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Abstract 
In accordance with the Croatian Government Decree on starting an e-Citizen project, National 
Identification and Authentication System (NIAS) was identified as a key enabling factor for the 
development of user-oriented public electronic services. Its role is to manage the identities in the 
electronic government ecosystem in the Republic of Croatia. Furthermore, NIAS is responsible for 
authentication of entities which access common system and the exchange of identity information 
between entities that communicate with each other through a common system, or exchange 
documents and data as well as verifying the authenticity of such identities. NIAS provides a credible 
general framework of trust and identity management which greatly simplifies the necessary 
infrastructure, organization, and services with significantly reduced costs for all stakeholders. In 
this paper, we will provide design and security details of NIAS as a basis for reliable, interoperable 
and secure e-government services in the Republic of Croatia. 
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Abstract 
Digital Transformation is very slowly coming within the reach Public Administration in town, city, 
county, state and the federal government. If and how it reaches Public Administration in the 
Universities of Applied Sciences (UAS) however, has not yet being analyzed. The UAS point out that 
they have a strong practical orientation and devote themselves to this in their research. Therefore, 
they have research programs and lecture programs focusing on Digital Transformation. Coming 
face to face with this, the question arises whether the Digital Transformation has not just found its 
way into research and teaching but also into the administration of UAS. This paper describes an 
analytical model for assessing digital maturity and then addresses this question through an example 
of a UAS in Baden-Württemberg.     

their statement: “We will support the Universities of Baden

possibilities offered by digitalization.”

„Wir werden die baden-württembergischen Hochschulen dabei unterstützen, ihre Geschäftsprozesse 
weiterzuentwickeln, um die Möglichkeiten der Digitalisierung zu nutzen: in der Forschung, in der Lehre und beim 
Wissenstransfers.“[3]



vision of a “mature” UAS administration. Additionally we need a vision of a “mature” 
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Organizational structure 1 1 1 1 1 1 1 1 1 9 
Information- and Communication Technology 1 1 1 1 1 1 1 1 1 9 
Business Processes 1 1 1 1 1 1 1 1 8 
Customer Experience / Customers Perspective 1 1 1 1 1 1 1 1 8 
Culture & Expertise 1 1 1 1 1 1 1 1 8 
Strategy 1 1 1 1 1 1 1 1 8 
Employees 1 1 1 1 1 1 6 
Products & Services 1 1 1 1 1 5 
Collaboration 1 1 1 1 4 
Production / Delivery 1 1 1 3 
Business Models 1 1 2 
Networking with Partners 1 1 2 
Supplier & Partners 1 1 2 
Agile Methods 1 1 2 
Services 1 1 2 
Data Management 1 1 2 
Controlling / Continuous Improvement Proc. 1 1 2 
Transformation Management 1 1 
Communication 1 1 
Production 4.0 1 1 
Methods & Tools 1 1 
Leadership 1 1 
Competition 1 1 
Value-added Chain  1 1 
Standardization  1 1 
Number of Maturity Levels  5 - 5 5 5 4 10 5 5 5 4 5 5,3 

3. A “Vision” of a digitalized UAS

is meant by the highest score “complete digitalization”? One would think that it primarily aims at 
controlling the flow of processes by means of “digital technologies” –



Behaviour patterns and ways of thinking, the people’s 
mindset and their mental horizons need to be changed so that they “think and act” in a digital way. 

The abbreviation “RG” stands for the average of 

Dimension Indicator RG  
 
Organizational structure 

There is one person in charge of the digitalization of the administration 1,4 1,3 
Cross-departmental and cross-functional teams work on and drive the projects of 
digitalization. 

1,3 

The UAS provides personnel and financial resources for the digitalization of the 
administration. 

1,7 

The administration has the ability to react /to adapt to digital changes and its 
requirements.  

0,8 

Information- and 
Communication Technology 

ICT meets the expectations and needs of students, researchers, lecturers and 
employees. 1,7 1,3 

The IT-department offers and uses up-to date technology and is able to develop and 
implement it in short-term.  1,2 

All IT-systems are connected and they exchange data in the sense of “once only”  1,1 
There is a central data storage for customer data which can be used by all departments 
who need it. 1,3 

Electronic file management is implemented throughout the whole organization.  0,7 
IT-Infrastructure offers new possibilities and supports collaboration.  1,8 

Business Processes Standardized processes are automated.  1,3 1,1 
Continuous improvement of digitalization and standardization is implemented.  1,1 
Digitalized business processes - without any changes of media usage.  1,1 
The business processes will be continuously improved.  1,4 
The business processes are transparent and easy to understand.  0,9 
The business processes are measured via key performance indicators.  1 

Customer Experience / 
Customer Perspectives  

All communicational channels (e.g. email, sms, paper, face to face …) are available 
for the customers to address their issues.  1,4 1,0 



 
(students, lecturers, 
researchers, employees) 

Information is tailored to the customers’ needs. 1,2 
User behavior is tracked and used to improve processes and services.  0,7 
Feedback of customers is valued and analyzed to improve services and processes.  1,1 
Customers are able to track the processing of their issues.   1,0 
Customers are involved in process design and service development  0,9 
New trends and technologies are used for communicating with customers.   0,9 

Culture  The administration knows that digitalization is a success factor for competition.    1,5 1,1 
The administration is ready for digital change and has the ability to drive digital 
change.  0,7 

The administration has a culture of constructive criticism. Its zero-defect culture 
promotes dealing with errors actively and openly in order to benefit from potential 
improvements. 

1,0 

The UAS management encourages and promotes digital innovation in administration. 1,4 
The management are prepared to take risks into account when it comes to digital 
innovation in existing business of the UAS. 0,9 

Service Delivery Up-to date technology (e.g. customer relationship management systems) supports 
service delivery completely.  1,0 1,0 

All services offered by the administration are digitalized from customer back to 
customer.  0,9 

Value added e-services are all well-known and transparent.  0,9 
Customer feedback management is implemented. 1,0 

Strategy The UAS has a vision of digitalized administration.   0,9 0,9 
A holistic and integrated strategy for digitalization of administration exists and is 
embedded in the Structural and Development Plan of the UAS. 1,1 

All employees participate in the strategy development.  1,1 
All employees know the digital strategy of administration.  0,6 
The management of administration gives a good example when it comes to 
digitalization and they work on it.  0,9 

All goals of the digital transformation are „SMART“ (specific, measurable, 
achievable, realistic, timed).  0,7 

All actions to digitalize administration follow a concerted policy.  0,7 
The strategy of Digital Transformation is regularly checked and adapted to new trends 
and technology.  1,0 

Collaboration  Mobile devices support cross-departmental and cross-functional collaboration.  2,5 2,1 
All employees have the choice to work mobile.  2,4 
Teams optimize their collaboration through mobile work.   2,1 
The administration is connected and uses collaboration platforms. 1,8 
New Work-methods and techniques are used to improve collaboration.  1,6 

Employees The administration considers the digital ability of applicants in their recruiting 
procedures and selection processes.  1,5 1,4 

The administration offers an extensive education program focusing on digital 
competencies of their employees.  1,0 

Employees are motivated, asked and urged to extend their digital ability.  1,4 
The administration has a strategic HR development program to improve the digital 
ability of employees.  0,9 

All employees actively use their digital ability, methods and techniques.  1,7 
All employees express a strong interest in participation in the digital transformation of 
their UAS.  1,9 

All employees of the administration use agile methods e.g. Scrum, Design Thinking, 
etc. 

1,1 

Digital Maturity Level of the UAS administration 1,2 
 

Table 2. Maturity levels of dimensions and its indicators

makes it clear with the exception of the dimension “Cooperation” that all dimensions stand at level 
defined as “It is recognized that digital transformation management is necessary” 

noting that the dimension “cooperation” comes out above average with the digi
2.1 compared with the other dimensions. It is also worth noting that the dimension “strategy” comes 



 
 Maturity Level of the UAS [24] 

demands. This can be seen from the indicators “preparedness to be mobile” and “ability to change” 
as well as “ability to take a risk”. Above all the participants criticized the performance of the core 

private sector and didn’t reach the administration of a UAS. This is all the more remarkable when 

strategy
on research and teaching e.g. they started a new program for “e Learning” which supports new 

g methods and materials and they initiated a network called “Hochschulnetzwerk 
Württemberg”.



e study the question can be answered with “no”. The digital maturity of the chosen University of 

strategy 
called “Structural and Development Plan” which is 

d: “Only if the administration is 
innovative, the areas of teaching and research are able to proceed in the digital future.” this 

and
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