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2. Conceptual framework 
 

 2.1 Access 
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2.2 Barriers and Enablers 



 
 

139 

 

 

 

 

 



  

 

 

140 

 

3. Methodology  

3.1 Data collection method 

3.2 Casing/sampling 
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Participant 

ID 

Gender Age Ethnicity  Highest level of 

education 

Employment  Type of 

residence 

P1 Female 46 Macedonian PhD degree Yes Urban 

P2 Male 26 Albanian BA degree Yes Urban 

P3 Male 36 Bosniak High school Yes Urban 

P4 Female 52 Macedonian High school Retired Urban 

P5 Female 30 Bosniak BA degree Yes Urban 

P6 Male 37 Macedonian BA degree Yes Urban 

P7 Male 41 Turkish High school Yes Urban 

P8 Female 33 Macedonian BA degree Yes Urban 

P9 Male 69 Macedonian High school Retired Rural 

P10 Male 65 Macedonian Incomplete primary 

education 

No Rural 

P11 Female 63 Macedonian Incomplete primary 

education 

No Rural 

P12 Male 66 Macedonian High school Retired Rural 

P13 Male 40 Macedonian BA degree Yes Rural 

P14 Female 63 Macedonian High School Retired Rural 

P15 Male 67 Macedonian Associate degree Retired Rural 

P16 Female 67 Macedonian Primary school Retired Rural 

P17 Female 63 Macedonian Medical Doctor Yes Urban 

P18 Male 64 Vlach BA degree Retired Urban 

P19 Female 35 Macedonian MA degree Yes Urban 

P20 Female 33 Macedonian BA degree Yes Urban 

P21 Male 38 Albanian MA degree Yes Urban 

P22 Female 35 Macedonian BA degree Yes Rural 

P23 Male 19 Macedonian High School Yes Urban 

P24 Female 39 Albanian MA degree Yes Rural 

P25 Female 28 Roma High School Yes Urban 

3.3 Interview guide 
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Offline access interviews   

Availability 

  

Awareness  

How would you describe a recent experience of accessing public services 

in person?  

How did you find the procedure to obtain the public service?  
Were you familiar with the information and steps for getting public service? 

Accessibility  How would you describe getting to and accessing the building of the public 

institution? How would you describe the experience of locating the exact 

office or counter you needed?  

Affordability  Were there any costs related to accessing the public service? How has this 

affected your budget? 

Accommodation  How would you describe the quality-of-service delivery?  

Was it according to your needs and expectations?  

Acceptability  How would you describe the communication and support from service 
providers? 

Digital access interviews   

Availability  

(Material access) 

 

Are you familiar with digital public services? How do you find the current 

offer of available digital public services? 

Accessibility  

(Material access)  

 

How do you usually access the Internet? Which devices and locations do 

you typically use?  

Affordability  

(Material access) 

How do you find the monthly Internet subscription fee? 

How do you find the market prices of digital devices? 

Do you own a digital device? 
 

Accommodation (users) 

(Skills and service design) 

  

Accommodation (non-

users)  

(Skills) 

 

How would you describe the overall experience of registering and 

navigating the portal? Was there any additional support offered? 

 

How confident are you in using the Internet? How would you assess your 

skills in accessing digital public services? 

Acceptability (users) 

(Trust and motivation) 
  

 

Acceptability (non-users) 

(Trust and motivation) 

 

How did you find the overall process of accessing public services online? 

Any considerations regarding personal data protection online? What are 
the benefits of digital access to public services? 

 

How do you find the idea of digital access to public services? Any 

considerations regarding personal data protection online? What would be 

some benefits of digital access to public services? 

Awareness  

(Motivation) 

Are you informed about how and where you can access digital public 

services? What could help you become better informed? 

What would encourage you to start or continue using digital public 

services? 
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3.4 Data analysis approach  

 

 

4. Results 
 

4.1 Offline access  
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Access 

framework/ 

Themes 

Sub-themes Supporting statements/examples 

Availability  Inconsistent 

service hours 

I waited for more than 45 minutes, not because of queues, 

but because the employee was not there [P1]. 

Insufficient service 

counters 

I think we should have more counters available, so we can 

get the documents in a shorter time without facing crowds 

[P13]. 

Accessibility  Proximity and 

transportation 

issues 

I usually reach the institutions with my own car; otherwise, 

I need to pay for a taxi. There is no other option from our 

village [P9]. 

Uncoordinated 

physical locations 

We do not have a clear picture of where the needed offices 

are located. I feel as though I am walking through 

labyrinths [P2]. 

Affordability  Unexpected fees I encountered increased administrative fees on-site without 

prior information [P3]. 

Transportation 

costs 

This is a big city, and it costs a lot to reach the institutions. 

I either need to take the bus or drive and pay for parking 

[P8]. 

Opportunity costs If I am unable to get the service today due to crowds or 

queues, I have to return the next day. This means double 
the expenses and missing out on my daily work obligations 

[P15]. 

Accommodation  Complex 

procedures 

We still have to go from counter to counter through complex 

procedures [P22]. 

Delayed service 

delivery 

At first, I could not manage to schedule an appointment. 

When I finally did, the scheduled time was not respected 

[P6]. 

Queues and 

crowds 

Most of the time, I face crowds and people not respecting 

the order in the queue [P5]. 

Satisfied users In general, I do not face any issues. So far, it has been good 

[P12]. 

Acceptability Inconsistent user 

support 

User support depends on the employee’s personality and 

their willingness to assist [P18]. 

Favoritism and 

connections 

People who know someone in the institutions have easier 

and faster access to services. The others have to wait 

[P23]. 

Satisfied with user 

support 

I was satisfied with the support from public employees and 

the procedural guidance I received [P25]. 

Awareness  Lack of procedural 

information 

I needed some help and guidance in filling out the form, 

as the instructions were unclear [P23]. 

Additional 

documents 

required 

Sometimes it happens that I miss some ‘hidden’ document 

as part of the procedure without being informed in advance 

[P20]. 
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4.2 Digital access users 

Access 

framework/  

Themes 

Sub-themes  Supporting statements/examples 

Availability Limited offer of 

available services 

At the moment, there is an insufficient offer of public 

services available in digital format [P6]. 

Accessibility  Internet access I can access the Internet from a place that is convenient 

for me, whether at home, work, or anywhere else I go 

[P8]. 

Technical system 

issues 

Sometimes the portal system crashes, preventing me from 

completing the process and accessing the service [P19]. 

Affordability Possession of 

digital devices 

We have about ten digital devices at home, and I mostly 

use a laptop or a smartphone [P5]. 

Internet fees I have Internet access at home, and I am satisfied with the 

fee for the quality and speed I receive [P25]. 

Accommodation  Complex service 

design 

I spent nearly a day learning how to access digital public 

services, even asking friends and colleagues for help [P1].  

Positive 

experiences 

Accessing digital public services was quick, easy, and 

efficient. I received the document within 10 minutes [P20]. 

Acceptability Perceived benefits 

 

There are some great benefits to digital public services. 

First, you save time, and second, you save on 

transportation costs [P3]. 

Trust and privacy 

concerns 

I am a bit skeptical about sharing personal data online and 
unsure about the effectiveness of any specific software 

protection [P20]. 

Recognition of 

documents 

I am unsure whether all institutions will accept 

electronically issued documents [P21]. 

Awareness Self-initiated 

information 

seeking 

I am trying everything, looking for information, exploring 

available digital public services, and learning on my own. 

[P3] 
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Lack of ubiquitous 

information 

You learn on your own, because there is no official 
institution or organization dedicated to sharing information 

about digital public services [P6]. 

Reliance on 

personal 

networks 

I gather information from institutional websites, 

colleagues, or friends [P5]. 
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4.3 Digital access non-users 

Access 

framework/ 

Themes 

Sub-themes Supporting statements/examples 

Availability  Unfamiliarity with 

available services 

I have not been informed which public services are 

available in digital format [P13]. 

Accessibility  Internet connection The Internet in our village is of low quality. It goes 

down when you need it [P12].  

Affordability  Internet and digital 

devices 

We have Internet at home, but I do not know how to 

use it. Also, I do not have a smartphone [P11].  

Accommodation  Perceived complexity 

of services  

I have not used digital public services and do not know 

how to use them. I think it is difficult [P10]. 

Need for training and 

education   

We need more training. As adults, we must start from 

the basics, like first-graders [P9]. 

Lack of 

knowledge/skills 

We have Internet access and digital devices at home, 

but I do not know how to use them. I only use them 

with the help of my grandson [P16]. 
Support from 

younger family 

members 

Acceptability Perceived benefits  Accessing public services online would save me time 

and money and be faster [P13]. 

Trust and privacy 

concerns 

 

I feel insecure. I do not use digital public services as I 

do not trust the process. Personal data can be 

misused, as we often witness nowadays [P7]. 

Getting documents from the comfort of our home is 

better. I would prefer to do it online, but I do not know 

how to access the services [P11]. 

Involuntary digital 

exclusion 

Awareness Self-initiated 

information seeking 

Lack of ubiquitous 

information 

Information about available digital services is not 

widely public. You must find it on your own [P24]. 

I am not well-informed about electronically available 
services. Institutions can do better by informing us 

through various media, messages, or campaigns 

[P22]. 
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4.4 Summary of access barrier and enablers 
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Access 
dimension 

Offline access 
barrier 

Offline access  
enabler 

Digital 
access 

barrier 

users 

Digital 
access 

enabler 

users 

Digital 
access 

barriers 

non-users 

Digital 
access 

enablers 

non-users 

Availability 

(Material 
access) 

Lack of available 

service counters 

Opening more 

service counters 

Limited-

service offer 

Increase 

number of 
available 

services  

n/a n/a 

Service 
unavailable during 

service hours 

Reliable and 
consistent service 

hours 

        

 

Accessibility 
(Material 

access) 

Proximity  Mobile teams or 

centers in villages 

Website 

system 
failures 

Reliable 

systems in 
place 

Low 

Internet 
connection 

quality 

Optimized 

Internet 
connection 

Limited 

transportation  

Available public 

transportation  

        

Dispersed service 

locations  

Service offered in 

one building 

        

 
Affordability  

(Material 

access) 

Transportation 
costs 

Transportation 
alternatives 

n/a n/a Cannot 
afford 

digital 

devices 

Subsidies 
for digital 

devices 

Unexpected fees Transparent fees          

Opportunity costs Efficient access to 
public services 

        

 

Accommodati
on  

(Skills)  

Queues and 

crowds  

Organized queuing  

system 

Complex 

digital public 
services 

design  

Streamline 

digital 
public 

services 

design 

Lack of 

digital skills 
and 

knowledge        

Additional 

support, 
training, 

and 

education 

Unreliable 
appointment 

system 

 

Respecting 
scheduled time  

       

Complex forms 

and procedures 

 

Interoperable 

institutions 

        

Lack of signage at 
service locations 

Clear instructions 
and navigation 

signs 

    

 
Acceptability  

(Trust and 

motivation) 

Priority of 
personal 

connections  

Professional public 
administration 

Trust and 
data privacy 

concerns 

Enhanced 
personal 

data 

protection 

Trust and 
data 

privacy 

concerns 

Enhanced 
personal 

data 

protection 

Inconsistent user 

support 

Training for public 

employees 

Refusal to 

accept digital 

documents 

Legalization 

of digital 

documents 

Distrust in 

the overall 

process 

Building 

trust in the 

process 

Awareness 
(Motivation) 

Lack of procedural 
information  

Described service 
steps in advance 

Lack of 
ubiquitous 

information  

Widespread 
promotion  

Lack of 
ubiquitous 

information 

Widespread 
promotion 
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5. Discussion  
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5.1 Points for practitioners  

Access dimension Enabler Expected outcome 

Availability  Open more counters or offices in times 

of high service demands. 

Reduced queues and crowds. 

Accessibility More public transportation options 

available. 

Establish a service point in one village to 

serve nearby communities. 

 

Accessible transportation 

alternatives. 

Reduced need for long-distance 

travel. 

Affordability  Keep administrative fees consistent. 

Provide transparent information about 

administrative fees. 

Enhanced trust in transparency of 

administrative processes.  

No ‘hidden’ costs encountered.  
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Accommodation  Implement a queue management system 
with numbered tickets, modeled on the 

example of private sector institutions 

such as banks. 

Established an organised queuing 

system, resulting in no crowds. 

Acceptability More professional, knowledgeable, and 

supportive service provider employees.  

Improved trust and satisfaction 

with the overall service delivery 

process.  

Awareness  Provide transparent information on the 

procedures to obtain public services.  

Enhanced trust and certainty in 

administrative processes. 

Access dimension Enabler Expected outcome 

Availability  Communicate with citizens to identify  

the services that need to be offered. 
 

Aligned service supply with citizen 

demand. 

Accessibility Ensure quality and stable Internet 

connection.  

Ensure stable and reliable service 

portals. 

 

Consistently accessible Internet for 

all. Preventing downtime of service 

portals. 

Affordability  Subsidies for digital devices or internet 

fees. 

Affordable material digital access 

prerequisites for all.  

 
Accommodation  Simplified design of digital public 

services.  

Training to enhance citizens’ digital 

skills. 

 

Service design matching citizen 

skills. 

Combat involuntary digital 

exclusion. 

Acceptability Hybrid centers and virtual user support  

offered at service portals. 

Effective cybersecurity strategies.  

 

Enhanced individual confidence in 

using digital public services. 

Enhanced trust in digital public 

systems. 

Awareness  Digital service promotion across various  
media platforms.  

Increased citizen awareness and 
engagement with digital public 

services.  
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6. Conclusion 
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