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Abstract

Abstract

1~ The Purpose of Research

In recent years, information and communication technology has
developed rapidly in the world. These technologies were opened to the
daily life of general public through cell phones. Hence, how to apply ICTs
in public governance and create much more public values has become the
important objective in the governance of each government. In view of
this, countries around the world have started to list Digital Governance /
E-Governance as an important way for national development and thus this
results in many reviews and ratings regarding application of ICTs to
implement the outcome of ‘public value’ by the government. For example,
UN has developed readiness index for electronic government and
electronic participation index since 2003 as the development objectives
for the electronic participation between nations. The report of UN (2018)
even points out that electronic government should develop towards the
goal of transformation of sustainable and resilient societies. In addition,
Waseda University has also cooperated with Asia-Pacific Economic
Cooperation to conduct global electronic government investigation since
2004.

National Development Council entrusts Taiwan E-governance
Research Center (TEG) and the team of Chen et al. (2014) to complete
the research since 2013, “Digital governance: structure and methods on
the conditions of nations”, for the first time. The team creates the Public
Value of Electronic Governance (PVEG) framwork which is based on
literature review and analytic hierarchy process. PVEG covers three
values, operational, political and social and includes 9 aspects,
efficiency, user-oriented, transparency and accountability, civic
participation, right of access to information and fairness, trust, self-
development, life qualify and environment sustainability.

TEG research team continues to break the limit of traditional single
investigation method regarding the aspect of digital national development
in our country and the relevant dynamic status of digital governance for
7 years since 2013. Meanwhile, TEG team adopts methods such as
traditional telephone survey, cell phone survey, online survey and big data
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analysis to conduct information gathering and makes comparison on the
completeness of the information by different investigation methods to
assess the practice level of ‘public value’ pursued by the development of
digital governance and let the project results become closer to the while
view of digital conditions of nation. Moreover, as the field of research
become more matured gradually day by day. Countries around the world
have continued to develop adjustments regarding the trend index for
digital governance. Relevant structure really requires to be revised in
order to connect with international research.

In addition, most assessment research on digital maturity mainly take
the nation as analysis unit and use different development stage of digital
government for assessment. There is also assessment conducted according
to the development level of digital government of the local government.
However, these kinds of assessment research mainly focus on the aspect
with the main part in the practical electronic government and less focus
on the aspect of agency and organization level to assess its strategy
management, organization management, human qualities and resources,
etc. Thus, to assess the information and digitalization ability of the
agency, the research team jumps out the original index on equipment
readiness and try to create “digital maturity assessment index of the
agency”. The name and structure of the index will be referencing relevant
domestic and abroad literatures. Meanwhile, we will discuss with the
entrusted unit jointly to build the assessment index by going deeper in
literature review. In the future, we can provide the government agency
and information department the reference for manpower, budget and
strategy planning.

According to this, the core objectives of the project can be divided
into two parts. First, we will analyze the digital conditions in Taiwan
according to the full survey on digital conditions of the nation in the past
years and integrate diverse survey methods to analyze digital conditions
in Taiwan comprehensively. We also discuss the impact of ICTs
development on the different aspects of government governance, such as
politics, society, economics, education, culture and sustainable
development, to assist the government in planning the future mid- and
long- term strategy towards advanced development, policy structures and
important social issues in digital governance development of our country.
Meanwhile, we continues to focus on the trend of E-democracy

XX
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development and connect to the international important indexes, such as
UN sustainable development index and global network plan. For the
second part, we start from the angle of agency and organizations to build
the assessment index for the digital maturity of the agency. We hope that
we can bring innovative and sustainable policies and suggestions through
the research results of the two main axes and the development policies of
the nation in digital governance.

2 ~ Research Process and Methods

Regarding the part of digital conditions of the nation, the project
includes research methods and contents as follows:

(1) Revise the refinement structure for digital conditions of the
nations and connect to the index in international trend: The
project team understands the WIP structure and UN “Sustainable
Development Goals” (SDGs) through literature review. In
addition, we revise the original public value structure of digital
governance and created a digital governance structure satisfied
more to the trend in public value and governance through
integrating domestic and foreign digital governance development
trend and relevant ratings and indexes of the electronic
government among the countries around the world and by
comparing to countries with higher score ratings on electronic
government as well as summarizing development of conditions
in nation and user needs.

(2) Conduct survey in digital conditions of the nation, organize
different  methods and plan the responding strategies for
sampling representative, relative treatment. In addition, we
conduct cross comparison on different groups according to the
survey results on digital conditions of the nation and applies
survey data from the past to conduct cross-year analysis in order
to analyze the impact of information and communication
technologies on the aspects of politics, economics and societies,
etc.

(3) The comparison of international trend by WIP structure is
conducted on the main countries with higher ratings in
digitalized government. Moreover, the analysis and
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as follows:

XX

interpretations on the index meanings are conducted.

Regarding digital maturity assessment structure of the agency, the
research methods and contents included in the project are as follows:

(1) Apply literature review to organize the potential structure of

“digital maturity index on agency”.

(2) Revise and confirm the structure content through focus group
with experts and scholars in order to help the administrative
agencies understand their own advantages and disadvantages and
the reference research findings for future enhancement when
reviewing how the agency respond to the changes in digital
environment.

Regarding digital conditions of the nation, the research findings are

(1) The condition of the nation in digital governance public value:

Operational value: There is an increasing trend from the
general public in the service satisfaction provided by the
electronic government. In addition, regarding simplification of
service process, they hold positive review and thinks that ICTs’
application is helpful in simplifying service process.

ii. Political value: There is an increasing trend from the general

public in the feelings towards political transparency and
administrative transparency. However, regarding
administrative accountability, there is a certain ratio of the
general public thinking that it is not easy to find case officers
to handle problems.

Social value: The dependency of network by the general public
is continued to increase. Their trust on government and
network are relatively high.

(2) The negative impact on society from network:

Network bullying: The ratio of people in Taiwan feeling that
they have suffered from network bullying is relatively low
compared to people around the world. However, this ratio
increased slightly when comparing to previous years.

Leakage of network privacy: Comparing to other countries,
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people in Taiwan show more worries no matter from the
network or the privacy part on the network which could be
intruded by the government.

ii. Limitation in freedom of speech on the network: The results
between our country and all countries in the world are
consistent. General public still thinks that it is unsafe to
express their own political opinions on the network. However,
most people think that criticizing government on the network
should not be limited.

(3) Findings in comparative analysis: We can contact more of the
interviewers with older ages, lower education and manager level
by phone poll (including home and cell phone) while we can
contact more interviewers with younger ages by network poll. In
addition, the number of females contacted by home telephone and
network survey in the past was far more than the number of males.
Hence, the trend in applying diverse survey methods to contact
different interviewers is important.

Regarding the digital maturity assessment structure of the agency,
the research findings are as follows:

(1) Lack of relevant literatures: On one side, regarding the research
related to the maturity of electronic government in the past, their
analysis unit is in nation mostly. However, their models are not
directly suitable for the analysis target of the project. On the
other hand, the research related to digital readiness of the
government in the past mainly focuses on the discussion on the
limiting factors related to information development of the agency.
There are not a lot of literatures directly related to digital
maturity analysis in agency level.

(2) Approximate clear structure: The project induces four main
aspects: digital development strategies, information technology
management, process management and human resource and
organization capabilities. These aspects have been discussed
with similar concepts in several different digital maturity
assessment mode.

(3) Confirmation on the importance of aspects and indexes:
Regarding the part of digital development strategies or vision, it
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is relatively not easy to practically measure and compare
objectively, however, business promotion will naturally follow
once confirmed. Secondly, the level of automation on online
application, integration of cross-agency services and even the
decision level for the government by the information are also
important aspects. Moreover, it is also relative important
regarding the shifting level of financial resources and the
supplement in professional manpower and the development in its
corresponding  knowledge and capability during the
implementation process in digital development by the agency.
Lastly, we should also value both the response mechanism and
level of customers’ questions and the satisfaction level from the
general public or customers.

3 ~ Policy Suggestions

XXIV

(1) Suggestions in enhancing the public value outcome from digital

governance:

i. The project suggests the government to further focus on the
process of making policy practical by different level and
different types of agency, collect and induce from bottom to
top and clarify the key successful factors behind all kinds of
electronic government services launched by the agencies. This
is the way to practically respond to all kinds of demands from
different people and enhance feasible direction of relevant
service quality. Then we can enhance promotion and
propaganda in electronic government services for the public to
familiarize and get hold of relevant services. Each government
agencies can distinguish and understand the different target
customers based on the affiliated business properties and
provide different service promotion and deepen strategies on
different groups.
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We suggested the government to accompany the intelligent
government planning program launched by National
Development Committee and apply information governance
mode to list service integration with cross-agency and cross-
business properties as an important objective. Practically, we
can conduct comprehensive analysis on cross-agencies through
the relevant information derived by all kinds of application
process of the general public. This way, we can understand the
demands and difficulties when the general public is applying
services practically and electronically, enhance the efficiency
of communication between agencies, create all kinds of
services to connect the government and a comprehensive
intelligent government which could respond to different
demands from the general public.

The case of opening government information passed on Jan.
2019 in the US with its demand of asking the federal
government institute to open up information on the network in
order to achieve the goals of improving government services
and facilitating the innovation in private sectors. In view of
this, our government should follow the international trend to
launch the legislation in government information opening
gradually and devote into the objectives of realizing open
government. In addition to the existing continuous efforts on
important fundamentals of opening information made by NDC,
we further referenced the methods made by the two countries,
England and the US and legalized relevant work to highlight
the prospect and attention of open information by the
government. In addition, the project even suggests NDC to
launch the demonstration plan for government information
opening when planning the next-stage service intelligent
government launching plan (2021-2024) in order to understand
the problems which could potentially be facing regarding
administrative, legislative and legal aspects, analyze and
promote.

. We suggested each government agency to conduct full

inspection on the electronic service items frequently used by
people regarding business scope in the short term in order to
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XXVI

Vi.

Vil.

clarify which of the online routes to adopt in order to achieve
in providing full and complete convenient services rather than
partial services. On the other hand, agencies can collect the
electronic service items frequently used by people to launch
service process integration within relevant business scope.

The project suggested NDC to reference Singapore’s 2025
intelligent  project development plan. Its practical
development core includes “Digital economic action structure”,
“Digital government blueprint”, “Digital preparedness
blueprint”. Several key performance indexes were included
under the core. Practical execution direction was given in
examples such as electronic payment, pre fill-in information,
public servant trainings, etc. It is strengthened in the policy
about evidence-based governance. There is something to be
referenced regarding coordinating policies and serving people
no matter in the collection, analysis, exchange, application of
good information and information quality to information
openness and safety. These can all be served as references to
develop intelligent government.

The project also suggested that the government agency can try
to import matured tools of artificial intelligence applications
in business fields in the short term, such as importing chatbot,
automatic service helper, etc. to enhance the immediacy and
convenience in people’s interaction. With this, not only can
repetitive devotion into manpower and time by the agency can
be saved, we can also collect individual demands of people and
relevant information on satisfaction in order for researching,
developing, refining and promoting individual services in the
future. In the middle to long term, we suggested to collect the
electronic service information of the government in which the
public applied in respond to the trend in information
governance and create cross-domain, cross-field, cross-agency
large database in order to conduct a more delicate analysis that
connects people’s demands and government services and
accompanied with block-chain and IoT to create more
comprehensive electronic government structure.

We suggested that all levels of government unit to get hold of
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the network wusing habits to facilitate the electronic
participation quantity and power in the society. In the short
term, devoting educational promotion resources at the
appropriate time point can achieve fruitful effect with less
efforts. In the middle to long term, the government should
continue to conduct tracking survey on digital governance to
understand the demands of people participating in electronic
services or even electronic democracy.

(2) Suggestions in reducing the negative impact on society by the
network:

The project suggested to incorporate the knowledge to prevent
and respond network bullying into life education to strengthen
network education and also incorporate relevant fundamental
education into normal learning systems in campus to let the
students learn how to get along with network and how to make
good use of digital tools as soon as possible rather than being
slaved by the network.

il. When suggesting relevant agencies in providing people with

network services, we can enhance the promotion on network
privacy confirmation and maintenance measures by the
government. This can not only enhance people’s trust in
government but also increase the execution benefits of the
government in providing people with network services and
reduce its negative impact. On the enterprise side, we
suggested to enhance people’s information quality and risk
acknowledgement in the long term so that they have the ability
to protect their network privacy and to avoid leaking their
privacy without notice.

The project also suggests that we should promote network
etiquette and community regulations under the principles of
respecting freedom of speech regarding the development in
freedom of speech on the network. Additionally, considering
the customs in our country and the anticipation of freedom of
speech on the network by people, we should develop
promotion policies and strategies that suit the region. If we
simply transferred foreign relevant policies and overly taken
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control, this might not result in good outcomes.

(3) Enhancement in the assessment method for the dynamic power
that the agencies importing digital maturity assessment, the
openness of assessment information and digital maturity
assessment structure of the agency:

According to different aspects of practical affairs in
assessment, we adopted three levels in the preliminary stage
to avoid overly fine level and large gap, causing the rejections
and resistance by the assessed agencies.

During the process of creating digital maturity assessment
structure and index of the agency in this project, we discovered
that the correspondence between objective index and current
structure has a certain gap. The project team suggested that we
can first organize the current information in the database
related to agency strategies, information management,
operation procedures, manpower and financial resources,
entrust plans and then conduct matching according to the
correspondence of each aspects in the structure regarding
digital maturity assessment index. Conversely, in the aspect of
lacking available indexes, we can conduct survey fill-in
through self-assessment by the agency.

The information collected and integrated can be handled by
open information methods. On one hand, government agency
can use the information to conduct review and assessment on
the digital maturity of the organization itself; on the other
hand, we can also let the information users conduct
information value add-on and reuse according to their own
demands and structures and expand the diverse value in the
application of these kinds of government information.

4 ~ Subsequent Research Suggestions

Regarding digital conditions of nation, subsequent research
suggestions include:

XXV
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(1) Revision and update on assessment structure and indexes: We
should conduct rolling view, revision, review and update and
match the domestic and foreign technological application trend
and social development and pulsation by referencing ICTs
advancements and the changes in the life style of the general
public in recent years in respond to rapid development in digital
governance.

(2) Assessment on the modes and methods that can adopt induction
on index construction and information collection: During the
survey process, we could apply induction research method, adopt
qualitative and discovery methods and hold forums, workshops
or interviews in order to collect broader and more diverse
opinions.

(3) Development of long-term vertical survey and research database
in digital governance: In the future, the government can provide
systematic incentives or measures for encouragement to build
online panel and develop survey database for electronic
governance to get hold of the public’s diverse demands and
preferences in policies and services in depth.

Regarding digital maturity assessment of the agency, subsequent
research suggestions include:

(1) Refinement in the assessment structure index: The project is
limited on the execution time and cost. Though producing initial
digital maturity assessment structure for the government agency,
there is still a large gap to fill by the completeness from either
aspects and corresponding indexes. We suggested that future
relevant research can adopt bottom to top survey methods. For
example, you can conduct questionnaire survey or focus forum
and collect opinions on maturity structure and indexes on
agencies. Then you can conduct further adjustment, supplement
and refinement on the digital maturity assessment structure of
the agency.

(2) Exploratory assessment: Lastly, we could also try to conduct
actual assessment on several government agencies in order to
understand the part that can be adjusted or revised in practical
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future.

Keywords:digital governance, public value, public opinion on network,
survey methods, digital maturity
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RIBE - Ry ¥ A 1A% fofl BE (i & SR B B (i BE 0D - A at 55 1B B Bk i I A i
A et ZAE IR > L T BRI B B B BT A S R L o B TE ARAY AT B R
TS5 MH B BN S SRR - (5] B B 2o 5t BE A S FI Rk > 28 8 2R A SO e
Bl A T T AP AL AR AR o ORI L BUR BB B s ER T AN TT ~ AR R SR A
HH 25 EHE -

o 55 [ PR 08 8 SCRREE B - 1] A PR O R R K T AR I EE B R
HYERLES > B SV BUN B ER B E S5 12 - B0« B BUF SR B
Bl RHEOGE ~ i EHE - BB AN FmEF o R DT % R A
B AVE - URIEREFRIEN A RS FIRE - giidysH & 7045 £
DL R SR B T AT -

52 > AsHEAEKEE B RGN EH EEYT R H AR

(—) DASCIRA b BE B9 07 AR ER T A R B iz ple AR B A HE 1R L A 2R -

(Z) BEEREHEH  BLEMEREEAS  DUERAR T
B R A2 A R B N fE B IR SR By > BT H B EH S
et > LR AGRAE IR T RIS H T5 [ -




BRSO

FE RO

AFELXEVHNA S H-SREBUEEEEMEERRE > I
AEATER A o FL R L DUBUR B RE R S SR Y B R AV R (S 2R e o A
BH o BT B B B 1 5% R N S (E A 1T SCRR B R o B R BT B R R
TALBUF Ry 8% 2 5 S 1T fm B - B 77 [l BRI & B~ 58S H RS B B
EEERANE > B0 MR B B e B BN SEE A B Z SRk > fE
REMGHEAEEREELEERKRE  UARERUHBEEEHRE
AYELEE - S5 RIS WA B EE E BT SR - BEEKES
Z >~ WAL DL M R A 8 > DUER HIRUHT BUR K 2 %
HE H L B o 5 = BRI R B ¥ BR B AL Rl S B B R TR Y SRR AR LT R B
AT i 2 A B AR B L AR T R B B BNEE B A R Y SRR o DUPE Ry AR
AT EAE AL S R EROE ERV 2 -

B BUHEBFRZRRAAKEE

ICTsHY 3% e o &8 T BUF R G B AIRE - 19904 (U - B 55 B 5 HIIBd A
AESh R e Ay E HAE A - WL R B A R (F e HAY % e B
o WAL RS R B e B Y RS 0 R % E A AR - IR
HRREEEFEA - REEEVEERE  OBRSEHE T CBUFHEE
BERHARZERETCLBFHAE - BEEEHEE T EBUFRFE - &
FRECR G YE A S B EPLE - 2 R HEIERFEE > RIUKE &
E R BUF S EEE  BRE E TR B HYm E AR FH H RS (=
B~ REL 0 2007 ) iE AR EE A AR B SR S B BUT H KB B H & & 1
EBUS#ER ~ BETEFREEE D REFEEI R 5 # T EEZ S5 -

— s ET BT ERES

E19934FE L& T L BT 38 B 2 4 & HE #5 204F > Janowski ( 2015 ) #2
B AL ~ A 28R SR S VU P B R A > (% 35 B AL B
= O T BN N ED AR M4 2 D s B EUN B ANE AT B S A R R
DR EEWREREN ARG ENMMUE Sy HEWERE

1A B Janowski (2015) YU PE B 58 b B B 80 o3 R 5[ B AR 47 (2018) EFHF ZF
B ET & 0 N BE & R R BT BT B R G B SR B A R -
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(—) 8 fir 1 3¢ B iF % flr ( Digitization or Technology in
Government ) — 7 i F¥ F 45152 B {& AL 5 0 42 FF P9 3 2808 -
T E P R Al BR B B 2%~ E RO 4 58 0 B B 4H SR B0 A
ERY AT RE 7 ~ AR S A EL B B -

(—H)y @ ®l 5 & 7 {b B JiF ( Transformation or Electronic
Government) — A& B H IR & & B A BB - o0& BUNF
GHER N B RAR ~ SRR T AF HE > 1 S I 1 il A1 40 4% 2l
W B0 B B B R AE B BURT DL T =R FEE ~ AT B
BEW - sEA(TERTNERE -

(=) 85 & 152 (Engagement or Electronic Governance ) —
AT B H R 2 R BT B Y B~ Al 3 B i R BT B AT R
P B B R BE A% - 1B KB U7 (8 B A 0 i B N 3 iR S
A BRASHEPUAER » [FIIFIEXRIEH - SRE M BUM »
BILET(EE -

(PU) fE B LBt B SR Bl 8h 1y &8 74 7 ( Contextualization or Policy-
Driven Electronic Governance) — A[EEFHEE Y HEHZFE -
o tEME M A S EHEE > BXEFELSLBUREFE
HREEE  NEAFEMT - BFT RS EAEEE - st
HAIEFIBCSR -

UNE 20034F B 4p @ S5 IR st 2 B R &E L BUN » &% ¥ 58 34
" & R il B A B B R R~ o 2 Bt T R B 2 R
% , (World Bank, 2005) - f5f21¢ P HA RS0 L o R e B S 45 1% (E-
Government Development Index, EGDI) » & T {EEJiF 2 % &= ( Back
Office) &% » —H I K E T2 Blf5 & ( E-Participation Index,
EP1) 2 DARAE20184F ¢t ¥ eR 5 v Rtk ~ B E R B HRE EETE
A — M B ASETEL o BRI Z A - UN20164F Sy &5 (45 1 > BEZNEE F 1L
JEF I AR 4 A SDGsH » {H 8 FALBUM /A FEFI SDGs# 2 » UN20184F i
EHEEEY > ETEBNAE R KERY M g sEms -

2PN RF 2SR HFABEEREBRMIEEIEREBEMSENEET REHE TET2HE
CEP) @ &%E® ET X FEHEME (E-Information)~ 2 F #zEHE & (E-
Consultation ) &z 226§ & £ 81 ( E-Decision Making ) - 58 5 #( {iz )& B /Y 28 |2~ £ 1/ (R A& 1

BERHER  TEZASRRNRENKESEBIES -

W& B & %t & H % E5 ( United Nations Department of Economic and Social Affairs,
DESA) W E LB #H<E (UN, 2016) 5 HFE BN ERE AE S RT - BHBE 20
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HA R H K27 2004 F 8 » Blon KRB G FEHE (Asia
Pacific Economic Cooperation, APEC) &{F#E{T 2B T LB HAE
( Digital Government Rankings ) » = {f 45 12 £ & 49 8 AL ot & 15
( Network Preparedness / Digital Infrastructure, NIP) -~ 4% F ik 7% FE H
( Online Services / Application, OS ) ~ & + 1b B JiF # & ( Digital
Government Promotion, EPRO ) -~ & T {2 B -~ B i Bt ¥ ( Open
Government )~ ¥rE B EH F @ A > br T A EHE LB 2
E A AR o S SR T LR RO B 0 (R A T R S 48 I
o~ BEH 2 RERE - &SRR i EH % -

Z o BAiraEEANEE

AR > A ORI % 22 v N S (E S BUR A B
( Gil-Garcia, Dawes & Pardo, 2018; Twizeyimanaa & Anderssona,
2019) - Gil-Garciaetal.LLE & 4787 ( Meta-Analysis ) 755 13T 40
8 B B i A B AY B ST o0 AT 0 TREF A I 2 i 98 B Y AE (DL R A
HE{TH G 0 Gil-Garcia et al 5 (N A LB H B S 7RI R K J7 AR #
o BB HYmE K] MRV ER TR R RV ROCR 0 R A PTEE F
B DEHEBEIRE 2 » A a8 e & Al -~ WiF » ZHE
ANHEEAGNEZERERE - S—HHE > BiaHE b —TEEENE
o AEAREHE - BEHME BEHHE R4 - BERE - @EMIK
JARHE > Gil-Garcia et al. i i/ 8 3 95 5 SRR 425 78 85 A1 )6 B Y A 22
Lo > 5 & R E (E-Democracy, 42% ) - & F{LEH (E-
Management, 27% ) ~ B T-{b R %% ( E-Service, 25% ) K& T {EE(% ( E-

pap

22U R

FERE TFERBERKEZERE(SDCS) MFE  FXEIIBUNHE R E S E#E ICTs
TUER GE2hT HEREasEmkENIENGZEIT (African Development Bank ) ~ DL
Prelefk & B Y8R 1T (Food Bank) > DL K DUSR i By H BV S5 5] T i #8 82 5+ & , ( Carbon
Disclosure Project, CDP) -

AR E B BN S (H 2 SCRIRET > B 2013 £ 2018 2 i E T H AR K B
AME XM H IR EET & AFEEZTEILENA Z SCREE - EfT
[ P B2 S B i 5T SRR 2 T B R -

SANHEEEES T %M ammE o Moore (1995) 5 H - BURF R 75 7Y 2 21 (8 E 1 J2
W TFINEERE (D) FERABANEEE  (2) YR A B (CEERHET
FENHE S (3) MERAFRIEARMBEENTFE KR (4) EELNEIR 7
o E LR AT (5) BUEEHERBALELEH A LA + (6) BUTAE
PERF RS 22 R NI R BUB IR S /Y & 8 > 10 /F & 59 22 30 2 i A 20 H Al ¥ 1y [ 7 g
FITE - HABEEALREEMSNRERE  Hkz—=AB8HBHN Y EH > H—
A7 0 B S L 2 [F] M 58 3 0 5140 Bonina 2 Cordella (2009) Rl A £ (EEH 77 &
FE ¥ E{E ; (Managerial Values) DI E T B F{EE , ( Democratic Values ) Wi g >
A E B R WEREBRBEAM > Mkl BEAY - E KAIEAFRM (Alford
& Hughes, 2008; Cordella & Bonina, 2012 ) -
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Policy, 5% ) - i 48 i {8 <8 48 HY 73 5515 & $2 Ot 5 25 01 3 h 1F B2 3 s 2 1%
RS ER B AL EHEM S E AR P ZHR
EH_EHHENE GRS AKREE  EFRUGHENAREHEELAERE -

Rt BE 8B 2 S AN A EEER » R R & Bl
FF (9 5% 7 ) 5 B5 2 — ( Di Maio, 2003 )« % 4 1y ] F- G145 © 1% B (/Y WiBe
4 (WiBe Framework) ~ EEHY " BEF b E N EHE Z B2 FE
7, ; ( Federal Enterprise Architecture Performance Reference Model ) -
BONEY TR K R AEE 5L , ( Demand and Value Assessment) 3t - 7%
By T AE Sy f & By i A | ( Méthoded'Analyse et de Remontée de la
Valeur, MAREVA ) - B 53t 42 1 T 28 + 1l BT 6 085 155 =0 57 £ i 52 22 8
( eGEP Economics Project Measurement Framework ) » 7% 7% 2 ¥ K F i
MEfE AV R BN & - BT e B B M o BiS B 5 R 20184F
mEFAEREY B LB ER KEATIETEVEERE -
B H 1998 F%G - HEIR GRISTTHRRM A REZSKZEGHS " &
FAb EEEAL BN R IR F T & > AR HNNE  FHS A
G~ REELLSORE A EE - B BB E FLBUN ST ENEZE H
B CEMPH -~ BERBOKE ~ #5907~ 3 W4 0 2006) - 23 & /R 201345 »
ZELTEGHIT " M BB FH B S >  FEXBEAREE N E A
BHARER  AHESTFEEEMH R BMEGHE A LBEEBAIEHE L
HEEAMARE SR (FRE e AN EEEEE ENKRE -

oo e B A L EEE 24 £ KarunasenaBiDeng( 2012)
FEiEEREM R ZE oM 0 B 152009 ~ 20104 #7234 3% Bl & 7B BT A
EEENERE FALEENEBEELR BEALERBENREME T
HAHBHEERE ) kR TERTGHANRE ) ZE8E - Hf o o
LR H 15 B & E AR S AR B AT S DA R 5 e W S AR
RE B SRR - BB EE =SS G KRE R - /2
ZFE BRERE - REE RIEBRRKELAMS (F2RE2)-
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quality of information and service |

Deliver of quality
public service

user-orientation |

efficiency |

Operating an effective openness |

public organization

responsiveness |

Public value of e-
government

equity |

self development |

Achievement of
socially desirable
outcomes

confidentiality |

democracy |

AN N

environmental sustainability |

2 : Karunasena i Deng (2012) BHE > N EHEZEHEEE
Bkl 2K JE ¢ Karunasena B2 Deng (2012) -

Twizeyimanaa&i Anderssona ( 2019) #5 H {F FE FE ¥ i1 )6 B TRk >
NHEEEMEBEE (BEREALALRKRBNEEE  WEE -~ WFE - &
.~ 28) ZREEHHEANFENHEHES > BREUeENALEE
SEALTE H BRI I % 45 & - Twizeyimanaafi Anderssonai — 25
HEVRM  ffHEUHEEA N ENERE NEEHNXESTE
HEZ=ZKHFHE  HESKALEE > BE

(—) BN IR

(Z) BT B R

(=) # Ak B B B

(M) EmET A REXETLE

(F1) 27+ BORE (5 (E

(73) B2+ o (E (E B 1k

st EE b AL EEAYNE > Codagnone (2007) HofE T
eGEP (eGovernment Economic Project ) fE & » 7 i i 1t 50 BE ~ R KX
B E 2K fie R i D B Y A7 3% I TH H BV 52 R Ak - fE 7% 0 Savoldelli
et al. /£ 201342 H Y eGEP 2.0f5 Y » D) (i A 3 I Y 42 A8 #E 7T 43 B > 2K
fRE N L EEA S E B E I B am o B B E N EBCR HARE
TR HE B 1Y SRS I o A A R Al B A 6 B A0 fe] B A N IR (8 E Y e AR K AE
FH AL R sEE A2 - R DLETT EE AL - B3 fr DL 7 F 2 AE R
KA EHE BTN ALEE  MAEALGEEZRET > 25l 7 E4E
ANHEEBENEHE > Efhads (F2RE3):

11
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‘ e-government adoption index ‘

Smart Cities Degree of availability and Degree of adoption Degree of accessibility Degree of
degree of accessibility of public sector of e-government of information and development of ICT
development information services knowledge for all networks for all

L1 I 1 [ TTTT] L 11T 1 1 [TT [T 1 L1111

Kouatolyq

@ @ 4 @

g g [m G g | m E:
el RN P oo s il R o | 8w z|E|¥ »

a o —
FlZ|E || |2|E|e|E |22 glzlelEe ] |2|R|& EI2 (218 |B|B|2]E ¢
sleg]a|o 2l el ]|5]3 e ol |5 Sl |2 |la|o || slalE|e |5 Level 2
B9 | e lz|B|w = ]2 alglale (2 |als|Ble]le)2 (B ol |58 |2
<lslg|E= algle|l=2|lels a|<|ElZ |« sl e ]lE =] |<« 1= EN R e
glzle| & slelelz|E]E AR B R R A H R =5 el el R S
s [E]g = clz|g|a|E|E R R R R A = els|ElS|T
o |l=1=|B <lalels|le |l ;,,.-.:Q%u,o::sma 2lue |=|"F | &
w (< E n |< 5= o | o |< =R =} %m%
a o
2 =4 B 2

t f IT ! f

Impact measurement indicators ‘ ‘ Level 3 ‘

i

Implementation projects characteristis |

B 3:eGEP 2.0 f&#
&kl A © Savoldelli et al. (2007, 2013) «
(—) BB R sy S R -t EE - BE - k&M W
RE ~ BHS — M -
(=) BeRBLFIE A AT g EE - leE -~ B — 2 - 8BS
BFERE -~ BE - W -
()Y BB RGHRAEE g EE &S5 FHEER X
AE ~ BE o
(M) B &S B m AT e - B o BRER — 2t - B E B
BE o~ RUEE - W -
(7)) HEMH R EREE @ BRI —200% - 8BS - &M - REE - W
;Z_ °
R > SEEN AR EEES »EEHAMEEIEE -
BURNBALEHAE AR EEE A XBEENER T RKEEZE - M
5L BN ARG S 0 i R L AV AR 0 BT — DAY o P ERAG -
HX o HiraBE Bl N EENESW R ESA - Ha (2016)
LlKarunasenafiDeng (2012) Kz Bai (2013) fg i Z & fi/a # A I(EE
R LER (F2RE4) MMUEIER  stHEMIABABETH

G

12
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G & INZR M 7 UVEE — B8 & M AR 05 8 rg 8 e B Ay o 3
BEEARME -

— Managing performance

— Cutting intra-costs

- Strategic connections

Effectiveness of — Cost-savings for citizens
public organizations = Financial returns on public investment
— Citizen participation
— Importance
Take-up
Public value of : - ’: Fairness
e-government Delivery ?f public Direct outcomes
performance Service »: Citizen satisfaction
End outcomes
— Security & Privacy
— Accountability
Trust and Transparency
transparency — Trust

Intermediate outcomes

B 4: Ha (2016) Bfr/aBALEERSE
EORHACR ¢ Ha (2016) -

MG RES - R THEBAHREHRAGER 2 S EENAE
EASHEEEE  BUaEEMREAEEE R = EME - H&EEY
f8 N HEPTEY AR R DU RUR > M B 5 R AR A SRR Y R [ U R
E-REARNERAGES EHEEENEHESSRENREFR
MEHFEGUEALPE  REENBEFASRBAVHEERES 21
BORBEEAZEGE - ENAHEWANEE > NEHFEQEZERE
R PRIE ~ BREME -

Ry ¥ BUR BV B iz J& #6350 > Deng ~ KarunasenafZ Xujt 20184 12
H—E AR RS PRREAGEALEENER (F2RHES)
WEF4YHI B S PR R A HAGE A EE BN E - LEA G
SRME (D) REERENAREE > GEENGE - ETREND
AE B M & A = KR (2) ARRERY A LA B - B A S RRE
B e = KA (3) ERAEEHE > GEAEE - B
R B 2EAREHEBRTOK@EEL(EXME - ZTFRGERER
NEIZ R BRI A RER R E R - Pl B HE R RIEERBURH#
B FERFHEPNAREENVHEGRZ®BE  HYEF LBUTH T #

13
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REMHGEK - HREREFELERENLE - ETRBAIIIE - £
MEEmE - HEUEE ~ EWHE ~ AP BRERE - BENKENERZ
F 5 B R AL A AR SN SR EE -

Third-order Construct Second-order Dimension First-order Sub-dimension

Quality of Information ( QUALI) |

Delivery of Quality Functionalities of e-Services ( SERVI) |
Public Services ( DPS)

User-orientation ( USERO ) |

Organisational Efficiency ( ORGEF ) |

Public Value of - -
e-Government  —»| Effectiveness of Public Openness (OPENN) |

(PUBVAL) Organisations ( EPO)

Responsiveness ( RESPO ) |

Equity (EQUIT )

Self-development ( SELFD )

Desirable Outcomes ( ASO) Trust (TRUST)

Participatory Democracy ( PARTI)

|
|
Achievement of Socially |
|
|

Environmental Sustainability ( ENVIR )

5: Deng ~ Karunasena 88 Xu B £ J B R B fir 6 B A L HEE R
&kl ZJE © Deng ~ Karunasena B Xu (2018) -

PR 1 A0SR 2 By o SRS dm A0 o BB T 2 B e B N S B (H e A
EARE R EY EEAY A ZE 2 — - Valle-Cruz (2019) ## ] % jo & 14 1
fr A R A S AR E e R T BB e BB A EEE (5
2 IRE6) B AEHE 2 AR EEEHEY - EEE (1) KER
g (2) AT EBNEE  (3) BRI NEERGEE - (4) LB
BRI  (5) M5/ hih - Ei#ZH 4 > Valle-Cruz (2019) 5t B fir
AE A IS MR RO A B BN B R RS~ B E R > R EEE &
B AL VU g AR Al S AR EHE - iR HE R EEE N LEE AR
HEEMEE > BUFEFEERERI% > s EBUF B kERER -

T 1 AT 200 B8 L (o] PR A A 5 2 1Y BB - AL UM B 5 45 AR DA R B2 4y SR AT
AR A B fir 06 B BN SR E (B Ay SCRR - 8 g 5e i A EE W R B
VAT HY B MR BE 2R B SR B A B AT A Sk (E (B BT A 2 R T A4 TR I R
TR B R IRIE - BUGBE G ="RE M -

14
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Public Value of e-Government Services

Public Value
(PV)

. : . - A to Informati Service Kiosks and
Anticorruption Social Media ccess 10 AOMIEAON ||yt Portal and IPOMEX crvice Kiosks an
One-Stop Shop

and Privacy of the Data
(AC) (SM) (AI&PD) (WPL) (K&0SS)

i 6 ¢ 2= 7E S RAGE R EE

&kl AJE ¢ Valle-Cruz (2019) -

B Al 400 B 5€ SCRR 4D o AR B fr 3 B ERR L EE X o > Puron-Cid -
ReddickiGanapati ( 2019 ) % i Moore ( 2010 ) Y 2\ (B (B 155 B 7 iff 4¢
FEEBUS B ERE KT - #EUEBEEHRBAEHHLE B A L E
HEYFRM - FEZWHR TS E > Mooreff2 Ay EI b & (1) foHEIB
& ( Authorizing Environment )~ ( 2) ## 7 8E JJ ( Operational Capacity )~
Ko(3) NHMEEIKEE B (Public Value or Strategy Goal ) » #5 i f&
BIMEZR TR M BERAE BT Bk EEREREENR LM% » Bk
TEFIENEBAN RN > RN EEERER A AL EEEH
FHIEBLHERENE LEHE LT R E M E R B TR &E M-

Hitz-Gamper etal. (2019) DUFg £ Ry 6 > B8 55 & B BE BCE Y & HH
EHAVERETT - FrRl 2 AT AT Cusability) Ba] B4 (visibility) #Y
T 7] o BT SR O AR A o 12 Y B LB B R (Linked Open Government
Data, LOGD ) #1{ gll4& 2~ S {H » A 15 tH LOGDZE 28 #8 il B JiF 25 B B
MRS~ ARUEERZE - BUF BRI K EOK W8 & V0 (8 H A 5 R A
H (8 (B /Y Al 4 7 2K B M I i Y 52 & - B 5 o ER R A (B Y R BE
WG T AGHAE A HREENE T ACGER - EEERIE T HME
SV A K BR T B R BE A ER R T AL PVEGH i aT s Z 41 > A
s TR N A REENY PRI E 2 EE -

E4h > Tomor (2019 ) 4 48 BF 52 fa] Bl & M 1 5 52 - 40 (] F& | B BUR
L [E AR RIS RE T EEWMA M AV R > SIHEEEMAIE L
HAEE - 5T L E R EAH T BT ~ & R EE 4 2 5 RS B A
s BEEERNIGRECEHEMEMAVE R GZED > BT
K =J7 [ sREg Al gl i N A H - P RERBERBaEEN A HE
EAAIEE —(EERRERE > HBEAGREZAFEREAN (BUF -~ B
W AER S o) B BRI R - BR > A EEAYENES A DU A
TR AN LBy 7 ST A o 7 -
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7 [ 15 2R A M A B BT B B A
Gia bt R EX BB GHALEHELAHEEEZERGE
AR =KEE:
(—)ETRF ET 28 (E-Democracy / E-Participation) -
(Z) IR xEXREEHENE A EHE (EG in Support of SDGs) -

(=) % B F} £ ¥ % & B ( The Importance of Adopting New
Technology) -

R¥E bl E RS ES - AstERUaE A REERBELT R
R EBUEMHEEREWAEH  HEZBARMGHEESRAETR
E/ETSE EHEMEEBRAAEE - HEREHERBUS M
B > WK R BT > DR R RS B R
B o) 957 2 (4t B i 55 Y R oK e -

R S =R A

ICTsHY 2 ] B gEF2 T BUN AR B 3% ~ AR S BRI 40E
mE HENEEEEEAGEHEBHEZ PURELREEAHRTZE -
HNELaHwE  TFRIHBNTHAETUESR  E2E0RE
R LABE G -

HICTsZEZ LK - MES R — N EHEZEEE - HiHEE
HEEXAE  AOFETHABTELEEALMESwHATNES 58
B SN B HBEAENEN T E - EE "H®@EHFEMEFL
( Cyberbullying Research Center, CRC) ¥ "R & & | E&E & - B
fEHER - FHRAOEME FRFEETAMSEEHEEEBEENEGSE -
PatchingiHinduja (2015) AIEE K " 48 & &, B - {4 & (£
FHRECHME FRHIER - A2 RXERFEMARE - EFEHHIE
ZEHEGEEMENTE > LEESEE A VFERGR R HHE - BEE
FHETRHRAFENE  @RFESHHLIEB S FTEEEETHEZTR
Y4BT -

5% B T M B 85 &V BLE > & 5 ERELA By 5 NETH A
BLRORK o BLE B S > HindujaBid Patchiniz fi fir 82 8 17 " 49 5% 85 /2 i
e o ( CRC) 3lfz 3% 1. 4 I 7 2 — cyberbullying.org » 2 { 44 i & 2 1

6A RN AR EXMES 2 > hE@EAGTTEZ R E SRR - E Rk 2018 £
WIP 58 & &Rt e 25 B SCRR o3 #r - Sl 3 17 5 HE 25 B AH R B 25 k) 2 il o B ST > DL
FEHAEEE -SSR S EN
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FEE A wmE - BERKER  WMEIMEERSHEEEF ZHD LEE - 3
B 2 7% fm2<& ( Crown Prosecution Service, CPS ) H A4 & 1% > Pt
PTANERILIE BRI E T T MEILIETEE 0 ik E%E’JZFEIE%B(B
FEIT R UAZBHNRILET BITEZEREHSTE - ME2EMS -
BN B A G 5T A S A L Et?f)?%@é%ﬁ%%ﬁ}ﬁﬁ%ﬁf =2\
(L) KR E - EREEH T > AEHEBLIIEREZEZEMNE
TEEI > fE2012F 8 m " REFE AV HI R > R R EREHEE
1T R HIBh A LR AL B & & M H B E Y L a o RS DLSh > — R R
WS FE A 0 AT [ 20134E B 1T HY T 48RS N A D EEAE L CIWIN) $2 HY
BT o

FE2018FWIP Z pS I LL X H ot > S8 & A ES (8 & T o 2 R &
Z B 5k & 2t T%I?‘%lZ% Y H A S B o HaR S B Z EE ATy
FIEH5-10% 2 fH > syl Ry AR (5% )~ 2 HH (9%) -~ JAEL (5%) &
22 (4%) - 8278 2 L O AH g H At 25 B 1 S BE K o 24T BE 2 A PR 4
B R AL B EEG Z HOE R > R BB AR (T O B Z TR B
B @R\ EHNMEBEEAZ ZGEFANER -

br 7 4dEs 8 & 240 0 WES B AR F W E2WIPRE XY 55 —(E @l A -
Price Waterhouse Coopers ( PWC) [22017F ¢t ¥ £ ER 122 B 2% ~ #
ISETENEEANE  BETEXELMEGHE » DT B EAWw
ﬁDﬁE)*C%éI%IE%ﬁaMFﬁE‘ﬁ%ﬂl%éﬁlﬁ%ﬁa%ﬂﬁﬂL??%%%EE %2018
FRAMNFAERS  AUKM ENEEGRZ EENEZLERE - E“”
MRS BB R AR > ZHAIZEAELME NHRHFEERWEE 5 1804
%’%Eﬁﬁaﬁ*%% REFISBLL PR BN HEEXET ;téf‘@fiﬂﬁ{l

ANER - F28 » REBEZMWEAN (2017) WHEE > FEEEEFAE
HH66.9%H RRIE L HCHEAEMEE B a AMRIE > mes &
AIE S S 2 782.3% - (LA R > AR IEHNAVEEMELL R ERIIEER -

MBS ENDE > EE BT AR CIARET T BRI
it ;% , ( Data Protection Act, DPA ) » &5 [ A i B[R i (& N &R (E A -
B E BT KERIEZ BRI 5E (University of Manchester Institute of
Science and Technology, UMIST ) iy & 223K » i@ _EAYRE E A 5 H R
&8l N &R & - H58% & BP = ERVEST - H75%RAIE R H m5E - &
7 k8 B AN &RV 1T By (Peslak, 2005 ) < fF 35 B & 7 @ F-1F 19864 3£
B E TR @ e T i sR B FL 0L | (Electronic Communications Privacy
Act, ECPA) » &t ¥ BUR A B #E 17 88 5F 55 I8 508 8 8 B Ry J7 =0HL
BAREBRET HETHG - ETFRKERVACENEZEDERE &K
P EARNEEE R AT BT RIERKEEREERL - ZEB
HBEGZESE (FTC) £20114F BiGoogle X FaceBook i [H] 44 % 2\ =] B4
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B A ERELERENER TR > REERAERK20ERN > B4
HAEZEZEBAESZEGNEEREE - DEENS " TEHE
KAWL G, H2001F1H g PAAR - 58 HE B BUS 1% B &
EWNEN > FEFREEELY 28 A TECRED R - ko kN
{6 P B 2 2 o b B a2 = U7 - AL - A 50 o HE B 5 [ 4 gt
BN 2R ILE L o I E B AR oy U5 (R T BUSR AT (B4
TTEb R FTE S BT 2B ER) TLHE NS (FiF
ZEEE L) R2017THE4H 27T H L 5F 1L AR & > 12 20184E5H 11H
AR =

2018 FWIPZ 4 #E B ALIE & 2 ps B EL s f - & o0 B W R BUT »
138 R HoAth AR © & e B R B MR IR AL IE B 2 AR S HE 52 - L
FEME > HREHEENEETRZIERELRERMERE &
ZES5T% > HRFBBUF (51%) & R HAACR (45%) - LUABEIMN = >
W EHEH R EMARIEF R @R R ER HIEE > 5E66%:
HR Ry d5€ (64%) > HEA HEBUT (58%) - MBI MEIZR - + HHH
1> 4 B B2 R0 B FUAH S 8RR > 42% 7 4 B8 i & 15 B H Mt SRR AT Ak 2
WEERAIRE  ER B0 (31%) HRBEUFMTRZERBELES
Eh29% - @S > MESEHENEREBELEZTEZNAFKE > |
BRERENESEHNESEHERB 2B EEIREEE -

M SmEHEZRA/WIPHETEGANZEREZ — > SwmEHEZR
EHGREEEAEEEE - EHERERTIRA > SwmEHRTERE
M RRILGHIEST > MAZEENTH E28  TEREEES
1EHET T ARAESwm - #E  ZELERZEH . RERRES
FEIEERRESIUSZET] - KEBEEESHEHES "5HZR
(Freedom House) ; 201948 g & e & 45 1 - = ERAVEEES B
FREREFEFREEERH TREAEELRNFERNWREZHEE-
A BN A E S MR > RE e RELNENR > ®R S E
HEIRIEZ 2 — E R ER RG] > HdhEarE - Ji5 - @08
oA EREREZF - L WIPHRSWEHENWHEEEER
[ A i S e R 2 S S A EH T AR IR - R DU E R E R S W
HHEAEAFE®EREZIS -

ARRERTEBSmEEE s  HRNEEEEHREWEH
WY PRI > RS G B A & gl BUR ~ & 80N BUR 3 5 BUR AT+
Ao LR EMEBESmEE TEAFEToEE - H1996FEMUK > ER
ZATHIBER E BN @R EEFEET RESMERE R - B A FTRRE
RENHEBERAALEE  REHNESSmATERLEZEE > A
AP ARRE - B - = iw B Ay E FUE Al #E B R ey PREL - B
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17> 788 M T B8 ke Ry WO % (B 8% BB A+ o R R ER) B B BE A 2018 4F $2 HHT [
IE 4B RS M EE AN A FE R K (Anti-Terrorism Censorship
Regulation) > BEAVEF MG AE L BR R 5 5 HER - HIHA
TEfE DEAMEKEHERBIRE  SAEKEELRE FCKER
BEANMEEE - HILEFI T 5488 S 5 B Y Or & 82 R &R 2 JF B ED
HE =k EAEFMGEES A#EENERE > HEismEHR
e Y & E R 0705 0 R R AR B R -

TE2018EWIPH N 4E S = a5 B HHAVEH & b > (R DLEE ~ JAE ~ A5 i
FEItHEHEAHS  HPREETAETHEKBERBUAS MBS HE > Lk
1] 5z 15 s A5 B 65% - H R By EBI51% » 3 &y - B H KIEBIAY46% - [
S0k B E 5% L AE S B EH A AE A RS L Y BURF A EE B BR VA BT 55%4h -
Hirgztz /\pl > HPaaAke3% - H H82% K FEET73% - #/x
FERZEHNERSHEHERAEZEEZMMEHERE 2 Z - It
Yo BIEEBIESwm 2N ERSwmERHZER  EEBASTWNR
MR RS S  EEmEHEDNERE - HirSBHS 2K
HEF 53 3l Fs 35 K 71% ~ L EH.H 54% ~ 7 i 38% K 7E BI29% - 15 F ~ E ]
Ko+ B H A 8 BUR REE R MR Ity I R AE 8BS A TE e R > ¥t
PRECBA AT O B8 > A MR AR A2 SRIE (RFREE - A =K E Y
Y B 38 By 4 B B YRR U S A L FR R AR -

& ERTAL - WIPSH S 48 B B0t 7 Zor H e mbHyHE -
A] (A GT 55 B A Rl SR B[] PR R - I B R B A 1T % IE FE A Y ER g
BB ER T RIER - WM F G R A E E a3 8
Ay B JE B 2R 4 -

5 = B 1 R B AL ok AR A R SRR AR B

RetEWN S —(E HIEAE 52 R S R R FRAE 28 1 - 5T =
= X E S ot E A A B AT AR E (Maturity ) BLEE (S ( Readiness) &
WA B AL 2 > A8 25 A A B OF gE AT AR A By SRR i B 0 Bl B i Al A AT
Y G 4l B B > B = M R B B AR 1Y R D B AL 2R R o Bh i DA R R R
HZRHmFINERESERRE -

— ~ B BUR AR R A

S BURF Y A E B4 R R T 2 W SR N E B £ 38 (Davison et al.,
2005; Layne & Lee, 2001; Lee, 2010; Janowski, 2015) - E& MHEI 1Y X

RREE A BrRyRE n - 1 VRN N B+ ZoT - BiELA R
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fr BUR RS R Y > S ey 28 F sy e > T % 2 E S HEAE
EfRE#EIE 5w (Process Theory ) & EL#fsffE Hi 2K Ay ( Lasrado etal.,
2015; Poeppelbuss et al., 2011 ) - fR 2 & F2 B & 28 20 B0 B B AAE
AL - DL T g By an 44 (Stage-Naming) #7502 B ( Mohr, 1982) » 7=
S A DL MR 7 =0 0 TN T AL UM Y B A S R EUEE - (R ER
Ay 4s 23 (Online Presence ) # & & 52 &£ # & ( Full Integration ) ~
IR A SR IR 75 %4 & ( Seamlessness ) ~ & £ #E A ( Transformation )
( Coursey & Norris, 2008 ) - [A]f » 75 20 &% [ 155 AU b, 1R 0% 7R 2 8007 BN
HY %5 8 2 16 i E 6 - B {E 1% S Y P B BE AT — (B P8 B B 4 15 {0 PR B
T 1% 68 P B 2% AR Y 0 B2 5 TR ARk 14 0 B (B 2D B 00 J e B IR AR L A I
FeafT » 1ememad " k=445 | ( The Chain of Successful Events )
( Mohr, 1982 ) -

WATAT A - A 1R 25 SCRR $1 5 B BUN B AAVE A 1T 5 5w - 6
=8 AL B R R E ( Andersen & Henriksen, 2006; Carter & Belanger,
2004; Layne & Lee, 2001; Lee, 2010; Moon, 2002; Valdés et al., 2011 ) -
B PR EE - BB RZ AR AN B E LR o #
AR A SR R IR 5 R A I [ BB A O BURE RS Y A B A

(—) Layne B Lee (9 U0 [ B f5 AU

Laynefdlee (2001) HYE{r BUF R ZVE B > a] B8 2 A% #¢FH B <A
Sk BT SRR 2 — o [R B 5% 158 AU [E] =5 J8 1 A 6] e SR BUR ) 2 B
BUKSPHI R & > DURAE Y BUR Do aE BLIR B e i - sz RISy > B
fir BT 3% F2 7 200 32 VU (il R 5] 7Y BiS BE 2k o g

1+ H#kMEE (Catalogue Stage ) : 1F 3% P& B - BUM 1% BE 1E 5 B 72
G FEEITHELL > iEEE e A REMAHE - fFEEE
B iy B0 - sEfR Va2 IEHE AR - Bl v] T #k i 75 B AE R
FEE o

2~ X5 MEE (Transaction Stage) : f£55 8 E > HNBUF 24
FEIL T US> MM BEBERE I A REBNETS L
5o Blangp B ER

3 FEHEESMEY (Vertical Integration Stage ) @ fF28 =B EY » X
R ERBEAM MRS - £ EEHRNBUTS » BEHEU
WIigE » MABEREBTHE —IE BB N ENIIEE - 2
WA BN ER T (G26) MAE) > BEWREAFEIEREINE
s Z 4w DUAH B &5 0 RV ERIEE TUER 0 IR & &S R Y —
B ARMMEEBHERGN T ER A S - flafEFE—
&l Thae - B S e 4R Ak fB B v (K g 4 1% R AL (5] D) BE 1Y 2 4 3
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& -

4~ JKIEEETEEZ(Horizontal Integration Stage ): £y & — {[& [& B¢
EENEFLRBEEAEREHRIEE - BBEAES > EF|
I 48 P WAL A B 5 o 5 A0 0T By S R AY — b =X il 7% 4 1h ( Real
One Stop Shops for Citizens) -

{7 Layne Bl Lee (2001) 313k 1 3k 8 2 19 i S 0 5% 4l P 78 1
{EL 50 B35 45 T T 7 480 B R BE O BB BT 8 JR ) = RIS
%

1~ 07 4T (Universal Access ) 7 g AL BT 5% @2 2] {n] fd R B >
DR TRECRAT A B A B AT DAF) A 48 B A B gk - LS E T
{ERR 7 -

2~ [BFLFI#% 2 (Privacy and Confidentiality ) @ & ¥ & {7 BT HY
H—EEEREZE SREEBALENRTE  BUNEBE BSNE
ZAEREE B AW > FRIFHEEZ R R EHERIA T E - BF
HUEBHE KA B IUINEE » TEREEIIEASEEM
b= ALATO 1 2 MY A8 1 -

3 N R E B R FRF % B ( Citizen Focus in Government
Management ) : S {7 BT Y 3 B K S35 & 0 R FE (£ R 8 R
R KB E) - BB E RN G E S B BUN G ER A
— (& T K EF , ( Big Brother Government ) i ZB& T 2\ R 89
FERE -

() A EF P9 f2 55 2 # AU ( Public Sector Process Rebuilding
Model, PPR)

fF LayneBillee (2001) iz Buf 45 B AV AYHEED T - B BURHY
B — EH B R s A B R 2 B[S J7 [ o AndersenBiHenriksen
(2006 ) ff<F£5 TRE B RS 21 BURT Al U AR 75 W B B2 Im B R B S R E - 2 HY
T 55— (B B AL BUR R RS B AT 7 FE Ry o 2 B0 P R A2 B 2 A E
Ao ZEIR Ry B BUR AR B BV B AL AL G E 20 R Ay R A 3%
[ > {¢3%HE (Cultivation )~ ZE{# ( Extension) ~ EZ 2% ( Maturity ) FI| &
. (Revolution) - fR# AndersenEiHenriksen ( 2006 ) MEIEL KR E »
fir B 72 P i 3% 2 Y P B 2

1 B EEREEARBUTAE K FEEGNENEAZGES
Al Uit e AE $E 1 B2 0K (R Y e 85 > 22 S8 (o P BT P9 B Y P9 e
P40 B g u] T8k R A% PDF A5 - T 5¢ 1% 15 48 3+ B 1 37 45 BU -
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22

2 ~

FEAR * 5% B B BT P9 B B 0T (o T N R - T BB 4B L
BUbAY @RS S mE (2 DIEnE T 230 ) - P40 & 12 4t R R H At
TR Mg nh Yy & > RE AL B T ISR > RS
(B PSR 2% & T8 5= -

B ¢ E 5 = I BT 1A 30 49 P B 48 2 S B B R B
A 1 55 7 4 (5 15 10 00 i 58 AP R 5 P 8 RO A K
ZOBI TR A T M E R R R AR A AR
BLIE 2 A9 40 B A — AR AR -

G O [BS E EL R UL A SR T RO 0 B0 R £
WARERRENRE  UREERNFAEBEERE - A
BECHTRTUBBT MR  RETES LEEAN
P 9 S SR o A 2 T 0 45 BT 2 T
Eﬁ o

(=) Chandler &1 Emanuels {0 & B 5 %4
Chandler&iEmanuels( 2002 ) 3% f& 1 — {&l 85 {ir. BURT 3% f& 7Y VU P B 15

o R AIHY 25 PR B B A
1~

& &fl (Information) : i5 & —{# ®J HH 1Y P& B > K2 808y BUHT iR
BIRZEE T DFESG FEE - AR LB EBUFALE - B
IFEEREMVEEN » BN E R NEFE R A Z B EE -

T & (Interaction) : 12 2 A& E & B AREE - A REBUT
CHEMNEE TSRS > &S EEEI S EThEE A DL
WRFEM  EEERENMETEHENEERETR - FiEME
[BEEET  BFERR BB REE D -

zZ 5 (Transaction ) @ 5% P& B& BT B2 (R R 2 16 Bl 46 Bl A 7T DA #E
TEEXSRE BB LIELE LR - FH RS E-
# & (Integration) @ FiEHREMMEE S » BUT IR~ H K
BHKSEMEEESEERA - RA LU E -G RB
LIS E R R S -

(PU) Gartner fY Y P& B & AU

GartnerfE B 5 3% 7 — (B E {7 BUF B AU S Ry A ( Baum &
Maio, 2000 ) - 3= VU {[ P& E% 57 Al A1 75

1~

49 s £ 3 (Web Presence) : 1£ & [ ¢ 45 0V [& & o > BT I it
Dgguh F REFRRE AL > FERKEEG -
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2~ HEj (Interaction) : F| 75 & E » BEUMAE 4G uh b 2 & 18
ige > Bl FIh6E ~ X THME FEFIEZE - SLLI5E
B R AME B EUMN ~ MBI R A ET e T E -

3+ %% (Transaction): fE 5 =IE  BRE (FIF) LU (T 5
MER LR S REE S -

4~ EAY ( Transformation ) 75 /2 & & WY — (I F& BZ » BURF 2 F /Y By
ARIEERG BE—I HEHAH -
(1) Bk & B Y 70 P B At 7Y
United Nation (2001) HIIZ$2 H T — & 71 FE B L 8 - 3% 1 AU A 4K
G 7S 7 A B AR HETT N IR IR TS Y AR A o 5k M AU B O (E P B A A
vamilll o

1~ B4 2B (Emerging Presence ) © 72 /2 B A7 BUR 89 ¥ 44
PEER - BUNMEULATIRMLN > FEEZR AL ERNEFREE:
ARVEEERNS -

2~ 5w LAV4EEE 23 (Enhanced Presence ) @ {E55 & B > Bt
LG EENREME - BEM A EHE R ER S EEA AT -
MULHIIRER A EFEME T H - & L - fBuhiESE -

3~ FaEhzes 2 (Interactive Presence) @ K3 A Ak 7% f& it &
ARG A &G (k) KRR 48 vk Y & 8h AR 8
SEIMEMH s T BN S EBREN IS ®EES R KIIET-

4~ R H A4k 28 (Transaction Presence ) : 72 {[E [ E% 0 5F R R
B EEER g (EHETUETE ENLS B
HWITE -

5. fmagsisE 2B A NINEEE 23 ( Seamless or Fully Integrated
Presence ) : & i & 5 iV 8L BUN IR B A2 1S < &% 18 g S BUR B
EHRGHEEAN W EES » BRI DU LA ERHE - 1F
— b =AY Hle 7% o0 B EUAS (R S B Y e 7% e

(73) T SR ERAT Y = P B i A

Word BankHI[ 2 #& tff 7 — i = [E EX & &Y ( Toasaki, 2003 ) - f£ 5 —
P B » BN ZE B Es LR MMEN > BRERANERTA - £t
PEEY > AR LUBE B g uh BhES BUF A ~ SRS RIFEE - ik e
& [ 1 R A A PR o 3 P B Y B BUN B U Web 1.0y AU > 44
AR TREE MR TREETE - B B BUNHGERRA
AREESRBRNBUS M ETOE - HEEKE > ARNSEAE)
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PRI R R BUFHIEE - 55 = AT MR B 5 ay el gefe - )
EITR EXGHHIRETT - FEILPE B - BUR P ik #5 0y B8 AT DLUEE H BUR Y
AR > AT DU S B B RY S CEE 24 Uh ) RETT AT R A I
B o s TP R SR {DL Y B 1 P S Y 5 R P B o T SRR AT (UL S R AR Y
R G2CHI A B T 15 -

() Hiller Bi Belanger (2001 ) i fir BURF 7o P B 155 A4

Hiller&iBelanger (2001) A% T B & 1Y 87 BUN B8 8 70 P B
R o i 7 Y R B B HE DL T (E P R

1~ EERCInformation ): BT 47 48 H By i T2 By 4 vk 17 & SR 1% -

2~ EEEEE ( Two-Way Communication) @ B 48 b 1] DL 77 &8
W B EMHETEAGER -

3+ A Fy(Transaction): B FAGULEFH 46 7] LLETT SE B4R X 5 o

4~ #E& (Integration) @ BUNFIMRE G M MTAIIR TS - £ 36 W6 (E 7%
REEEHE VAR > BT L EBEH g O MEshseErk - 281 > &
WS BN & KIER S S A BN EREMNER RSN

e -

5~ BrAZ 8 (Political Participation ) : & ] LL$t #f BUG 5 i £
NHBEBETHR DAV > WHETHR EAYRE -

(/) West [0 & E5% 5 720

West (2004 ) £2 H 7 — {16 1Y P& B% /Y 8 Air BT 55 B i AU - 3% 18 Al
25 {18 P sz B At A 53 A
1~ BE&EFEW (Billboard) : 12 45 (il f Bz #Y 8 BUN > X %2 BUF
FHaggnh (BFER ) REURHUE o BUR AT DUTE 48 ik 3% i & 18
FAIM AR > BfEmEME G - B (5% ) 7 IE R E
A B ey EER -

2~ H oy Ak FF Ak % (Partial Service Delivery ) © 1% [t & B BUR B 46
E4R B AR GIRERS - 75 64 A E LR 6
B planfE = &NV EE -

3~ 2HEIVEESMALE (Full Integrated Service Delivery ) @ & {i
P B B 4a 3 — ih 2R 5 o0 (UG A 40k ) > se 28 &
& EAR S - R AT DU RR T BUR BY B — & L HUS 1 B 7Y & ER
Bl Py 7% S AR 75

1
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4~ FEPEE A R EZREN KR £ (Interactive Democracy
with Public Outreach and Accountability ) @ = /& 8 {i7 BT 28 2
HY B 1% P& B o DU 4 b 3% o8 B 5 — {8 2 48 > A AT D & 4R
FBCESE o B RE TR E 8L E R -

=~ B BUR B B Y B 4 40 AT

Ry 1 EL R A i % 2 B BT BT R BN S AR AT o M Y B AN T AR
fEH - &l U7 0A O & HE 2 ir B2 A 2R BE s 8 fir BURT HY Rie 2R A A
Maranny ( 2011 ) {5 & ¥t 10{iz {F & 1 & B 09 87 BT 28 2 P B 5 AU i 17
b » 052 22 26 1R 2 2 FET BH 1 1 A5 84IE 98 5 A [ /Y P& B - fth /Y B R AE
e a B &7 A B A BT A BT BURE Y R A T R AL o N Bl — fE R A -
JayashreefiMarthandan (2010 ) Wi fir 5% =& (¥ FH 1% 5% o7 M7 2K 22 HU o #fir
UIRF 6 2R T8 R R Y SR (A 5 o IRIZIB TR SE AV BB AKE - REEFEHE
fE T BT 2% (E S B - 49 8% E= B (Web Presence ) ~ A j ( Interaction ) -
A2 55 ( Transaction )~ # 4 ( Integration ) i & T & F ( E-Democracy )
AR R 258 TiPE B - 55— J7m > Fath-Allah et al. (2014) %77 it &~
(5] /F & 1Y 2558 B iz B B 2N S A i 17 T PR o 3% b 7 2 BB Y B
BT A A i sF A 98 2 — 0 B T RS 2508 o A i AL 2 Af
BRI IS8 - MM E ) - HEAERENBREE S > #1177
gy ifr o AEE = DUB B Fath-Allah et al. (2014) #Y{E% > K B AT £ 5]
FH A BT R BN A BRI YN BB TN R (B2 WKL) -

FEHELAFEEMANSTNEFEASE  AitERHE AR EAIELE
RRHIEE TE S R AEE oy il 2 /N (P B » 6 — (& B, > £ 32
[56] 7 4 B % _E Y 2 B e R L i A AR (5 T A B B R A SR ET A
{EL T2 At P9 00 B 0 A (5] A T o B AR B Y AR - B R 2R - g 23R
EEER - HEEREE  AEEM > MekEIEE -

F(EME R EEAMMN TR A E IS A DHEE AR
W BFET LML S - EEHE by fEREZA LI BLT
=F (D) B8 BRELARABBFET D EE  (2) 81k
Hill - B EAMAVRERIET ¢ (3) 5 ¢ BikE R A DUE B BUT
S uE AT E A5 -

Pt A B R B 1Y 58 = T B - F ST B B R B BT AT O
HXGEM FEFBNEFEAODEKBEEN—WEARSE - B8
AR =BT EADS R T 28 (1) X5 BEREFRAT
PUB BB T2 AL 5 (2) HE) - BErkE N R DLEE
FHELT A BN SO 5 (3) BE 1 B B R BUN UL BUR Y B BB — i
A SR AL -
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o VOB B Il £ 522 B i R TT R 5 R BUN S E A B > IR
BARKNFTEREG L e AEE T ADHEIGAEZE - ELER d Ay
MBS FEAL BT =8 (1) BEEET @ BR A%
BACHEZMHEE o #ER > W HMEMEE S (2) X5 ERERR
A LU B BUF R A BT 5 BRI 5 2 (3) AL © "o A &g |l
DI et B 8 B 7 22l AL -

L PE B B NPl By EE AR E A E T B2 B LR A T8k
G - BE PR AR EEAT o B TEE (1) &1
b2 - ERER LBUESHE - RRJUEBEKSEEmE - L&
RHEHHE (2) BE  EREAGUEADWEEMEE ] #ER > I HA
al dth B AE o BT AT RPN AR BT Y 55 N PR B 0 SR B Y BUG 2 B AU
BUFAOEES - i EZIEFAVM S > RECEE IS BRI AT {2 Y
— MRS - BEAEDESURE SINEMHB AR - B2 US
A B 5L 5 (F Ry iZ I B B AV Rl AVRF AL -

BT A (5 P B $E BBy 2 M Ah > BRI B UG 2 1 R 2%
BRI — R - BBt > AN [E o sE T BE S R EMHE Y
Fifd o BE 2 DR R B A [F o 58 R 2 - At 5 0[5 5 21 3 sl U
AR R BUETT s Ry - RV E R S EE O N (F2RE2):

(—) — s 0k % (One Stop Shops ) * =+ % 5 bk =& B iz BUF A L1 44
UhiEFr A TRV B — AT -

(—) LLEE% B0 ( Customer Centricity ) @ 38 & #5 % & F(L R 7
B T A 48 uE 2 i R R AY A T - i IR A ek Y A R AR ET

(=) G (Interoperability) : EE®REE T LB GHWEIT > &
afAE B o1 38 i

() {& AL ( Personalization ) : iE T % & 5 & < Ak Fe (1 BI(E A0
AL B BUF A D4 > Dhae T2 2R E s 1y 3 =
i & °

(71) {7 (Payment): E B ER R A LLE B EH R HAME T
B2 T EFEEAL BUF A D8 us B3R -

(73) 128 (E-Participation) @ 12 B E KR 0] DLE 48 & &
BETEILEZSBEBFELRRE NG L¥m @ LELFEE 8
FIEME T HRE -
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BE R
= 1 BB & B AR B EL
% AN Bl P& e — FE B — FE = P& E% g fEE: A P& Be 7S
= 8 5 EEHES KPR
Layne E1 Lee 2001 EH e vertical horizontal
catalogue transaction . ) . )
integration integration
Andersen Bl Bz 8 > 2 %
SR OS 1 2006 | S A S .
Henriksen cultivation extension maturity revolution
i 2 B € W 2 | b ER | AEEEN | KSEKER | BERETeES
United Nation | 2001 | ™" & ’j = emerging enhanced interactive transaction seamless
HE presence presence presence presence presence
l:l} N AN
Alhomod et al. | 2012 =5 _ E@J. X%. =
presence interaction transaction integration
B 7 S S
Hiller & 50 i %5 g 261
2001 . . two way . . . .
Belanger information N transaction integration participation
communication
Almazan 58| 5000 | mpgap 25 5 _aE e _EE el
Gil-Garcia presence information interaction transaction integration participation
Gartner group 2000 Wi = 5 5.8 X5 Ba
Web presence interaction transaction integration
B oyl 75 1% 4
e A H [ o gFAN
West 2004 £ [ E-Z = A partial service | . =™ _ E@J.
billboard . integration interaction
delivery
R 1 0 55 o S
Moon 2002 E 5 information two way ) ) ) —
) . . transaction integration participation
dissemination | communication
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A Fa B R e B — FE Bz — fEEE= ¥ B Y fEEE R F& EE 7N
% 2%
World Bank | 2003 "= L5 25
publish interact transact
SEOH - e N 5 4 B £ L
| AT emaers | wmxs | SEMALE | ADBEAL | HEEHEES | oo r IR
Deloitte Ei 2K 4 ) ) : full integration
2000 e er Information two way Multipurpose Portal Clustering of .
Touche LS ublishin transaction ortals ersonalization | common services and enterprise
~ EH P 9 P P transaction
% 2%
Howard 2001 m= L5 25
publish interact transact
&2 . HARE
g Z5 sy A
Shahkooh et al. | 2008 online . E@J. S = digital
interaction transaction integration
presence democracy
FE 6K RE & iEY i i £ Bl B i 1% J i N AEHY 2 Bl
Lee B Kwak 2012 ZE ] initial data open open ubiquitous
conditions transparency participation collaboration engagement
Chandler i 2002 =%l O E L5 BE
Emanuels information interaction transaction integration
. R =
: AgEs 2T <L Ba .
Kim Ei Grant 2010 s 5 . E@J_ X%_ =R continuous
web presence interaction transaction integration :
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B8 T T 1 R AH A B A S AL B R A E Y REAE AU AT 0 HEE
JEH /b o Valdés et al. (2011) =25 T 418 J1 il A8 B ( Classic
Capability Maturity Models ) ~ BN ER il & K #1 % AR 755 1% 25 B 857 BUIY
HYE B A ~ B U aT SR 2 BB 40 (Holistic Approach Models for
E-Government Projects ) ~ 5 fir BT 2% fe B 1 Y DL fe — e HoAth fy & & 5
A EERBI A B AR ER > B o IR — o B R A 4
B B R NS B A (208 E 8 ) -

BT HBEGE SEEENHEKRTE - TEMEHE - BEEEE A
B8 PR S TH > A5 b 4H Bl T 2 SR B AH B TR A AT A% B A 4 i BT i 2R
FERY RN EETT A » A EBEANFW T (Iribarren et al., 2008; Valdes
et al., 2011 ) :

(—) B B s MS H /] ( E-Government Strategy )

A% TH] 7] SR B S A% B 4H & 1Y AE 7 B B BT SRS R = Y — 2R
J& o MR RIEEER o K BR GH &% e 5% A — (I B ERRE S SR B S R TR 00 JH —
B HEaXREHA -
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FRBAHSAEE 5 - EBRIBEB I BHEHE A AR
ER > HEIE AL BT ECRRfFF— 8 - HEZEEBI T
AMEREE (1) AFEMEACKEGIFEHEEESAES
RS ~ AL BT M ERBRBCRARERE - (2) B BUM B 5
BLZE S RIS Y — 2R 1T - (3) B fir B iR == B B 22 &8 L B
KRB —HEE - (4) BRBE - ATERMEEE K
I B ] o B BURF BSR Y — U2 T -

2~ DEEFEEE (Enterprise Architecture Strategy ) © 1% R W 7H
Hoo BN EREEERRE  HEE A (1) BEEEYN
FHEELSG - (2) BRREFEES - (3) 2EHFESFHHEMY -
(4) IRBHEKIEFHAERE - (5) RERBNER -

3 HilBl &M EL4H 4% (1T Management and Organization ) @ f#
[o8 4 48k Y &5 A 00 2 A IE A B 7T B SRURE RO Y SRS - SEHRF B By A%
» R 5 i i BN S R B B B SR R s H AR o Hiffr
ENHARA (1) BEFEER T HEH E &R RIS B¢
BB R T BB E S - (2) 2EFAEANE I XF
& R R AL B A i DL 3 R B BUR Y AHBAET & - (3) B & F
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BHEMHEE ~ SRE R AR o NI A 2 BT —
RiE o EETHEMETERE R RENERENER > LU
PR B EHRHRE AT DUZE £ THETAY &5 2R - i AT DURY (s 4 & Y Bl R R
H 2 Rl HY R 25 Bl o0 1Y AR T B S

EE B ZE R (1T Architecture ) (1) & B R S H5 8
r B3 EERE - BfEERE - 5t - @tz et -
(2) BBk £ BT FEERAHEEREE -

Fe& 4 & flJE & B (Portfolio and Risk Management ) : (1)
PRl S E B IE 5 s E - (2) A HEHEIEH
HIRCRE AT 6% - IHF AR - (3) FREFENTEFE
JE B FY A2 & -

Eillk Bk % (1T Services Delivery) : (1) w2 H ARKE
EHNE R > R4 &7 A 2R DURE OR IR 75 A1 & s R 2
FEARBENLE - (2) EH MBS AR RE KER# -
(3) BEEGEEEANEFRKEHERBEIEXLRENEE -

& F A& (Asset Utilization ) : (1) HEBAHSKEEHT AV E
AR &R e AR B IH BRI SR - (2) 1R 4H 4% 11 K
BEPH S AR E AN INE BB EBRENM - (3) FaH#En R
R - (4) EFLRENEHEE - (5) AR ERREME
HEMRP R EENEE -

(=) MIEE H (Process Management ) : # B 4H &k 00 H 2 H 2 49 1Y

1 -~

RE TR HA DUMAR Ry BEBEAV &5 18 > A R AP &C 8k AV XM ~ B AR
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PR & E Bt T S mE R ERE > MR EE L
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EBMZEH (Business Process Management ) : 14 28 4H 4% &
EEANEBEENEFRE RZE LBy -

GAE M (Performance Management ) : (1) % [ 4H 48 75 12 M1
= pFME - BEEZEERITEELERNEZ09EE - (2) H#EE
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(1)F B4 30 b B 4 AL R 12 2K S 5 3 IR % B £ SE Y B %5
Wik - (2) HRBEESEREIERELENHNETHE - (3) F
EHESETHAENE F LEBRLFHHR K EAERED
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4~ Hi@EME (lInteroperability ) @ (1) % [ 4H 45 5% 7% SR BL AR RE
BIRIENEBEEGER - (2) &2 LD BT RFEEFESINE
EMUARBRETANEH ZEE - (3) EMFily LG @ EAIE
S BEES - AR TE s BERE - ERES - BRAA
BALME R ~ n[ i EMNZE 25 -

5 JEMENE (Compliance): (1) 7F & 8L BUF NN FR &0 ~ 12
FP~ BURINAETE  (2) 17AE 2 %9 1Y & R 2K 175 Bl % R 4H 4% 72 78
A ER R & o (3) F71E 18 & Y 245 Bl F8 it 2K 55 B 4% B 4H 4% 2 18
A A& B

6 - ZFeHl LS+ (Security and Quality Assurance ) : (1) fFfF
EXmE RS 248 0 BEHEFREGE —SAVHAMBEEE > D
RERBNFESRE - (2) FAEERXAFE LT EENEH
ZEEHA - (3) WERBmE T T H &Lt S
HERBATIEE -

(Fd)y N=E14H 4% 55 17 ( People and Organization Capabilities ) @ 2
& T 1) 25 S A A B 4H 4% T DA HE B B0 BT N B B AH 8% T
[ HY &

1~ EEShm B8 B2UF T B (Infrastructure and eGov Tools ) :
(1) ARZ e eet - EA -~ LA BUFIE RV E A E
FARATLEHBEFE /A > WWTERE  EFXE - - EF%
S N E - (2) METENGFERFEHREZER > 1N T
2 . p¥EEJFEHRE (Enterprise Resources Planning ) ~ it JE g
& (Supply Chain Management) % 24t T.H - (3) 4% Fk
BRTHRAHBERENEEMNEAEE > &R F O - 485 -
Ak es % -

2~ M3 ( Knowledge Management ):( 1 )4 [ 4H 4% 77 7€ BY 3
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B 4H 45 17 11 & 12 # 1Y & SUR} o0 5 R 52 it 20 A e 3 8 1

3~ ANJIEAR (Human Capital ) - ( 1) 77 1E HE 0r 2 82 B BUR A 1
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BEAIEE VEEIVE - 815 BUN PR 4H 4% € ol g ar Bl
fir B JRF 5% J2 il 2N B B 45 22 F% (Iribarren et al., 2008; Valdés
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Mg HES BA17.5%0N 25 S RHABRZXN ~103%N25hE &
KA—X ~T3%N2shE "EHEEH - 1L.9%N25E "TFEAEH -
0.5%1%ZsiE " BEARE —X > RAE21%NZ5HE " RRAKLHE  E
FH 4% 28 SRR3R A1 Tk 4% 5 48 IR 5 2 P 5 Al 21 09 4 BR 5 R B R Y K
BAIER > H66.3%12Z5iE T HFRAMBRERX - 147%1Z5HE " S K
F— -~ 10.4%1255% " SHEEAH - 45%0N 2% "SHEH -
LN ZahiE "EEAARE —RR > HAEL3NWNZE " HAKLH | &

P & | 3 SR RS R B0 N T &%

MHVEETHR -

A QEEEKEER SR EER

R 440 NBRB A 3—(E A QR LA G A B & By IH R

H2-4 FHEEEZA—REH T4 LEAE (0 Line ~ What’s
App ~ Skype ~ Messenger ~ Instagram) ; F15] A BE4& ?
1 FEEEEFE A R
(n=1,048) (n=1,077)
WG H 22 (2.1%) 14 (1.3%)
HEH A F—=X 6 (0.5%) 21 (1.9%)
& HE# H 19 (1.9%) 48 (4.5%)
& E A 76 (7.3%) 112 (10.4% )
FERA—XK 108 (10.3%) 158 (14.7%)
FRHIRZXK 812 (77.5%) 714 (66.3%)
EE -- -
AHIE TE T 5 (0.5%) 10 (0.9%)
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o
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R T8N ZEHE B RA—R ~22%N 2 & SHEEH - 12.4%
Wzehs "HREH - 18.8% N2 E T HE A RE — K 0 22.1%HY
ZaiE TRERGHE ) A ERERE R S MR AR RS
FIEBREAETNEEBRIE R > B24%N2iiE "THERXRAMBREZ X -
12%M 2355 TR —X -~ 19.6%0255% TEHEE A |~ 13.4%/0
e " EHEH - 20.6%N 2 E T BEH AR X 0 7T.1%8 25
B OWRARIGH ) EHEE FRERESRE S -

BRSO ) AE TR R A AR
BRI EL EEEEEE VRS - A SRR R
SHAGE AN CEEREAREE - A EASR XL -

® 451 KRBk 4 B LR RSBy HE=R
Ql6E M » BWPHZA - REFELEHFHEM FRMAESKES ?

1 FEBEHFAE PR E
(n=1,048) (n=1,077)
R GH 231 (22.1%) 77 (7.1%)

HE H A F— X

197 (18.8%)

222 (20.6%)

& H A

130 (12.4%)

144 (13.4%)

7 35 A

231 (22.0%)

211 (19.6% )

82 (7.8%)

129 (12.0% )

BRH—K
BRAMRZ X
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258 (24.0%)

EE -- 2 (0.2%)
AHE =i T 7 (0.7%) 34 (3.2%)

BRAR : RetE TR -
i EHHERENEETHE  EEESAEETNEEHE -
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BRI E T > 52.8%0 28 E " B RHREZ R - 2.5%1 25
FH TR, 161%0N 2% " FEAH - 174%025F T F
HEH 5~ 25.9%W 255 % ' BEH A8 — XK, EHIBWHZHHE " 1L
A2 H ) MR RS E SR AERYE &0 5 48R 58 A P B2 2 AY 44 B
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g RN BRI E CRTAIERY/E A

BRENsS  AEBAKRU ENRBEERKLAXEEAAE G
FEA S B Ean > bRl R - S EEE ERAEH C AT AE Y 7F fnHY
EE B AN S5 R 2 A0 3 f (R HY

46 0 NFRBH R S—EHER ERAEEMAVEAR
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1 FEBERAE HpE A&
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& FEEREHAE e E
(n=1,048) (n=1,077)
ARG H 259 (24.8%) 127 (11.8%)
HEHEFE —X 217 (20.7%) 379 (35.2%)
& B & i 181 (17.3%) 189 (17.5%)
FHEEH 238 (22.7%) 211 (19.6%)
FRH—X 54 (5.1%) 58 (5.4% )
KRB X 89 (8.5%) 70 (6.5%)
NHRIE TSEL T 9 (0.9%) 43 (4.0%)

BERAR : RetEETRHE -
i EHHEREHZFETHE  ETEESHREZETNERKHE -
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FEHE TAEERE ) HEEWEHE - BRI AETE
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AL 3% 2B B EALEE TR AMERE TLLIATHRERS | =
"LEDAmT PR EE — 2t 0 H40.1%0 2 ER R T EANE 98 A
40.2%Hy 25 FHR By T EEDIRT AN PREER %, B0 T EE AR A HREEIR %
s AT BRI R 2 E RV R AER > FL5%H 2R ER REE
EETILE MG LA R R % BT LEDIAT TR — 28 > H43.4%

WZeiEm R T EAE 2% 0 A3 ZaLE R R " EL AT

YEIR %, BT EE DLAT A R
RAEWE AEIL A g ZE

R% - &k LRTHL - A R A2 A #Y R
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1 22 y.
/:rk E/y[:‘j\ Y

Ry & L DUAT A PR &E S
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HLEEER —EREZE -

R4 AERBEE-EREAEEREREE

HA-1 MR HEE > B EETRGLEERE - BREBEARE?

EIH

(n=1,228)

AT
(n=1,077)

EE DUET A TREER %

184 (15.0%)

133 (12.3%)

b L F B % —

310 (25.2% )

244 (22.7%)

A

492 (40.1%)

467 (43.4%)

L Ll 4 —

108 (8.8% )

127 (11.8%)

EE AT R EEIR %

80 (6.5% )

35 (3.2%)

EE
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(n=1,228) (n=1,077)
AR 52 (4.2%) 70 (6.5%)
EHRARE : ArtEETEA -
SE (A I A AT 0 M R
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ElE "TERERE HEANEE > FTERBRTESRLTE
BUT A £ (1 B e 55 02 5 h e R AV 7R °K - @%49T%ﬂﬁm%§ {5
BB RENETEBFERGORBEIME T - ETEEHERT
R 2 AT 1%12.4%9’]EmEfﬁﬂﬁﬁﬁ(FTm1ﬁEﬁea?1b <
R FHRFEEGREEEELNEIEE - E11.2%H) R G (£ HBUT
fE LBy B B B RE R 755 > 1T Bb 5 48 it 5 2 P 2 Ml S Y A2 505 & 1 0 49.9%
ERAYGEHBEBUTRMENE T B RERE - BRARMNE G AR
Pl zaiE A AR AR > @EEREREENRIT > ATRER D 3
fefe il BUF R 0Ly E TR IR SR X - tE4h - S8 8 (8 F B BUF 2
HHE T EERRGRZETRE SN S2/\EJLRAEHER
A RS REFENSIFESE Y BURHB R B HE B <5
= 2 [ 5 AE Y A R R R oK e s R

KA BERY ECYEABBNRENET LBRRE ? 2SI
7

IL-IERESEABBNRENEF LERRE (Hla: EWMKEE - &

MERNBEERE) ?CHRBNRERREREANETF LERRBE A
WE?
. FEEERAE FHRFE M A
(n=1,048) (n=1,140) (n=1,077)
JEERNmEZ| 6 (0.6%) 3(0.3%) 12 (1.1%)
= 5 (0.5%) 15 (1.3%) 61 (5.7%)
=y 92 (8.8%) 83 (7.3%) 375 (34.8%)
il JEEEE | 21 (2.0%) 20 (1.8%) 67 (6.2%)
e 1(0.1) 0 (0.0%) 1(0.1%)
R 1 5(0.5) 7 (0.6%) 21 (1.9%)
eA 917 (87.6%) |1,012 (88.8%) | 540 (50.1%)
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RS0 R Z 50 R AR F R T BUN E % 15 18 B 1 R 4 I e g 12 Ot B8
s > KNS R(CREREGS  BaiegE 5 {E B RE A
Horbb - (£ Eah i & A 2 M B Ay 255 & 0 5 2 84.5% Y R A E
T IERZ B T R R S i 12 St R e RN E S e (LAY S i 35
PR E T EAYER A 0 (E10.7% ) R RN AN E R -0 & A
Ry 25 HAEE R AIE R > 86.0%HY R R E B BUN ME% & B E T M4
e LB > KNEERLCHFRSES  BalkEE HE
2 11.0%A [F] 75 5 48 38 & By 2 i 2 1Y 2 575 & 1Y &S R AR > 84%HY R
MEREBNEZERE T HER KRR FELS  KAESEKER
RS EESREEHE > E6I3NAHEE - &% LAl - EEHNE
MBUF R &E TR BRI R - HEZHREEHBUSF R KERE
TR H RS RENSR AR EEA - TR RRE
Bk B R FE 2 FEE = (B FR =B APIFIE A e A EA -

R0 BERE :  ECEEBRNEZERAET RERFHERLERRE
e KNEEERENZRRES  BEREETE

112 AFABBNEZEZEE T AR AR RER REE

HiRENRE#ES  BRREETE?

U EEEEFAE FHFEE P E
(n=1,228) (n=1,077) (n=1,077)

EHAEE 35 (2.9%) 32 (2.7%) 13 (1.2%)
REE 96 (7.8%) 100 (8.3%) 55 (5.1%)
B 552 ( 45.0%) 575 (47.6%) 711 (66.0%)
EHEZ 485 (39.5%) 463 (38.4%) 194 (18.0%)
& 6 (0.5%) 2 (0.2%) 1(0.1%)
1 53 (4.3%) 35 (2.9%) 103 (9.6%)

BERAR : RetEETRHE -

S o o o A A O T A -
o~ TSR (B E A E R R

FEHE T AKEE BEEVEHLAWE > R RITEE
o EHEEETEERENHEE -  ARSITHNZHREES IR 17
B e B d Ea LB a8 F S| ) WRESMEE It - EEE
shon EPT MBI Zah BT o RE T F ) T IRE R L ARG R
77.6% 0 R TJEE AR KT ASEE ) WRFE14.9% - TG E
P eIy =2 e & T > RE " SZF 80T IR SZF ) AVEE#I £ 80.9% »
RETIFEATR T AR ARG 12.0% - 4888 3 & A 82 E
Wy=zaig  RE TSR BT IRE IR BB B £586.0% - FiE T IE
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AT BT AR AR T.6% - BUR % By R SUE BT BUbE
B 4 B R AL BV U8R F @AY (E R o HoP SO LLE R (5 B R R
BEfEAR B R > & #86.0% BN & EIRHEMENEENRET K
RERN B RN EEEARZER -

F51: AHBRE  EAXFTBRERXRIZNNFTHEREEREER

BDL-1 ixRkBHHEHRL  r ERRATEZERE  TBRHREKEEH L
BRI THRGTEHBREE  BEXAZRBNEMEERE?
e FEFEBEERE FHRFEE HEEHEE
(n=1,228) (n=1,207) (n=1,077)
P N = 64 (5.2%) 43 (3.6%) 31 (2.9%)
NS 119 (9.7%) 101 (8.4%) 51 (4.7%)
¥ H 517 (42.1%) 549 (45.5%) 601 (55.8%)
JEH 436 (35.5%) 427 (35.4%) 325 (30.2%)
EE 10 (0.8%) 5 (0.4%) 8 (0.7%)
AN HIE 82 (6.7%) 82 (6.8%) 61 (5.7%)

BRI : RetEETRH -
i EEESEHEETIEEE -

HRS2AHZHIRAEBEER " T A E $# L3I B ¥ H &
HEE ) R OMEE o -  EEEEHAEEERNZET
REFBAEHIEL18.5% FHFHAEHMIIN 258 > FHEAEHEE
CEGLFET - (£16.1%: MARFEMBEMBE N 2% > HBEBEILLH
= E64.1%  HURNEEHEIEHERENREENRT HELEENBTE
TAERBHIREE - I A EEERL - FHRAERREET > §EB
B EEBNRR - &4 &2 Tl Iy R R EE & B H & E
HEAEEIEE AR - 45 LA o BT B E B E M EE R
RBZERERE > EEBEBENRSBERYFEBANHEHESEFEEDN
R HP LUEERTFREEEBIRKES > HERENBRS
Y B RR E AH BE o R RE B A R 2 B B ASE Hr ] 7805 & A i KAV B B -

MIFRIEE ~ AHE R e A HERENSFEHEFEENRE  YHEANRAE 52
HGZ 50 # 18.5% » H  13.6%FR A ED (10.1%) =IEHE A E B (3.5%)  &E#
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EEENRRENRS R RE -
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BDI2 R G EBNRFHEFBEE KN EEFEEHCRESEER

Bh ?
. FEEBEHERAE FHHFEAE M HEE
(n=1,048) (n=1,140) (n=1,063)
JEEGER | 21 (2.0%) 4 (0.4%) 37 (3.4%)
% E Bl 30 (2.9%) 39 (3.4%) 131 (12.2%)
HEH B 106 ( 10.1%) 95 (8.3%) 425 (39.5%)
" JEEAEER| 37 (3.5%) 39 (3.4%) 88 (8.2%)
EE 1(0.1%) 0 (0.0%) 0 (0.0%)
RNHIHE 7 (0.7%) 7 (0.6%) 14 (1.3%)
] 846 (80.7%) 956 ( 83.9%) 382 (35.5%)

HRACR | A E O TR -
S SRR AR R TEE - TS A -

o~ THERE ) EEEEEERE

FEHE TR ERR, HEEWEE > BRSSTHMERERE BN
et E 2 N TEZ (AD BRE (BB RBIREES A~ 50E
R EEEEE T ) A REOMBE Tt - ETEFHE T
mEiry AT > ATT3%NRERR TRE ) T EERE ) BUSE
ZIEHEESZ ALTERE (AD RS - Zorn T AEE, " IFERFEE
HYEE B R 17.5% - TG E TRy 2 55 & 4 > A71.0%HN REF TR
"TEEL R TIEEERE ) BUFEZERES ALEE (A (RS -
Ko T AEE T IEEANERE S AL B 23.0% - B 52 498 3 & T #E
fEIH 2 E T > AE36NNRFEFR R THEE ) N IEERE ) BUTE
ZIEHEEZ ALTERE (AD RS - Zorn T AEE, " IFERFEE
HYEE B /5 12.6% - &7 Bl ZBRBEHENBUFEZRZEES AN TE S
CAD) B & IR 555 SE 8 BT A YRR TEE - & R 4 % O 2 B U 3B 7 BUI B
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ETIAASR "BUFEZREES ATER (A RS (08K
BMAESA RERBERBEFEEETF ) . EEHFTEAEEER

‘2
s E EEBEHAE FHAE MR &
(n=1,228) (n=1,207) (n=1,077)
JEH REZ 46 (3.7%) 65 (5.4% ) 19 (1.8%)
REZ= 169 (13.8%) | 212 (17.6%) | 116 (10.8%)
Eb=S 634 (51.6%) | 626 (51.9%) | 671 (52.3%)
EHEE 315 (25.7%) | 230 (19.1%) | 122 (11.3%)
& 3 (0.3%) 5 (0.4%) 6 (0.6%)
L] 60 (4.9%) 69 (5.7%) 143 (13.3%)
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Mo HECEETHERENARPZE  Hb a3 @K & ET
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TR JE HY 4 B8 BB REAR » M RE T AR IR E E L & FAYIRE » KEE
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28BS (R EE E a2 R > g 8 H
gz FHEE R AR RA > WA ER 2R ECEDZFAE
FIRERE - WAL —EAEFEE T ANHEGS R b -

— TERFEE, AEERLE

£54RTHE MO EHREE  ORBSFRE - EEE
AT E R (P A% TS EEA R (), M
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MH0.4%Z3% M Rl  HORENAUZFEKRE L THAS
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B ERAHEE > 2B~ A~ T EHEAFHRFEE T > ZERRE
W BB ENESIHE RS > H12% > EXAT/REHHE > 156% -
W2 WEAESEE—F o B2 & Y B O AE B B 2 A
RHY o M f 0 A S 38 EBF G > Eb B8 52 T 5l A 2 B T G A B A B
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K54 EREE 1I-EZIEREE
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45 - - 7 (0.6%) | - - -
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o5 (11.9%) | (29.2%) | (22.7%) | (13.9%) | (13.7%) | (8.7%)
2016 92 195 241 222 222 275 L 246
(7.3%) | (15.6%) | (19.3%) | (17.8%) | (17.8%) | (22.1%) |’
2017 85 316 277 253 175 138 L 244
(6.8%) | (25.4%) | (22.3%) | (20.3%) | (14.1%) | (11.1%) |’
2018 80 259 274 258 179 154 L 204
(6.6%) | (21.5%) | (22.8%) | (21.4%) | (14.9%) | (12.8%) |’
2019 79 226 233 267 224 179 1 208
(6.5%) | (18.7%) | (19.3%) | (22.1%) | (18.5%) | (14.8%) | '
2015 5 56 155 152 78 24 470
(1.1%) | (11.9%) | (32.9%) | (32.3%) | (16.6%) | (5.1%)
2016 36 215 354 307 164 65 L 141
(3.2%) | (18.8%) | (31.0%) | (26.9%) | (14.4%) | (5.7%) |’
e 36 371 150 64 26 14
i 2017 (5.4%) | (56.1%) | (22.7%) | (9.7%) | (3.9%) | (2.1%) o6l
2018 29 260 336 305 98 52 1 080
(2.7%) | (24%) |(31.2%) | (28.4%) | (9.0%) | (5.0%) |’
2019 13 184 431 283 93 34 1 038
(1.3%) | (17.7%) | (41.5%) | (27.3%) | (9.0%) | (3.3%) |’

HORACOR © R TR -

*ARCHRERE

(Z)YHAERE

HEEETH > KRB S FHEGRAFIKFEM - A& E
THEIEHAE - FRFAENEBFE T EAMEB 2% > 2 UER
RELDEERANRRHE =T E T EE R BB IR 25 &2

EHERRELLE > I E 45

i A e T S 2 86.7% -

R EGERETIER > IR R ETCESREEEBI RS
BREREYERR  HEL64%NETELFE 2 EZ2E HE ) T L
T FHEH AT 11.8%HY 2 55 F B R B ) o UT 5 T A S 3 A U5
[EREE PR D BRIV ) P L N 22T E ((EH1.4%) KNILES

W AT SRR E R T W > EREE -

130




FEUE BAEE N

SE (E SR AR 5 0 1T

RB2: AEFEN AL -BEBRZHAERFEE

FEFEEGELLR-BRZHERTEE

. INE R . 'R/ KX N
A HE & = EET >
£ BT ] B =0 =)
146 129 310 428
2015 1,012
(14.4%) | (12.7%) | (30.6%) | (42.3%)
300 148 349 482
2016 1,279
U (23.5%) | (11.6%) | (27.3%) | (37.7%)
%gifigﬁ”” 2017|689 687 2,224 3930 | ..
T : (9.2%) | (9.1%) | (29.5%) | (52.2%) | "
96 92 352 665
2018 1,205
(8.0%) | (7.6%) | (29.2%) | (55.2%)
95 107 379 647
2019 1,228
(7.7%) | (8.7%) | (30.9%) | (52.7%)
62 86 318 739
2015 1,205
(5.1%) | (7.1%) | (26.4%) | (61.4%)
178 161 390 555
2016 1,284
(13.9%) | (12.5%) | (30.4%) | (43.2%)
43 80 321 800
s 2017 1,244
TR (3.5%) | (6.4%) | (25.8%) | (64.3%)
51 80 339 734
2018 1,204
(4.2%) | (6.6%) | (28.2%) | (60.9%)
56 87 340 724
2019 1,207
(4.6%) | (7.2%) | (28.2%) | (60.0%)
4 7 59 399
2015 469
(0.9%) | (1.5%) | (12.6%) | (85.1%)
20 37 190 1,204
2016 1,461
(1.4%) | (2.5%) | (13.0%) | (83.0%)
1 8 26 622
W 2017 657
A (0.2%) | (1.2%) | (3.9%) | (94.1%)
5 20 169 886
2018 1,080
(0.5%) | (2.9%) | (15.7%) | (82.0%)
7 8 128 932
2019 1,075
(0.7%) | (0.7%) | (11.9%) | (86.7%)

BERAR  AetEATRHA -
*ARFRCHERERE
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(PO & {E H

FEIEERTTE T > REBFRETEHLMAE ~ TR EHEKHFEE
FARTHE B R A BEERA EREESEE o 2N AR
FHRE A EENZYE o HEEEN T MEEERRERN >
FEEEE B ZaE T > BEEAEILILEER X F25.4%5 5 F 1Y

35.1% > BEAN4Y 101 & 47 BE > S EEEE K -
=83 AEFEFELELK-BESHEEEHE
AEFAEHFZLER-- BB ZHEREEIE
N . . =R . N
RE A EE| JbdEE MEAT B hER EEFH HIGLKE |4&:t*
TEE
2015 307 153 195 148 164 44 L o012
(30.3%) | (15.2%) | (19.3%) | (14.7%) | (16.2%) | (4.4%) |’
362 150 273 241 195 59
2016 1,280
B 5 070 A0 070 .070 270 .07
(r (28.3%) | (11.7%) | (21.3%) | (18.8%) | (15.2%) | (4.6%)
& 2017 2,443 1,148 1,466 1,170 1,191 112 7 530
( Fn (32.4%) | (15.2%) | (19.5%) | (15.5%) | (15.8%) | (1.5%) | '
E
fE) 303 187 274 175 199 57
2018 1,195
(25.4%) | (15.6%) | (22.9%) | (14.6%) | (16.7%) | (4.8%)
2019 418 195 209 154 175 39 1 190
(35.1%) | (16.4%) | (17.6%) | (12.9%) | (14.7%) | (3.3%) |’
2015 379 192 235 183 169 39 1196
(31.7%) | (16.1%) | (19.6%) | (15.3%) | (14.1%) | (3.3%) |’
2016 387 195 246 187 215 56 1 286
(30.1%) | (15.2%) | (19.1%) | (14.6%) | (16.7%) | (4.4%) |’
N 388 198 221 187 209 27
F%H A& 2017 1,230
(31.5%) | (16.1%) | (18.0%) | (15.2%) | (17.0%) | (2.2%)
2018 432 200 217 140 161 32 1 182
(35.9%) | (16.7%) | (18.1%) | (11.7%) | (13.3%) | (1.6%) |’
2019 421 186 240 161 178 28 L 214
(34.7%) | (15.3%) | (19.8%) | (13.3%) | (14.7%) | (2.3%) |’
194 66 62 52 84 13
2015 471
(41.2%) | (14.0%) | (13.2%) | (11.0%) | (17.8%) | (2.8%)
49 B gE &
2016 461 232 281 198 251 46 1 469
(31.4%) | (15.8%) | (19.1%) | (13.5%) | (17.1%) | (3.1%) |’
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AEFEFEZLEE - BESHEREEHE
2 4 2 Taﬁ - 2
WE A ERE| bR | e | ek | BEEg | BALE |4t
v B
228 83 114 93 112 27
2017 657
(34.7%) | (12.6%) | (17.4%) | (14.2%) | (17.0%) | (4.1%)
2018 401 142 209 132 170 26 1 080
(37.1%) | (13.1%) | (19.4%) | (12.1%) | (15.7%) | (2.3%) |’
2019 399 143 192 120 199 24 L 077
(37.0%) | (13.3%) | (17.8%) | (11.1%) | (18.5%) | (2.2%) |’
LRI E - A EE TR -
*ARECHRERE
(71.) 3%
i EMFERERFH  FL4F R FEEZESHFAEIL 7> FFE
BE B I A P B Y B S B 4 B K R AE CL A REARDL > T A I A A S Ao
REFEGH BT T HAEME > WEFTEMELE > KBEEHEL - (&
FHBINREERR D MEKEE EREEREINELNTEET
Eﬁo
x84 AEFBHELLR--BEZHERFE
AEFEE R ELLE-- BB 25 &H W E
E RN FE BX | £E R%E | BM N
. FEE — ~ - . BT | B4 EE RE (@G
73k AB | AB | AB | AB | AR
118 55 185 38 65 111 | 119 3 593
2016 1,287
9.2% | 4.3% |14.4% | 3.0% | 5.1% |8.6% | 9.2% [0.2% |46.1%
= E 2017 720 636 | 1,488 | 536 | 145 | 741 | 650 | 11 |2,510 7 437
i 5 9.7% | 8.6% |20.0% | 7.2% | 1.9% [10.0%| 8.7% |0.1% |33.8%
(R 75 103 237 99 22 132 | 125 3 398
. 2018 1,194
FE ) 6.3% | 8.6% |19.8% | 8.3% | 1.8% [11.1%|10.5%[0.3% |33.3%
98 108 212 105 35 115 | 134 2 414
2019 1,223
8.0% | 8.8% |17.3% | 8.6% | 2.9% |9.4% [11.0% |0.2% |33.9%
175 101 279 90 27 | 136 | 193 | 15 | 270
2016 1,286
13.6% | 7.9% |21.7% | 7.0% | 2.1% [10.6%/15.0% [1.2% |21.0%
FHEEAE | 2017 | -- -- -- -- -- -- -- -- -- --
85 136 298 129 8 160 | 147 | 12 71
2018 1,182
7.2% [11.7% | 25.2% [10.9%| 0.7% [13.5%(12.4% [1.0% | 6.1%
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AEFEAEFELLR-- BB ERE
FE FE  BEE | K£HEH R¥E | BMX N
. FRE - _ - =l BT | B4 HE | RE (@EET
PRz ABE | ABE | AB | AB | AKX
149 | 145 | 229 | 146 | 25 | 151 | 124 | 10 | 217
2019 1,196
12.5% | 12.1% | 19.1% |12.2%| 2.1% |12.6%10.4% |0.8% | 18.1%
9 238 | 295 | 190 | 10 | 188 | 184 | 12 | 351
2016 1,477
0.6% |16.1% | 20.0% |12.9%| 0.7% |12.7%|12.5% |0.8% | 23.7%
19 93 156 | 26 4 79 | 191 | 9 51
2017 628
T 3.0% |14.8% | 24.8% | 4.1% | 0.6% |12.6%|30.4% |1.4% | 8.1%
WA A 92 171 | 274 | 115 7 | 181 | 85 | 13 | 63
2018 1,001
8.7% | 16.4% | 26.0% |10.8%| 0.7% |17.0%]| 8.0% |1.2% | 6.2%
71 | 167 | 308 | 138 7 | 171 | 54 9 | 131
2019 1,056
6.7% |15.8% | 29.2% |13.1%| 0.7% |16.2%| 5.1% |0.9% |12.4%

BRI AstEETRE -
*ARERCHERERE

ZEBRER A - @RERE

Rl — /N B O BT ) 9 2 7 R B 2 B A
R AR LA E AR o AN — R % R A
oG 4 G PR 0 3 BT R R B 5 P M T 4B 1 I
i 1 (B0 A 48 B PR L5 A 520 0 BB 42 58 S EL 2 53 4T -

(—) HEFI

1 48 [0 P 0 e BT 2+ 92 BBME T T 08 2 T L 2 0 B 8 % 19
5V 486 (7 PR 2 T o 7 A 2 LB P O e T % 6 2 1
QRGP - AE (RS P o R A O L (125 B 59 4 B AE 10
B 2T 5T LAY ¢ T T A o o BEAR A0 L (U R B WA » 2R EAE
201647 71 6% 1 % 2 £ #914.2% » IR I 5t e 3 i (1 28 I T o+ (5 3
5 ] LA B RR U B AR K B o T A BB SR o+ R 5K B 9 L B
7 49 e FEAE 1000 B 47 BE DL b > 7% FLEEOK 1y 22 4E 19 0.6% 2 1 5 5 4R 1)
10.6% + 18 7% H 48 B 59 25 17 2 O H 52 Y B AR 45 7 -
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FEUE BAEE N

SE (E SR AR 5 0 1T

AEFEEH AL --HEEEEHEER
HEHE | FE B4 ZH et
2015 | 313 (45.1%) | 381 (54.9%) 694
EEEE | 2016 | 341 (46.2%) | 397 (53.8%) 738
#&= (Ff1 | 2017 (2,789 (44.7%) |3,456 (55.3% ) | 6,245
T ) 2018 | 473 (45.2% ) | 573 (54.8%) 1,046
2019 | 505 (47.0%) | 569 (53.0%) 1,074
2015 | 615 (58.8% ) | 431 (41.2%) 1,046
2016 | 491 (49.2%) | 506 (50.8%) 997
FHEHA | 2017 | 667 (57.1%) | 501 (42.9%) 1,168
2018 | 654 (57.5% ) | 483 (42.5%) 1,137
2019 | 646 (56.7%) | 494 (43.3%) 1,140
2015 | 177 (37.6%) | 294 (62.4%) 471
2016 | 605 (41.7%) | 846 (58.3%) 1,451
dERgIEA | 2017 | 263 (39.8% ) | 398 (60.2%) 661
2018 | 486 (50.3% ) | 481 (49.7%) 967
2019 | 481 (44.7%) | 596 (55.3%) 1,077

HORACOR ¢ R TR -
% B HE b R 1

(Z) F i

WS L E R EE T > R 86H A - MBS ESEAE (Ea
FTEEEHE - THFEE) BERHEE - SE & P 2B RS 5075%
DLE By 4 Es (55 & > AT A IR R I 4 % 5% J e 17 Bl B B (52 A H
KR 2L
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# 86 FAEMAENALLE --HREHRNELR

aN G FWaR o Sl S e 4

MESTE |4ERE | 15-19 8% | 20-29 5% | 30-39 3% | 40-49 B | 50-59 3% |60 pE LA b | 4EEt*
94 114 125 179 122 60
2015 694
(13.5%) | (16.4%) | (18.0%) | (25.8%) | (17.6%) | (8.6%)
89 134 114 154 147 84
2016 (12.3%) | (18.6%) | (15.8%) | (21.3%) | (20.4%) | (11.6%) rzz
. 0 . 0 . 0 . 0 . 0 . 0
EEESE
i 490 720 1,093 1,422 1,388 1,132
A | 2017 6,245
e (4.8%) | (11.5%) | (17.5%) | (22.8%) | (22.2%) | (18.1%)
= 88 146 168 226 204 214
2018 1,046
(8.4%) | (14.0%) | (16.1%) | (21.6%) | (19.5%) | (20.5%)
08 132 156 199 223 266
2019 1,074
(9.1%) | (12.3%) | (14.5%) | (18.5%) | (20.8%) | (24.8%)
143 346 265 146 102 44
2015 1,046
(13.7%) | (33.1%) | (25.3%) | (14.0%) | (9.8%) | (4.2%)
90 193 232 197 145 96
2016 953
(9.4%) | (20.3%) | (24.3%) | (20.7%) | (15.2%) | (10.1%)
. 85 316 276 247 155 89
FHEIHAE | 2017 1,168
(7.3%) | (27.1%) | (23.6%) | (21.1%) | (13.3%) | (7.6%)
80 259 274 253 157 114
2018 1,137
(7.0%) | (22.8%) | (24.1%) | (22.3%) | (13.8%) | (10.0%)
79 226 231 258 215 131
2019 1,140
(7.4%) | (21.0%) | (21.5%) | (24.0%) | (20.0%) | (12.2%)
5 56 155 152 78 24
2015 470
(1.1%) | (11.9%) | (32.9%) | (32.3%) | (16.6%) | (5.1%)
36 215 354 307 164 65
2016 1,141
(3.2%) | (18.8%) | (31.0%) | (26.9%) | (14.4%) | (5.7%)
s | 2017 36 371 150 64 26 14 w61
AR (5.4%) | (56.1%) | (22.7%) | (9.7%) | (3.9%) | (2.1%)
22 231 301 283 87 43
2018 967
(2.3%) | (23.9%) | (31.1%) | (29.3%) | (9.0%) | (4.4%)
13 184 431 283 93 34
2019 1,038
(1.2%) | (17.1%) | (40.0%) | (26.3%) | (8.6%) | (3.2%)

BRAE - AstEETRHA -

*ARERCHERERE
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(=) HAERE

HERE | > RETEURA[F F8 & U7 74 5 Ml 1Y 48 % (i 4 =& DL R
KRB EEEES - EEEEHAETREAGSEHELEHO > MEE
Bt A EREHHEBENE R DU TR & - (€ RFEER LI
B TGS ] DL B N A G B R SR B DA b B2 R Y 4 R (i
F & o T4 s EE A R AT DARE R B B PL BBy SR e R DL E B A 4
EEHE  BUREBHEEHR N EGHlE > TR B S2EAH

& (o & e

HIUE e IHEE SRR B S 1T

R AEFENT AL -EREAZEHFEE

AEFAEG A LB --EREHZHREERE

. . INEE - - B X N
=n§ S 57 = So | *
EhHZE |£E M X ¢ B I=il=ay = [ st
7 31 203 453
20151 1 0%) | (45%) | (29.3%) | (65.3%) | %
17 47 232 436
20161 5306y | (6.4%) | (31.7%) | (59.5%) | "2
T
GEwmEE, | 157 387 1.904 3797 | 5 245
(S e ) (2.5%) | (6.2%) | (30.5%) | (60.8%)
30 62 312 642
20181 5 9%) | (5.9%) | (29.8%) | (61.4%) | 104®
41 117 355 561
20191 ' 3806) | (10.9%) | (33.1%) | (52.29) | 1074
12 52 260 721
20150 1106y | (5.0%) | (24.9%) | (69.0%) | 1:04°
36 95 329 525
20161 3706y | (9.6%) | (33.4%) | (53.3%) | °%°
17 59 301 7901
s 7
FREE 12007 ey | (5106) | (25.8%) | (67.79%) | 1168
27 60 320 730
2018 (2.4%) (5.3%) (28.1%) (64.2% ) 1,137
108 358 644 30
20191 10.19%) | (33.3%) | (60.0%) | (2.8%) | 1140
2 7 59 399
20151 0.9%) | (1.5%) | (12.6%) | (85.1%) | “©°
20 37 190 1.204
s | (14%) | (25%) | (13.0%) | (83.0%) | M1
A PO 1 8 26 622 657
(0.2%) | (1.2%) | (3.9%) | (94.1%)
3 13 137 807
20181 0306) | (1.4%) | (14.3%) | (84.1%) | °°
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S e S BB S
AEHAEBEHZER--BEREHAELERE
e NER | ~ T
AR FE B B ¥ = o Bk = L 44t
8 17 181 869
20190 079y | (1.6%) | (16.8%) | (80.8%) | 107°
SRR AR (T -
k% O I R
(PU) J& 1

T 48 % (5 FH = B Ja (i (& D5 T > SR 88 BRI = el A 45 DL BE Al 21 0
ALE M HY 255 R 2% o T 4E B R Y & (F 3 & 5 ff 45 18t AH e it 1
Bl FEle - AEREEARNIEE > A HEE G EZEEREEME T

HEDLAN o
=88 AEFAEHFAILLK--EREAEBEFHE
AEFAERELER--PFREHNEBREHHE
HERHE |F£E | JbdbE ] o 8 % ERE SRFPsE| HEE |#Et*
rors| 246 112 134 83 o1 28 so1
(35.4%) | (16.1%) | (19.3%) | (12.0%) | (12.4%) | (4.0%)
rors| 234 85 159 120 100 32 0
{}%a;éﬁ (32.1%) (11.6%) (21.8% ) (16.4%) (13.7%) (4.4%)
aﬁziﬂ ror7| 2141 967 1195 904 950 8 | oue
e (34.3%) | (15.5%) | (19.1%) | (14.5%) | (15.2%) | (1.4%) |
& 2018 275 159 240 142 175 48 L 039
(26.5%) | (15.3%) | (23.1%) | (13.7%) | (16.8%) | (4.6%) | >
374 171 199 136 159 24
20191 (35206) | (16.1%) | (18.7%) | (12.8%) | (15.0%) | (2.3%) | 1903
332 170 204 159 143 29
20151 (31.8%) | (16.3%) | (19.5%) | (15.2%) | (13.7%) | (2.8%) | 1'93°
rore| 311 150 175 147 158 37 0s
(31.8%) | (15.3%) | (17.9%) | (15.0%) | (16.2%) | ( 3.8%)
368 101 206 172 105 25
4 >
TREE 120071 31 806) | (16.5%) | (17.8%) | (14.9%) | (16.9%) | (2.2%) | 1'1%7
422 183 210 131 142 29
2018 (37.8%) | (16.4% ) | (18.8% ) (11.7%) (12.7%) (2.6%) 1,117
397 188 199 143 163 36
20191 3730%6) | (17.7%) | (18.7%) | (13.5%) | (15.3%) | (3.4%) | 1'12°
o1s| 194 66 52 52 84 13 1
Z%E%Eﬁﬁ (41.2% ) | (14.0%) | (13.2%) (11.0%) (17.8% ) (2.8%)
== 2016 461 232 281 198 251 46 1 469
(31.4%) | (15.8%) | (19.1%) | (13.5%) | (17.1%) | (3.1%) | >
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HIUE e IHEE SRR B S 1T

A EFEE G ALLE--E A EENE

AENHZE |F£E | JbiEE AT o & 1% EREE ERPEsE| HGE |#:t*
ror7| 228 83 114 93 112 27 .
(34.7%) | (12.6%) | (17.4%) | (14.2%) | (17.0%) | ( 4.1%)
voza| 366 128 189 121 141 22 .
(37.8%) | (13.3%) | (19.5%) | (12.5%) | (14.6%) | ( 2.2%)
399 143 192 120 199 24
20190 (3750) | (13.5%) | (18.1%) | (11.3%) | (18.7%) | (2.3%) | 1'°7’
SR AR ¢ R a [ T e -
* o % O BE e 4 O
(1) B &

FHRRRERENRE S FE > R8I RN EHE MR
HAEWNHEKRHEREE  MmMERFASAEEIRIBELREEAE 5
THHEAEWWEKRFEHSE RBEENONRER > AEZEEHE
ELAE EFE LRI R D il e B A BEfELEH14922% » Hep= BREHE AR
ko

x=89: REFEHELBE —LErR{E B =
AEFEAEFELLE —ERRE AR
BIK
R FE BE FH | RE B N
. o fE _ - | BT | B4 HE | RE | SiFF | &t~
DAl AE | AB | AB | AB | AR "
105 | 54 | 174 | 27 | 9 | 57 | 118 | 2 | 186
2016 N

14.3% | 7.4% |23.8% | 3.7% | 1.2% | 7.8% | 16.1% | 0.3% |25.4%

(EE®EaE |, | 683 | 628 |1,443| 483 | 72 | 605 | 650 | 11 |1,500 e
s 11.1% | 10.2% | 23.4% | 7.8% | 1.2% | 9.8% |10.5% |0.2% | 25.8% ’
CRin || 70 | 100 [ 234 | 93 [ 10 | w7 | 125 [ 3 | 100 ics
) 8.3% | 11.8% | 27.4% | 10.9% | 1.2% |13.7% | 14.6% | 0.4% | 11.7%

89 | 105 | 208 | 100 | 28 | 102 | 134 | 2 | 90 | 212

2019 1.070
8.3% | 9.8% |19.4% | 9.3% |2.6% | 9.5% |12.5% |0.2% | 8.4% |19.8%
160 | 99 | 262 | 75 | 11 | 98 | 190 | 15 | 165

2016 | 1075

14.9% | 9.2% (24.4% | 7.0% |1.0% | 9.1% |17.7% |1.4% |15.3%

2017| - | - | | | ] .
I 1%
) 82 | 136 | 296 | 125 | 4 | 148 | 147 | 12 | 64
i 2018 -- 1,014
8.1% |13.4% | 29.2% | 12.3% | 0.4% |14.6% | 14.5% | 1.2% | 6.3%
vorg| 146 | 144 [ 220 [ 138 [ 19 (137 [ 124 [10 | 71 [m3 [
12.9% |12.7% | 20.2% | 12.2% | 1.7% |12.1% | 11.0% |0.9% | 6.3% |10.0%|
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A E BT AL — S AR

6.7% [15.8% (29.2% |13.1%|0.7% |16.2%| 5.1% [0.9% | 6.1% | 6.3%

HER/
2 T | B | EE | BE Bk
X R 2 8 - o BT | Bie |EHE | xE | RE | #E
73k ~“IAE |AB |AB | AB A% = « i
9 238 295 190 10 188 184 12 351
2016 1,477
0.6% [16.1%120.0% (112.9% (0.7% |12.7%|12.5% |0.8% [23.7%
19 93 156 26 4 79 191 9 51
2017 628
a4 iR 3.0% [14.8% |124.8% | 4.1% [|0.6% |12.6%(30.4% |1.4% | 8.1%
By 86 163 264 106 7 167 82 12 57
2018 944
8.6% [16.2% (26.5%|10.6% (0.7% |16.7% | 8.2% [1.2% | 5.7%
71 167 308 138 7 171 54 9 64 67
2019 1,056

BRAR » RetEETRHE -
*ARETRRERE

=~ BRER DA — BUF 1% B8 48 05 H &

AUNEHE — S A R R T &y T BUR B R S O
AT M LR FESRE AT R T BUS R s E R B
NERER ZHE -

(—) BUF &b (8 H % P

oA 8 0 B BT 48 0 1 P O R B S R R B A
B R R AR %) R BUR B 4 7

DHERHAMNE » SHERAUHEFE R 2 ENEZEWRE " 1RKLH -
TR THER ) HETRE NSO SEBZHEES R T IERN
Mk EAHE CTERERNESEERE T P EBRUFEEE A BT E
FEBT@EEE R ) By - FR > 728 — AV EHEN K " %P2
= KHgE T T hESsE ) B TR AE VA
SR MEEMEAEEEN G AAIZE "R FeEZE T RESRE ) K
IFRE s ERE A T EEBUS A E o R E M T — 2 —
FoTDE Y BUNER A E R R T P EBUF AU e B
BEMLE TR PENE ) BUN R 405 B R TR BN 48 15
& -

EAFEFE T AN > ROFE REEZEE RN EFEBOIZTE
02 2% Ry (RS BT 4 BE Y 68 B & - T 49 B 38 A B I B i 2% Y BN 49 1 {5
FHE - (FHARLE FHRASHERFAEERI ST EEBRNHE
k{5 e
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®90: AEFHEGELER-BUFTHEMEEREE

K [F] 8 25 7 % b B - B R 4 P A 1

s o U FEBUF N | BREBFHEM | TEBUFEM EEBUTEE PO
EN=R 52 So |
5 A & ] EEAE BEA &
T 2015 -- 368 (53.3% ) | 296 (42.8%) 27 (3.9%) 691
;ZD 2016 -- 384 (53.9%) | 279 (39.1%) 50 (7.0% ) 713
(I;E—jm 2017(2,338 (37.5% ) (2,504 (40.2% ) | 927 (14.9% ) |465 (7.5% ) |6,234
HE 2018 550 (45.6% ) | 436 (36.2%) 52 (4.3% ) |]1,038
= 2019 601 (56.8% ) | 420 (39.7%) 38 (3.6%) ]1,059
15 54 52.5% 465 (44.6% 9% 1,04
20 8 (52.5%) 65 (44.6% ) 30 (2.9%) 043
2016 468 (48.4% ) | 456 (47.2%) 43 (4.4%) 967
S =i B .9% 1% .8% 2% ,
F %5 & 2017] 372 (31.9% ) |502 (43.1%) | 196 (16.8%) 95 (8.2% ) |]1,165
1 15 7.9% 535 (47.3% 1 16.8% 1 0% 1,131
2018| 315 (27.9%) 35 (47.3%) 90 (16.8%) 91 (8.0%) 3
2019 508 (45.0% ) | 586 (52.0%) 34 (3.0%) |]1,128
2015 83 (17.8%) 321 (68.7% ) |63 (13.5%) | 467
2016 -- 302 (20.8% ) 1,041 (71.7%) |109 (7.5% ) |1,452
4 % 2H & {2017 15 (2.3%) 298 (45.4% ) | 229 (34.9% ) |114 (17.4% ) | 656
2018 451 (41.8% ) | 547 (50.6% ) 51 (4.8% ) |1,049
2019 -- 469 (44.3% ) | 563 (53.2%) 27 (2.5%) |1,059
BRI AstEETRHE -
*ARERCHRERE
() MR

T JBUIRT 4k 58 2 09 14 ol 5 T > FROLEH VR 52 B 4 e 3 & 1] DA $3#
filg 20 45 25 1Y 20 MR BUR @ U fE A & o 1T 3 A% R AT DLRE A 2 Y 3B M B
JFEEUEE & - MAEAT MBIy B LM ER E > FRFEENERE
R ETEEHE @A EAZREA R H Pt a8 &R L5
FEREE - EEB ETF - s H At — fE 58 & 7GR EE - M A EE B A e IR B Ky

BH #H -
= 91 AEFAEH ARE --BUT 4G 05 5 A& M5
A [E 87 77 74 bh e -- BRF 49 0k 5 A 3 M R
HWEHRE |EE B 7 BEt~
2015| 311 (45.0%) |380 (55.0%) 691
& sEyE (2016 333 (46.7%) |380 (53.3%) 713
& (R 2017 1,683 (45.1%) 2,213 3,896
) ’ ' (56.8%) '
2018 | 471 (45.4%) |567 (54.6%) | 1,038
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A B 8 7 77 74 b8 --BUR 89 ik 55 A & M R
WEHE |EE B peg s et
2019 | 498 (47.0%) |561 (53.0%) | 1,059
2015| 615 (59.0%) |428 (41.0%) | 1,043
2016 | 479 (49.5%) |489 (50.5%) 968
T E  |2017| 439 (55.4%) |354 (44.6%) 793
2018 | 650 (57.5%) |481 (42.5%) | 1,131
2019 | 640 (74.9%) |215 (25.1%) 855
2015| 175 (37.5%) |292 (62.5%) 471
2016 | 605 (41.7%) |846 (58.3%) | 1,451
ML [2017| 254 (39.6%) | 387 (60.4%) 641
2018 | 523 (49.9%) |526 (50.1%) | 1,049
2019 | 473 (44.7%) |586 (55.3%) | 1,059
EHRIARE - AptEE T .
*k % T R R E
(=) F e

BUF 4 uh (8 & B i ] o i | > RO2BUR(ECEEE I & ] #
il 21 25% Y 60 5% DA 1= BT &g Ik (55 F & > 1 4 I8 5 A AE 7 8 £ 3.3%HY
6075% DA b U 4 b {5 F = > ifn PR A D T 0 AN AR T B Al Y BUR A ik
{58 FH & SF i o3 M 75 B2 o R 208 22 S0BR AU BE RS » P2 HY60)% DL B (E F =&
AIBR IS P2 =

R 92 FEFETF AL --BUT 558 H & Filk

R E AT ) A 8- BU G O 5 e

WEHE FRE| 15-195% | 20-29 5% | 30-39 5% | 40-49 5% | 50-59 3% |60 pELA b |4EEf*
94 113 124 178 122 60
2015 691
(13.6%) | (16.4%) | (17.9%) | (25.8%) | (17.7%) | (8.7%)
82 131 113 152 140 79
2016 697
. (11.8%) | (18.8%) | (16.2% ) | (21.8%) | (20.1%) | (11.3%)
EEE
R 269 474 812 1,048 818 475
H 2y 2017 3,896
- (6.9%) | (12.2%) | (20.8%) | (26.9%) | (21.0%) | (12.2%)
(RO
2018 87 145 167 224 203 213 1 038
(8.4%) | (14.0%) | (16.1%) | (21.6%) | (19.6%) | (20.4%) |’
2019 93 132 156 196 218 265 1 060
(8.8%) | (12.5%) | (14.7%) | (18.5%) | (20.6%) | (25.0%) |’
142 344 265 146 102 44
FHEF A 2015 1,043
(13.6%) | (33.0%) | (25.4%) | (14.0%) | (9.8%) (4.2%)

142




HIUE e IHEE SRR B S 1T

F F] #8177 % b B - BUR 4B 0 8 AL 2 I

WEITE FEE| 15-19 5% | 20-29 5% | 30-39 5% | 40-49 5% | 50-59 3% |60 3k LA b |BEEf*
82 186 228 192 142 96
2016 926
(8.9%) |(20.1%) | (24.6%) | (20.7%) | (15.3%) | (10.4%)
45 214 207 180 100 47
2017 793
(5.7%) | (27.0%) | (26.1%) | (22.7%) | (12.6%) | (5.9%)
2018 79 257 274 251 156 114 1131
(7.0%) | (22.7%) | (24.2%) | (22.2%) | (13.8%) | (10.1%) |
78 219 231 258 214 128
2019 1,128
(6.9%) | (19.4%) | (20.5%) | (22.9%) | (19.0%) | (11.3%)
2015 5 55 155 151 77 23 166
(1.1%) | (11.8%) | (33.3%) | (32.4%) | (16.5%) | (4.9%)
2016 36 215 354 307 164 65 1 141
(3.2%) |(18.8%) | (31.0%) | (26.9%) | (14.4%) | (5.7%) ’
34 361 147 62 24 13
APk & 2017 641
(5.3%) | (56.3%) | (22.9%) | (9.7%) (3.7%) (2.0%)
2018 50 96 299 329 248 27 L 049
(4.8%) (9.2%) |(285%) | (31.4%) | (23.6%) | (2.6%) '
2019 13 180 427 279 90 34 1 023
(1.3%) | (17.6%) | (41.7%) | (27.3%) | (8.8%) (3.3%) ’

BERACR » RetEETRHE -
*ARERCHRERE

(1) HEREE

B ERENREREITH > RISFR T/NERLT &
JEE BN BT S 0k o ] & B Ry i (K > S BB H Y/ NER DUN B2 Y BUR 4
UREE ] B R > AT AHE R EERESMIERT > B0 R

& - HRASTECKBEZERE T EZHRSFHNIREER

A HE T 2R R AR Y BRI B T AE BURF RV E S TP AR E AR Ho A
MR A 0.8% ik  HABBEEFERAENHEKEE 2E T LBUT

Y i ae A R e
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RV AFAFEENELE--BFHEEEAERFTEE

7 [E] 38 2 5 5 b R - BUR 4 0 P S A

HERE | FE dff‘ By | %;u/ 7 |
2015 7 31 200 453 691
(1.0%) | (45%) | (28.9%) | (65.5%)
2016 16 43 222 427 208
(2.3%) | (6.1%) | (31.4%) | (60.3%)
EEEEFEE 2017 34 136 947 2,779 3 896
(R mmE) (0.9%) | (3.5%) | (24.3%) | (71.3%) |
2018 30 62 308 638 1 038
(29%) | (6.0%) | (29.7%) | (61.4%) ’
2019 40 111 348 560 1 059
(3.8%) | (10.5%) (32.9% | (52.9%) |
2015 12 52 259 720 1 043
(1.2%) | (5.0%) | (24.8%) | (69.1%) |
2016 36 90 314 515 955
(3.8%) | (9.4%) | (32.9%) | (53.9%)
. 5 20 168 600
TRAEE 2017 (0.6%) | (2.5%) | (21.2%) | (75.7%) 793
2018 26 59 319 727 1131
(2.3%) | (5.2%) | (28.2%) | (64.3%) |
2019 29 106 353 640 L 128
(2.6%) | (9.4%) | (31.3%) | (56.7%) |
2015 4 6 59 396 465
(0.9%) | (1.3%) | (12.7%) | (85.1%)
2016 20 37 190 1,214 L 461
(1.4%) | (2.5%) | (13.0%) | (83.0%) ’
R 0 7 22 608
Wi HE 2017 (0.0%) | (1.1%) | (3.5%) | (95.4%) 037
2018 4 20 161 854 1 039
(0.4%) | (1.9%) | (155%) | (82.2%) |
2019 8 17 174 858 L 057
(0.8%) | (1.6%) | (16.5%) | (81.2%) |
ERACE - AptEETEA -
A PR R E
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BAEFT A A A 37.3% 5 & T L6 & S
(37.7% ) - {¥ 75 %5 &F o & &% /= MY Fy 35. 2% 1Y BURT 48 1k 5 A = J= (2 7 JE

(11) JE(E 1

FLBUR @ (8 H & EEH & o 15 - R9ABUR =R & 5k
FiT P2 il B Y BUR S uh (E F Z g DUAC b A& & 2 8 > B > T

HIUE e IHEE SRR B S 1T

LA > CEOIRE R F RIE IR T - 28 0 B R AF B R @ B A -

R AFEFAENTALER--BNREGERAEEETE

B B B AT

A [5] 36 2 U5 75 B BR - - BURT 48 ik {56 ) &5 S 1 3 1

FaEHE ERE JLEE | R | PEE | 2EF %ﬁfﬁ HILH (st~
2015 246 111 133 83 90 28 601
(35.6%) | (16.1%) | (19.2% ) | (12.0%) | (13.0%) | (4.1%)
222 84 154 118 97 31
(T 2016 (31.4%) | (11.9%) | (21.8%) | (16.7%) | (13.7%) | (4.4%) 706
& (F4 2017 1,416 598 743 513 573 53 3.896
o - (36.3%) | (15.3%) | (19.1%) | (13.2%) | (14.7%) | (1.4%)
e 2018 273 157 239 140 174 48 1,031
(26.5%) | (15.2%) | (23.2% ) | (13.6%) | (16.9%) | (4.7%)
2019 374 171 199 136 159 24 1,063
(35.2%) | (16.1%) | (18.7%) | (12.8% ) | (15.0%) | (2.3%)
2015 331 170 203 159 144 29 1,036
(31.9%) | (16.4%) | (19.6%) | (15.3% ) | (13.9%) | (2.8%)
2016 305 145 173 144 152 32 951
(32.1%) | (15.2%) | (18.2% ) | (15.1%) | (16.0%) | (3.4%)
CHEE 2017 261 125 141 105 138 19 289
o (33.1%) | (15.8%) | (17.9% ) | (13.3%) | (17.5%) | (2.4%)
2018 419 183 209 130 141 29 1111
(37.7%) | (16.5%) | (18.8%) | (11.7%) | (12.7%) | (2.6%)
2019 396 184 197 141 160 36 1114
(37.3%) | (17.3%) | (185% ) | (13.3%) | (15.1%) | ( 3.4%)
2015 191 66 62 51 84 13 467
(40.9%) | (14.1%) | (13.3%) | (10.9% ) | (18.0%) | (2.8%)
a4 % ' 2016 461 232 281 198 251 46 1,469
(31.4%) | (15.8%) | (19.1%) | (13.5%) | (17.1%) | (3.1%)
2017 222 81 111 90 107 26 637
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AEFEEFALE--BUFEEEREREEHE
2 N e —f%‘ \‘-*-‘/ﬁ o 2
HEFE EE LEE | RrE | PER | =2EE ﬁ; WG |HEEt*
(34.9%) | (12.7%) | (17.4%) | (14.1%) | (16.8%) | (4.1%)
392 138 199 129 167 24
2018 1,049
(37.3%) | (13.2%) | (18.9%) | (12.3%) | (15.9%) | (2.4%)
399 143 192 120 199 24
2019 1,077
(37.5%) | (13.5%) | (18.1%) | (11.3%) | (18.7%) | (2.3%)
HRIACE @ Rt EE TR -
*AFCHERERME
(7%) B &
BT A b I E AR o > RSFE RETEEEFAEHB N F
T B AR 1R G T RE P BN BT 25 Ik 2 B R B AT 3 B R BY B 49 1k 5E A
Foo A RS FEE B M 0y B M uh E B B E o B 2 2 B B 4 1k
HEHBERZEHE AR (29.5%)  ChHlE S R HE ARk EE ) 3R FE %
A - EREERER L AEENEEEGEEFHRANESE®BE
OB NS - MERFAETEEELER  TERFEKRBRD -
W= BE2017430.2% % £ S FEEEF4.9%  BorEMFEME L FH
JHE A FHEN =R -
95 FNEFHEFHEELE --BUN 49 0k 58 F & B 3
A 5 38 2 77 7 b i -- R 48 ik A B B R
(53 3
By FE BE | LH  RE BHK
. FE — - o s BT | B4 B ZFE | B #Err
% TIAB LB |AB | AB Bk -
105 | 53 | 169 | 24 9 57 | 118 | 2 | 178
2016 -- 707
14.9%] 7.5% |23.9%| 3.4% |1.3%| 8.1% |15.6%|0.3%25.2%
o 496 | 494 [1,079| 280 | 27 | 326 | 368 | 5 | 773
TR ), ! - 13,848
3 12.9%112.8%|28.0%| 7.3% |0.7%| 8.5% | 9.6% [0.1%20.1%
(A0 71 | 101 | 232 | 93 | 10 | 116 | 125 | 3 98
2018 -- 849
) 8.4% [11.9%(27.3%(11.0%1.2%|13.7%|14.7%|0.4%(11.5%
89 | 105 | 208 | 100 | 28 | 102 | 134 | 2 90 | 212
2019 1,070
8.3% | 9.8% [19.4%| 9.3% [2.6%] 9.5% |12.5%10.2%| 8.4% |19.8%
160 | 98 | 255 | 74 | 11 | 96 | 180 | 14 | 160
FHEHE (2016 -- 1,048
15.3%)| 9.4% (24.3%| 7.1% |1.0%] 9.2% |17.2%|1.3%|15.3%
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K IE & 7 A L8 --BUN S uh E FH H B
HE FE BXE | L£H KRB BMK ﬁ¥ -
. FEE . FL 24 EE XE | B |#:t
T3 AB |AB | AB | AEB A "
7J0) 4 IR [ [ R R R R S - - -
82 | 136 | 295 | 124 | 4 | 146 | 146 | 12 | 63
2018 -~ 1,008
8.1% (13.5%/29.3%12.3%0.4%|14.5%|14.5%|1.2%| 6.3%
145 | 144 | 228 | 136 | 19 | 133 [ 123 | 10 | 71 | 110
2019 1,119
13.0%12.9%|20.4%|[12.2%|1.7%|11.9%|11.0%|0.9%| 6.3% | 9.8%
9 | 236 | 293 | 189 | 10 | 184 | 182 | 12 | 340
2016 - 1,455
0.6% [16.2%|20.1%(13.0%|0.7%|12.6%|12.5%|0.8%[23.4%
19 | 90 | 155 | 22 | 4 | 76 | 185 | 9 | 50
2017 - | 610
N 3.1% (14.8%25.4%)| 3.6% |0.7%|12.5%|30.3%|1.5%)| 8.2%
AN e
92 | 169 | 267 | 108 | 7 | 177 | 80 | 13 | 61
2018 - 1,049
9.4% (17.4%|27.4%|11.1%/0.7%|18.2%)| 8.2% [1.3%| 6.3%
71 | 166 | 307 | 136 | 7 | 167 | 51 | 9 | 62 | 63
2019 1,039
6.8% (16.0%/29.5%(13.1%0.7%|16.1%)| 4.9% [0.9%] 6.0% | 6.1%

FR AR ¢ R T

*AREREHRERE
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BHE BUFETBEE SO0 A

FHE  BUNFBURPESENOT RS

FRIE 2 A28 — B2 SRk Am B th A B Bz BUR B E ~ AL BUR B DA
B A% BR S A7 ke R B A5 S R R W SR A AR AR - 5t 28 B R A B Y BUR Az
FRAERE S YOI 20 A fE - RAE X R HIER— /\,ﬁ»ﬁllﬁﬂﬁ%ﬁﬁiﬁuﬁﬂ
B ZE Ry SCRR - FETT T B RS > R EREEERE R E
B 1% YR IE B HE Y

55— 8 BUR BAL B A4 P A A R SRR EY B 28

st E B EILEY D REER o A EHET — XA AL
BE SCRA Y f B - 22 2 FIl ] Digital Mature 5 B 8 5% » £ ProQuest R
EBSCOhostu&SCOpus%?:{l SRR ETTIE = o DLH AT A S 2 A E R
B fir 5 kg - EalRt e - REEH - NS HEESE jjllljtff%
H K E ’**ﬁzbmﬁsaiﬁtlﬂﬁﬁﬁﬁﬂﬁffﬁﬁs%fﬂﬂ%ﬁﬁm%tﬁﬁéﬁ%
H—XAKEH > e R a4 R 0EFRIGH R -

£ 75 TR B 7 5% Jeg SR 5 T > AR ET 2 SR R AE T 2R 96 T OfE AH B ST K
o 7 811 BF T #R 5B B SR ES iR T o HAR P RO HEAVE I - EELESURE
A9y Z 8HY RS E MR - 2N RIEEHNE T AIFTRE
fEE R M A B - IR AN B EHSE DR WESRK T
e I H P B B A B R o FIEACR o ARET S AT SR Y B R
AGEF AL R R VIR [ > KRB & B AT 231 8L B #T 5T Bl BE s Y
ECI

2% 96 ¢ BURT 1% BR B A ok P AH R SCRK Y B R T EL R

FH #H SRR K | BEEE  RABEHE | AEBES
Digital Maturity Matrix MIT &
Capgemini ( Westermann, Bonnet, & ° ° °

McAfee, 2014)

Digital Maturity Model Universitat
St. Gallen ( Back, Berghaus, & ° ° ° °
Kaltenrieder, 2015 )

Digital Maturity Model University
Reutlingen & Neuland ( Land, 2015)
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1 BR SRR K BEEE  REEHE AZBES
Gartner Taxonomie ( Gartner, 2016 ) ° ° ° °
Maturity Model PWC ( Greif,
[ ] [ ] [ ]

Kihnis, & Warnking, 2016 )
Digital Capability Framework

[ ] [ ] [ ] [ ]
( O’Hea, 2011 )
Aligning the Organization for its
Digital Future( Kiron, Kane, Palmer, ° ° °
Phillips, & Buckley, 2016 )
Digital Maturity Model for
Telecommunications Service ° °
Providers ( Valdez-de-Leon, 2016)
Digital Maturity Model ( TM Forum,

[ ] [ ] [ ] [ ]
2017)

HORACOR - R TR -

2 OT B 5 A M 2R bR e IR S BB SR TP AT IR e Y R E AR T > B 5

JEE TR B B o3 > A B B PNHY BR S B AR E R e MR Ry B AL
iR By R A T R B AR R A B Y £ B E T AR B 5
JEE TR ~ s BE B I 5% F Y SOAR M 4K B DU B BT BV BE T AE H AR
RHyeHE hm > EEEEZEEMEASAINE B BALEEE - LR [E E
BE ROKEEEBR U REEENADNEN - REEH E - BEISUK
T 5% fv T £ 525 5 B 2 R S R OR A R AL 0 LR R B i 1k
SOWREE - mE&EANSHEESE T HH - AlE S B8 F R
HE A LR AHRB A A fH 5 B ' S o i ARt H Al ey X mE
iR A e Bt B & 7 8 AR B -

A AR REERE S > AFFEREBRELE RN ER
ToEEBEFNFRKR - EBREEZ > B2 R BUT BUL RRGEY (S 2R
falky - W AE BN —(EEENYREE - L4 EEMEBXMENE
Al e By BB oy - s /0 A7 H RS [ AY B0 BH T g R B o (B R GH A4S
AbtE — BB FRAREEH > B R ARG ER BN SBEES -
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& 97 ¢ BUR R IH B fir Bk 5 A B SRR B B R T A RE AT

A8 58 ST R

R H

Digital Maturity Matrix MIT &

Capgemini ( Westermann, Bonnet,

& McAfee, 2014)

Rig  HEHEEFFEBFILE
EGHBE -

MEOaH © TR ORI R A
ﬂ%E%ﬁﬁlﬁﬁ%LﬂiﬁE °
MieE# B EE RS AUE DL
@E’:\Hﬁ%ﬁﬁlmfb

Digital Maturity Model
Universitat St. Gallen ( Back &
Berghaus, 2015 )

RS - HHG A S B R R 2R
éﬂé&%[ﬁﬁ%ié’]ﬁ%%

Meoa - BRERPAHFE
@@Eﬁ%*?éﬁ%&ﬁﬁa Ei’i%
MAREHE WM RIEE TR
A AT RE Az AL -

NS - HMFEEILFR
fir 8 A1 Hy b -

Digital Maturity Model
Hochschule Reutlingen &
Neuland ( Land, 2015)

RS ¢ B %% SR g N AL B B
(&g > WiEBFEEPETLT
figt o

RO ¢ MR T H & A S
BAEEZHHH -

MIEEM  NANRERE W
A -

NS eH & ¢ 4H @7 23 1L B Y
ARk .

Gartner Taxonomie ( Gartner,
2016 )

%HJ% DB 3% e RS AR R E

(&g > WEBRBXTFALEBETT
@f#

R 6 0 8 0 IR 7% . 28 i B Ar
Al Hr -

SREE R A AL R L
b e o -

ANBEE - ST EEGEMLA
A B S -

Maturity Model PWC ( Greif,
Kihnis, & Warnking, 2016 )

FiEOaH - ZHBBEEH O 8 E
2B AR 7S AR 25 0 UL Al BT
MIEEH - MERAEEE -
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HH B SRR K&

" AHUE ARTEEREG OB
fir ¢ BRI A A -

B R HuEEC&E2NER
4H 4% SRR -

B RERCATE ¢ 4H &% E 2R B BB

Digital Capability Framework e SR o

( O’Hea, 2011) B OREEMH O REEAEBEEALTT
IR =R -

B O\ - dH SR EDHY A (F B
FE A S T B v DAt B e

W GOHE c 4H A O S E R AR B

Aligning the Organization for its 2RI E R -

Digital Future ( Kiron, Kane, B RO S E S REESE

Palmer, 15 DL JE B i E fE 82 78 -

Phillips, & Buckley, 2016 ) B AEHS  HEER R e
AN B B gE

Digital Maturity Model for B ORH  HBAEE R R AR

Telecommunications Service Ay SR g -

Providers ( Valdez-de-Leon, B RIEORHE BB REE AL

2016 ) FEGEHBERE -

W ORHS c sH AR ORES H A DUE B BT
HEELHSGESLE -

B RECEHE N AR SRR ROE 2R
2 I R B Ol A hE R A R

B REEH EREBubTARES
BRI B mE -

B OAEMES s S B B
N -

Digital Maturity Model ( TM
Forum,
2017)

BRI AOR ¢ A S AT
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T BT ST (0 2
56 BPEALERAE - e B S AR Y R

AEtE R D SCR R B R 20 S — P B R P H A E R
PUT it fe i sF (S R 0 e s i n BB AV a7 - SFdey N E |
LB I 8% = > 10 AH Bl ECR BRET B oy A4l 1 -

— REZBEEASTRESZHE

EHOAEBEMERRAE S o BEA L E R EHEE R ENAE T
DREENREBEOEABRENBEERAS  EE2EZHERTNE
RN EERASI BN EZERS  TRREE LEJUHEZAR
SHERTREEANRER -

Jffnf\-iifﬁ%?izéi‘“fr“,iﬁ,"iﬁii%iﬁlf% ...... Ekﬁf—ﬁ’igéﬁ-éﬁ;’%{%#
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