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Context and Problem 

E-government is aimed at supporting administrative processes and improving the quality of services offered by public administration. Digital public 

services are being studied and developed in order to make the interaction with citizens and businesses faster, more efficient, more transparent, and 

less expensive [1][2]. 

Civil servants are the key persons responsible for determining how information across an e-government application has to be displayed and accessed, 

because they possess the knowledge learned in years of practice in working with citizens. Therefore, they are usually involved in the development of e-

government services, as experts of the application domain, even though requirement analysis is usually the bottleneck of this activity. Furthermore, 

misunderstandings, communication delays, and short time led to the development of e-government services that do not completely satisfy citizens’ and 

civil servants’ needs. 

With the introduction of End-User Development, through a Meta-Design approach based on Human-Work Interaction Design, civil servants may be 

empowered to become co-designers of e-government services, by defining the web pages composing the e-government services provided to the 

citizens [3][4][5]. This may however bring pros and cons in the quality of life of citizens, civil servants, IT experts and society as a whole. 
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