows the overall scores of the index between 2020 and 2021. 

 2020 2021 

GEMS global value (percentage) 59.99 81.97 

Regional ranking 4 2 

Number of assessed services 71 84 

Number of assessed entities 19 20 

The following table shows the distribution of assessed services by sector. 

Sector No. of services 

Transport/Traffic/Police 10 

Trade and Industry 13 

Cross Government Affairs 9 

Education 9 

Health 7 

Interior 6 

Municipal Affairs 5 

Labor 4 

Social Affairs 5 

Finance 2 

Utilities 5 

Migration 2 

Justice 3 

Tourism 4 

Total 84 
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1. Main pillar results 

The following table shows the scores for the three pillars in 2021, and compares them to the 2020 
scores. 

Pillar 
2020 score  

(percentage) 
2021 score  

(percentage) 

Service availability and sophistication 75.42 92.10 

Service usage and user satisfaction 41.83 71.30 

Public outreach 65.47 83.05 

The following radar chart shows a comparison between the values of the pillars of the index and the 
number of services assessed with the regional average, minimum and maximum values recorded. 
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2. Service availability and sophistication KPIs 

The following tables show the results of key performance indicators in 2020 and 2021, according to 
each key pillar. 

Service availability and sophistication KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Portal services sophistication level 80.94 100.00 

Portal personalization 95.00 100.00 

Mobile services sophistication level 80.69 100.00 

Mobile services accessibility level 63.47 86.77 

App availability on various Mobile platforms 39.05 66.40 

Portal language availability 59.13 76.82 

Feedback enablement level through Portal 76.78 97.60 

Persons with disabilityenablement through Portal 54.48 64.01 

Mobile language availability 59.60 75.00 

Feedback enablement level through Mobile 74.96 94.86 

Persons with disabilityenablement through Mobile 52.07 60.36 

Channels’ interoperability level 64.71 97.55 

Channels security level 89.00 97.50 

Open data availability level 76.84 100.00 

Open data delivery format 89.47 91.00 

3. Service usage and user satisfaction KPIs  

Service usage and user satisfaction KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Service usage level over Portal (service level) 43.57 83.44 

Service usage level over Mobile (service level) 19.63 43.21 

Overall usage level over Portal (entity level) 75.07 88.10 

Overall usage level over Mobile (entity level) 35.65 46.65 

Satisfaction level of Portal users 24.63 90.39 

Satisfaction level of Mobile users 55.81 75.29 
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4. Public outreach KPIs 

Public outreach KPIs 
2020 score 

(percentage) 
2021 score 

(percentage) 

Percentage of new services accompanied by marketing 
campaigns (from services assessed in the index) 54.44 78.73 

Percentage of new services accompanied by marketing 
campaigns (from total services at the entity level) 

62.77 71.74 

Availability of support tools 74.00 89.47 

 

Conclusions and recommendations 

The overall score for the index was about 22 per cent higher than in 2020, with a marked increase 
in the scores of all three pillars, especially in "service usage and user satisfaction". These values 
demonstrate a very advanced level of maturity of e-government services. The number of 
assessed services is very high and has covered all the services covered by the index in their 
different sectors. 

In terms of KPIs, very significant progress can be observed in the score of user satisfaction 
through portal indicator, in addition to a significant increase service usage via the portal and 
mobile, channels inter-operability, and the ratio of the new services launched at the entity level. 

It is recommended that more efforts could be made to making mobile applications 
available over more platforms to facilitate access, and to provide features that take 
into account the accessibility of persons with disabilities to services on both the 
portal and mobile applications. 
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Annex 1. Services covered  
by the GEMS Index 

1.  Services for businesses 

1.1 Closure 

Cancellation of a general commercial license 

Approval to transfer or modify ownership 

Judicial approval (before closure) 

Financial approval for closure 

1.2 Establishment 

General commercial license issuance, renewal, and amendment 

Industrial/manufacturing business regulatory approval, renewal, and amendment 

Food & beverage business regulatory approval, renewal, and amendment 

Healthcare business regulatory approval, renewal, and amendment 

Professional service business regulatory approval, renewal, and amendment 

Tourism business regulatory approval, renewal, and amendment 

1.3 Operation 

Business laws and regulations lookup 

Commercial entities information lookup 

Government reporting and national statistics lookup 

Price index lookup 

Agricultural consignments import permit 
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Social insurance contributions and labor related payments 

Work permit issuance, renewal, and amendment 

Building permit issuance, renewal, and withdrawal 

Goods export documentation issuance 

Industrial equipment import permit 

Work permit cancellation 

Public tenders notification 

Customs clearance 

Government contractor registration, renewal, and amendment 

Municipal fees payment for properties (businesses) 

Public tender documents purchase 

Tax filing (businesses) 

2.  Services for Individuals 

2.1 Education 

School exam dates lookup 

School evaluation report lookup 

Students’ grade lookup 

e-Learning platforms availability 

Educational certificates and official transcripts issuance 

Educational certificate equivalence issuance 

Tertiary education registration 

Nursery and school registration 

Public scholarship application, renewal, amendment, and withdrawal 
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2.2 Health 

Drug availability information and prices lookup 

Immunization record lookup 

Medical record data (such as blood record and laboratory tests) access and lookup 

e-Health services 

Hospital and pharmacy directory lookup 

Scheduling of appointment for public health services 

2.3 Family 

Civil laws and regulation lookup 

Passport issuance, renewal, and amendment (excluding collection of biometric data) 

National ID card issuance, renewal, and amendment (without collection of biometric data) 

Marriage and/or divorce certificate issuance 

Birth certificate issuance 

Death certificate issuance 

2.4  Labor 

Government vacancies lookup and recruitment 

Government employee benefits lookup 

Documents issuance for an employee 

Certificate of good conduct issuance 

Unemployment registration 

Labor complaint submission 

2.5 Financial/social sector 

Tax filing (individuals) 
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Pension benefits management 

Retirement salary certificate issuance 

Rehabilitation equipment request 

Social assistance request 

2.6 Home 

Property sales or rental contract issuance and amendment 

Utilities reconnection, and transfer 

Property valuation 

Water bill payment 

Electricity bill payment 

Utilities complaints submission 

Municipal fees payment (individuals) 

Utilities connection 

2.7 Transport/Driving 

Public transport timetables and connections lookup and buying tickets 

Public transport Card/ID issuance 

Driving license renewal 

Vehicle registration, renewal, and amendment (excluding technical/mechanical fitness test) 

Driving license application and test scheduling 

Public taxi booking 

Payment for public transport tickets 

Compulsory insurance payment 

Traffic fine payment 
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Vehicle ownership transfer 

2.8 Transport/Tourism 

Visit touristic milestones virtually 

National embassies and consulates directory lookup 

Ministries and government agencies 

Lookup of touristic and hotel information 

Buying tickets to visit touristic milestones 

Residence visa issuance, renewal, and amendment 

Visit visa issuance, renewal, and amendment 
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Annex 2. Entity Evaluation Form 

What is the name of the entity? 

- 

- 

Are personalization features available on web pages available to end users? 

- 

- 

Are Secure Socket Layer (SSL) certificates available for the entity’s electronic services? 

- 

- 

For services provided through the portal, what is the most secure approach for authentication to the portal 
required by the organization? 

- 

- 

For services provided on mobile devices, what is the most secure approach for authentication required by the 
entity? 

- 

- 

To what extent does the entity share open data (structured and non-structured) with individuals?b 

- 

- 

In what format is open data provided? 

- 

- 

Service usage and user satisfaction 

How many transactions have been fully completed across all of the entity’s channels in the last 12 months? 

- 

- 
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For services provided through the portal, how many transactions have been fully completed only through the 
portal in the last 12 months? 

- 

- 

For services provided through mobile devices, how many transactions have been fully completed on mobile in 
the last 12 months? 

- 

- 

Informing individuals about services 

For services provided through the portal, how many transactions have been fully completed only through the 
portal in the last 12 months? 

- 

- 

For services provided through the portal, including new services launched on the portal in the last 12 months, 
how many services received electronic or print marketing campaigns? 

- 

- 

For services provided through the mobile, how many transactions have been fully completed only through the 
mobile in the last 12 months? 

- 

- 

For services provided through the portal, including new services launched on the portal in the last 12 months, 
how many services received electronic or print marketing campaigns? 

- 

- 

Are support tools available for individuals in your entity to implement electronic services? 

- 

- 

A. SSL is an encryption protocol for secure online communication. 

B. Open data means data that are publicly available. Structured data refer to data available in spreadsheets, databases and so 
on. Unstructured data are those that do not follow a specific classification according to tables or databases (e.g. video and 
emails). Real-time provision of data means that data become available when they are released from the source. Near-real time 
means that data become available within an acceptable period of time after being released from the source. 
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Annex 3. e-Service Evaluation Form 

Name of e-government service 

- 

- 

Link to the e-government service (website) 

- 

- 

The name of the mobile app through which the service is implemented (if any) 

- 

- 

Services provided through the portal consist of several stages. For each stage, state whether it is digitized 
and executed electronically through the portalc 

Availability of information about the service online (required paperwork, etc.) 

Online identification and authentication (national number, or any similar method) 

Filling out the required form online 

Electronic submission of the required documents 

Online payment 

Inquiry into the status of the transaction online 

Receiving notifications online (whether the transaction is successful or not, etc.) 

Services provided through mobile phones consist of several stages. For each stage, state whether it is 
digitized and executed electronically through mobile phonesd 

Availability of information about the service online (required paperwork, etc.) 

Online identification and authentication (national number, or any similar method) 

Filling out the required form online 

Electronic submission of the required documents 

Online payment 

Inquiry into the status of the transaction online 

Receiving notifications online (whether the transaction is successful or not, etc.) 
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For mobile services, the user has access to the servicee (if there is more than one option, please select the 
top option) 

- 

- 

If there is a mobile app, how many mobile operating systems (such as Android, iOS or Windows Phone) 
support the app? 

- 

- 

For services provided through the portal, how many languages are supported by the portal? 

- 

- 

For services provided through the portal, can users’ opinions be obtained through the portal? 

- 

- 

For services provided through the portal, are features for those with special needs available through the 
portal? 

- 

- 

For mobile services, how many languages are supported by the mobile app or mobile web interface? 

- 

- 

For mobile services, can users’ opinions be obtained via mobile devices? 

- 

- 

For mobile services, are features for persons with disabilities available through mobile devices? 

- 

- 

Can the service be completed via the mobile app if it is started on the portal, or vice versa? 

- 

- 
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Service usage and user satisfaction 

For services provided through the portal, what is the launch date of the service on the portal? 

- 

- 

How many transactions for this service have been fully completed across all channels in the last 12 months? 

- 

- 

For services provided through the portal, how many transactions have been fully completed only through the 
portal in the last 12 months? 

- 

- 

For mobile services, what is the launch date of this service via the mobile app? 

- 

- 

For mobile services, how many transactions have been fully completed only via mobile in the last 12 months? 

- 

- 

For services provided through the portal, how many complaints are submitted through all electronic channels 
(e.g. social networks, portal, mobile, etc.) after completing the related transaction? 

- 

- 

For mobile services, what is the user rating for the latest version of the available applications (on the App 
Store, Google Play Store or Windows Store in your country)?p 

- 

- 

For mobile services, how many times has an application related to the service been downloaded since its 
launch date? 

- 

- 

For mobile services, how many customers are registered? 

- 

- 
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Informing individuals about electronic services 

For services provided through the portal, has the entity conducted electronic or print marketing campaigns of 
the service in the last 12 months? 

- 

- 

Has the entity conducted electronic or print marketing campaigns for the mobile service in the last 12 
months? 

- 

- 
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This report includes evaluation results of the Government Electronic and Mobile Services (GEMS) maturity index 
in 2021 at regional and national levels, with some recommendations that could be implemented to enhance the 
digital transformation of these public services, and make them available through digital channels. 

GEMS indicator aims to measure the maturity of government services provided through electronic portals and 
mobile applications in the Arab States. It seeks to bridge the gap in most of the international indicators, related to 
service maturity, service usage and user satisfaction. To this end, 84 government services have been identified, 
and it is necessary for each country to deliver them electronically for individuals and businesses. The principle of 
life cycle has been adopted in service selection, meaning that any individual needs these services at different 
stages of his life, and any company requires them since its establishment until it is closed down. 
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