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Abstract. This article examines the digitalization of public services with a focus on the
effectiveness of e-government systems in modern governance. It analyzes global trends,
statistical data from international organizations, and legal frameworks regulating electronic
governance. The study highlights improvements in efficiency, transparency, accessibility, and
citizen satisfaction resulting from digital transformation. It also explores challenges such as the
digital divide, cybersecurity risks, and institutional readiness. Special attention is given to the
experience of Uzbekistan, which has significantly advanced in e-government development in
recent years.
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Annotatsiya. Ushbu maqolada davlat xizmatlarini raqamlashtirish va elektron hukumat
tizimlarining zamonaviy boshqaruvdagi samaradorligi tahlil qilingan. Tadqiqotda xalqaro
tashkilotlar statistik ma’lumotlari, global tendensiyalar hamda elektron boshqaruvni tartibga
soluvchi normativ-huquqiy hujjatlar o‘rganilgan. Raqamli transformatsiya natijasida xizmat
ko‘rsatish samaradorligi, shaffoflik, qulaylik va fuqarolar qoniqishi oshgani asoslab berilgan.
Shuningdek, raqamli tengsizlik, kiberxavfsizlik va institutsional tayyorgarlik kabi muammolar
ham ko‘rib chiqilgan. O‘zbekiston tajribasiga alohida e’tibor qaratilib, mamlakatning elektron
hukumat tizimini rivojlantirishdagi yutuqlari tahlil qilingan.

Kalit so‘zlar: elektron hukumat, raqamlashtirish, davlat xizmatlari, boshqaruv
samaradorligi, shaffoflik, raqamli transformatsiya, O‘zbekiston, AKT, fuqarolar qoniqishi,
kiberxavfsizlik

Аннотация. В данной статье рассматривается цифровизация государственных услуг и
эффективность систем электронного правительства в современном государственном
управлении. Анализируются глобальные тенденции, статистические данные
международных организаций и нормативно-правовые акты, регулирующие электронное
управление. Показано, что цифровая трансформация повышает эффективность услуг,
прозрачность, доступность и удовлетворенность граждан. Также рассматриваются
проблемы цифрового неравенства, кибербезопасности и институциональной готовности.
Особое внимание уделяется опыту Узбекистана, который достиг значительного прогресса
в развитии электронного правительства.
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услуги, эффективность управления, прозрачность, цифровая трансформация, Узбекистан,
ИКТ, удовлетворенность граждан, кибербезопасность

INTRODUCTION
In the 21st century, the digital transformation of public administration has become a central

pillar of governance reform across the world. Governments are increasingly adopting
information and communication technologies (ICTs) to improve efficiency, transparency,
accountability, and citizen engagement. This transformation is commonly referred to as e-
government, which represents the use of digital platforms to deliver public services and facilitate
interaction between state institutions, citizens, and businesses. According to the United Nations
E-Government Survey 2024, global digital government development has continued to grow
significantly, with the proportion of the world population lagging in digital service access
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decreasing from 45% in 2022 to 22.4% in 2024. This demonstrates rapid global progress in
bridging the digital divide and improving access to public services through online platforms.

The concept of e-government is defined in legal frameworks as a system of organizational,
legal, and technological measures aimed at ensuring the provision of public services through ICT
and facilitating inter-agency electronic cooperation. This definition highlights that e-government
is not only a technological innovation but also a structural reform of public administration.

The aim of this article is to analyze the effectiveness of e-government systems in public
service delivery, focusing on efficiency, transparency, accessibility, and governance outcomes,
with special attention to global trends and the experience of Uzbekistan.

MAIN PART
The digitalization of public services has become one of the most influential transformations

in modern governance, reshaping the way states interact with citizens and businesses. This
transformation is not simply a technological upgrade but a structural shift in public
administration that affects efficiency, transparency, accountability, and inclusiveness. Recent
global statistics and empirical studies clearly show that countries investing in e-government
systems experience measurable improvements in service delivery quality and institutional
performance.

According to the United Nations E-Government Survey 2024, global digital government
development has reached a new stage of maturity. More than two-thirds of countries worldwide
have achieved at least a “high” level of e-government development, while the number of
countries in the “low development” category has significantly decreased compared to the
previous decade. The average global E-Government Development Index (EGDI) has increased
steadily, driven by improvements in online service provision and telecommunications
infrastructure. At the same time, the proportion of citizens with access to at least one form of
digital public service has expanded rapidly, especially in Europe, East Asia, and parts of Central
Asia.

One of the most important dimensions of e-government effectiveness is the improvement in
service delivery speed and cost reduction. Traditional public administration systems often
require physical presence, paper documentation, and multiple administrative steps. Digital
systems eliminate many of these inefficiencies. For example, comparative studies conducted by
the World Bank show that digital tax filing systems reduce processing time by up to 80 percent
and lower administrative costs by nearly 30 to 40 percent in countries with advanced digital
infrastructure. Similar improvements are observed in licensing, civil registration, and social
service delivery systems.

In many countries, the transition to digital governance has also significantly increased
transparency. When public services are provided through electronic platforms, the number of
direct interactions between citizens and government officials decreases, which reduces
opportunities for corruption and informal payments. Transparency International reports indicate
that countries with well-developed e-government systems tend to have higher scores in
corruption perception indices compared to countries with limited digital governance. This
correlation suggests that digitalization acts as an indirect anti-corruption mechanism by
automating decision-making processes and ensuring traceability of administrative actions.

Another key aspect of e-government effectiveness is accessibility. Digital platforms allow
citizens to access services regardless of geographical location, time constraints, or institutional
barriers. This is particularly important for rural and remote populations. Data from the
International Telecommunication Union shows that global internet penetration reached more
than 67 percent in 2024, compared to less than 40 percent a decade earlier. This expansion has
directly contributed to increased usage of online government services. In countries where mobile
internet access is widespread, mobile-based public service applications have become the primary
channel of interaction with government institutions.
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The effectiveness of e-government systems is also strongly linked to citizen satisfaction.
Surveys conducted in the European Union indicate that more than 70 percent of users of digital
public services report higher satisfaction compared to traditional service channels. The main
reasons include faster response times, 24/7 availability, reduced bureaucratic procedures, and
simplified documentation requirements. Similar trends are observed in developing countries
where digital service platforms have been recently introduced. Even in early stages of
implementation, user satisfaction tends to increase as citizens experience the convenience of
online services.

In the context of developing countries, the digital transformation of public services plays an
even more critical role in improving governance outcomes. Uzbekistan, for instance, has made
significant progress in e-government development over the past decade. According to recent
United Nations data, the country has moved into the group of high-performing digital
government systems, reflecting substantial improvements in online service delivery and
institutional integration. The introduction of the Unified Portal of Interactive Public Services has
allowed citizens to access hundreds of services online, ranging from document registration to tax
payments and business licensing.

Statistical reports from national authorities show that the number of users of digital public
services in Uzbekistan has grown exponentially in recent years. The volume of online
transactions has increased several times compared to the early stages of digitalization. This
growth indicates not only improved infrastructure but also increasing public trust in digital
systems. In addition, inter-agency electronic data exchange has reduced processing time for
administrative procedures by eliminating redundant documentation requirements and manual
verification processes.

The economic impact of e-government systems is also significant. Digitalization reduces
operational costs for government institutions by minimizing paper usage, physical storage
requirements, and manual labor. According to OECD estimates, digital public administration can
reduce government operational costs by up to 20–25 percent in the long term. These savings can
be redirected toward social programs, infrastructure development, and innovation initiatives.

Furthermore, e-government systems contribute to improved business environments.
Simplified registration procedures, online tax systems, and digital licensing reduce barriers for
entrepreneurs and investors. The World Bank’s Ease of Doing Business indicators consistently
show that countries with advanced digital governance frameworks tend to rank higher in
business environment competitiveness. This is because digital systems reduce the time and cost
required to start and operate a business. Despite these advantages, the implementation of e-
government systems is not without challenges. One of the most significant issues is the digital
divide. Although global internet access has increased, disparities remain between urban and rural
populations, as well as between high-income and low-income groups. In some developing
regions, limited access to high-speed internet continues to restrict the effectiveness of digital
public services. This creates inequality in service accessibility and limits the inclusiveness of
digital governance.

Cybersecurity is another critical challenge. As government systems become more digitalized,
the risk of cyberattacks increases. Reports from international cybersecurity organizations
indicate a steady rise in attacks targeting public sector databases, including attempts to steal
personal data and disrupt government services. This requires continuous investment in
cybersecurity infrastructure, encryption technologies, and regulatory frameworks to ensure data
protection and system resilience.

Institutional readiness also plays a crucial role in determining the success of e-government
systems. In many cases, public administration structures are not fully adapted to digital
workflows. Resistance to change among public employees, lack of digital skills, and insufficient
training can slow down implementation processes. Studies show that countries that invest in
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digital literacy and administrative capacity-building achieve faster and more sustainable e-
government development outcomes.

Legal and regulatory frameworks are equally important. Effective digital governance
requires updated legislation covering electronic signatures, data protection, cybersecurity, and
digital identity systems. Without a strong legal foundation, the trust between citizens and
government institutions may be weakened. Many countries, including Uzbekistan, have
introduced comprehensive legal reforms to regulate digital government systems and ensure
secure data management.

Table 1
Key Indicators and Impacts of E-Government Systems

№ Dimension Key Findings Statistical Evidence /
Trends

Impact on Public
Administration

1 Service
Efficiency

Digital platforms
significantly
reduce
processing time
and
administrative
workload

Up to 80% reduction in
processing time for tax
and documentation
services (World Bank)

Faster service
delivery, reduced
bureaucracy,
improved operational
productivity

2 Cost
Reduction

Digital systems
lower
operational
expenses in
government
institutions

20–40% reduction in
administrative costs in
advanced e-government
countries (OECD
estimates)

More efficient
allocation of public
resources to social and
infrastructure
programs

3 Transparency

Reduced direct
interaction
between citizens
and officials
decreases
corruption risks

Countries with
advanced e-government
show higher corruption
perception index scores
(Transparency
International
correlation)

Increased
accountability and
reduced informal
payments

4 Accessibility

Online services
improve access
regardless of
location and time

Global internet
penetration exceeded
67% in 2024 (ITU),
increasing digital
service usage

Greater inclusion of
rural and remote
populations

5 Citizen
Satisfaction

Users report
higher
satisfaction with
digital services
compared to
traditional
systems

Over 70% satisfaction
rate in EU digital
service users (European
Commission reports)

Improved trust in
government and
public service
experience
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6

Digital
Government
Development
(Global)

Rapid global
expansion of e-
government
systems and
online services

UN EGDI 2024 shows
significant global
improvement, with
fewer countries in low-
development category

Strengthened global
governance capacity

7

Uzbekistan
E-
Government
Progress

Rapid
modernization of
public service
delivery and
digital
infrastructure

Ranked 63rd globally in
EGDI 2024; over 570+
services available
online

Improved
administrative
efficiency and public
access to services

8 Cybersecurity
Challenges

Increasing risks
of cyberattacks
on government
databases

Rising number of cyber
threats targeting public
institutions globally
(ITU cybersecurity
reports)

Necessity for stronger
data protection and
security systems

9 Digital
Divide

Unequal access
to digital
services remains
a major issue

Rural and low-income
populations still face
limited internet access
in developing regions

Risk of inequality in
service accessibility

10 Institutional
Capacity

Public sector
adaptation and
digital skills
affect
implementation
success

Countries investing in
digital skills show
faster e-government
adoption rates

Improved governance
performance with
trained personnel

Overall, statistical evidence from international organizations clearly demonstrates that e-
government systems significantly enhance public service efficiency, transparency, and
accessibility. The continuous growth in digital service usage, combined with improvements in
infrastructure and legal frameworks, indicates that digital governance is becoming a core
component of modern state administration. However, achieving full effectiveness requires
addressing remaining challenges such as inequality in access, cybersecurity risks, and
institutional adaptation. The evolution of e-government is therefore not a completed process but
an ongoing transformation that continues to reshape governance structures worldwide. As digital
technologies advance further, including artificial intelligence, blockchain, and big data analytics,
the potential for even more efficient and intelligent public service systems will continue to
expand, further strengthening the relationship between the state and society.

CONCLUSION
The digitalization of public services through e-government systems represents one of the

most transformative developments in modern public administration. It improves efficiency,
reduces bureaucratic barriers, enhances transparency, and increases citizen satisfaction.

Global data from the United Nations confirms steady progress in digital government
development, while countries like Uzbekistan demonstrate rapid advancement through strategic
reforms and investment in ICT infrastructure.

However, to fully realize the potential of e-government systems, governments must address
challenges related to digital inequality, cybersecurity, and institutional capacity.
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In conclusion, e-government is not merely a technological innovation but a comprehensive
governance model that reshapes the relationship between the state and society. Its effectiveness
depends on the integration of technology, legal frameworks, and human capital development,
making it a cornerstone of modern public administration.
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