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Preamble 

 

This dissertation should be understood as a study to recognize and 

understand the links between the social and technical processes that are creating 

obstacles to European e-Government projects at EU level. Taking two specific e-

Government projects as examples – EESSI and EU ETS – it highlights that 

understanding how, more than why, barriers are forming, is helping to clarify the 

most significant organizational inhibitions to fulfilling the success of e-

Government projects. This work is not about assessing symmetry, i.e. the success 

or failure of these projects, but comprises a primary designation of the major 

categories of barriers hindering European e-Government project conclusions. 

Outcomes from nine interviews with relevant contacts working on two pan-

European e-Government projects will be analysed, together with further studies 

and analysis based on the current literature.  

 

This paper is organized in six chapters: 

 

First, an executive summary specifies the background to this study, the research 

problems and questions, as well as the specific approach adopted to investigate 

the barriers to European e-Government projects. 

 

Secondly, the author will focus on a critical overview of the literature. This 

includes an introduction to European e-Government since the Lisbon Agenda, 

stating the difficulties and controversies surrounding public sector reforms at 

European Level together with their repercussions on project management. A 

review of the contemporary SCOT and ANT literature will also be covered to 

explore the interdependency of social structures and technology initiating the 

creation of networks within the field of e-Government. 
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The third chapter will explain the methodology used to carry out this piece of 

research, assessing the use of qualitative research methods. The author will then 

briefly present the data sources and documents reviewed, the two explanatory 

case studies, as well as the interviews and consultations with experts and key 

stakeholders. 

 

The two case studies will then be presented and the findings will be analysed in 

detail in the fourth chapter, where there is a socio-technical analysis of the 

creation of barriers to the EESSI and the EU ETS projects, as well as the role that 

technology might or might not have in breaking these barriers. This is to give an 

objective representation of what has been learnt from the interviews and 

consultations. 

 

This will be followed, in Chapter Five, by a discussion answering the research 

questions. It is meant to bring together the results of the case-studies analysis 

applied via the main SCOT and ANT concepts in order to reflect on theory and 

practice and to show some limitations. 

 

The last chapter will then conclude by presenting the implications for further 

research and further practice.  

 

___________________ 
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1. Executive Summary 

 

This section describes the underlying ideas behind this dissertation and 

what led the author to undertake such a study. It is also meant to explain the 

background of this paper to the reader as well as the path leading to the main 

research questions, and justifying the need for research. 

1.1 Background  

 

Globalization having taken a firm grip of the world by the beginning of the 

nineteen nineties, since then, humans, businesses and organizations have been 

facing contractions of time and space (Giddens 1991; Harvey 1991). In addition, 

with the exponential growth of computer processing power, humans have 

created a form of artificial intelligence – the computer – and mimicked real-

world relationships throughout virtual networks, which they are now depending 

on in order to face up to the transformations brought about by these innovations 

(Walsham, 2001). 

Indeed, even greater than the printing-press revolution that resulted in 

the widespread of knowledge among elites at the end of the Middle Ages in 

Europe, so the widespread availability of computing power in modern everyday 

life is enabling the interaction of “provider-users” (United Nations, 2010: 13) 

vertically across the entire social ladder of our societies and at global level, 

thereby creating new power relationships, complex cultural diversity and even 

“transnational visions” (United Nations, 2008: 116). 

 Contemporary sociologists and thinkers are thus pointing to the shifting 

role of the nation-state, faced by uncontrollable global forces and dealing with 

“transnational civil societies” (Mann, 1997: 474) and “world states” (Giddens, 

1991: 66). 

Finally, similar to the challenges brought by mechanisation during the 

industrial revolution that redefined work and the relationships between humans 

and machines, the digital leapfrog generates new challenges and obstacles on 

multiple levels. 
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“Global ICT programs are defined as new and universal modes of organizing, 

mediated by technology and enacted through a novel mix of policy instruments, 

international institutions, business interests, and techno/ managerial concepts.” 

(Navarra & Cornford, 2009: 35) 

 

“Governments will have to follow suit and adopt information society tools and 

working practices if they are to remain responsive to citizens’ needs.” 

(OECD, 2003: 11) 

 

Throughout this paper, the author focuses on the e-Government 

phenomenon at European level and more especially on the social aspects of 

Technology within two distinctive on-going European e-Government projects. 

Interviews have been conducted with appropriate experts, projects managers 

and business analysts at the European Commission. The main concepts within 

relevant contemporary literature were taken into account and applied to two 

case studies to understand the high-level barriers encountered by these projects 

that are enacted by individual, organizational and technological means. 

1.2 Research justification and research questions 

 

It is widely recognised that the public sector in general and the European 

public sector in particular have been going through a transformation process 

under the name of new public management, putting hierarchies into dispute and 

adding competition and rationality to working practices. In fact, NPM was about 

the adoption of private-sector practices and the application of neo-liberalism in 

public administration. Citizens were to be considered as customers, and cross-

departmental tasks as well as communication were to be the basics to deliver 

appropriate public services at the right price. But the rise of the Internet and ICT 

has opened up new horizons and an even more modern way of managing public-

sector administration. 
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“Leading scholars of business strategy envision a new age of competition and 

innovation where value will be based on increasingly personalized services that are 

co-created with customers and that draw on partnerships and networks of 

providers, enabled by ICT.”  

(Hanna, 2010: 13) 

 

In fact, the confrontation between the intensive use of ICT, social 

interactions with international customers and client-centric management is 

resulting in undermining conflicts.  These aspects of human-machine interaction 

within public-sector workplaces are generally overlooked in the literature as 

well as in managerial practices. But that is not all: the everyday collaboration 

with multiple heterogeneous actors is creating new challenges in terms of 

organization and governance. When considering these at the European 

supranational level, the “side effects” are magnified by multicultural settings, 

adding interpretation when communicating with colleges through new media, 

which again points to a gap in contemporary research.  Notwithstanding that ICT 

enables a new balance of power and control within public-sector organisations 

by introducing monitoring, it is still to be researched whether this will influence 

the structures and functions of e-Government systems.  

The main objective of this dissertation is to study the influence of 

technology in resolving social impediments within work practices and to 

research how these are enacted. Due to time constraints and the magnitude of 

the European e-Government field, this research is limited to two distinctive e-

Government services – in the employment and environmental protection fields. 

It has however been designed to reveal specific reasons for the resilience of IT 

projects in the area of European public administration, thus opening a way for 

improvement backed by a critical review of popular theories within the field of 

science and technology studies. Hence, grounded on the above discussion, the 

following research questions were designed to address these issues: 

 What is triggering barriers to cross-border e-Government projects? 

 To what extent is technology helping to overcome these barriers? 
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1.3 Approach to investigating barriers to European e-Government projects 

 

The word “barrier” comes from the French barrière, which, according to 

the Larousse dictionary, designates a natural obstacle, which forbids passage or 

makes it difficult. In the case of e-Government projects, a barrier would therefore 

be a difficulty or complication encountered by the project team from a social, 

technological or organisational point of view, working against the development 

of e-Government. 

When engaging with e-Government literature, there is a strong sense of 

empowerment and hope in the use of ICT to leverage governance (Bloomfield & 

Hayes, 2009; Bekkers & Homburg, 2007; Ciborra, 2005). Moving from traditional 

government to e-Government is merely about managing change, but 

heterogeneous actors perceive technology and the modernity it carries with it 

differently. The way to transformation is strewn with pitfalls triggered by a 

multiplicity of obstacles. Since the dawn of e-Government, multiple studies have 

been listing and researching these obstacles to change. Most of the research done 

in this area is about gathering, i.e. giving names to them and finding solutions, 

either thanks to policy or by proposing guidelines to avoid them by ensuring 

better participation, collaboration, leadership, formation or rationalisation 

(OECD, 2003b; OECD, 2003a; European Commission, 2006a; United Nations, 

2008). The latest major European report covering this subject classifies these 

barriers into seven categories: leadership failures, financial inhibitors, digital 

divides, poor coordination, organizational inflexibility, lack of trust, poor 

technical design (European Commission, 2006b).  

This dissertation seeks to bring a new eye to these issues by researching 

how technological and organizational barriers are forming within e-Government 

projects instead of proving their existence. This encompasses technical design 

and collaboration failures, as well as organizational and technological divides 

from a supranational point of view. 
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2. Critical overview of the literature 

 

This section intends to give an indication to the reader of the key concepts, 

theories and findings contributing to European e-Government, the social 

construction of technology, and actor-network theory. It will also show how 

these are interrelated. 

 

2.1 Brief introduction to European e-Government 

 

When considering European e-Government, it is essential to understand 

the transformation of the European public sector from the introduction of New 

Public Management to the integration of the Information Society and ideas from 

the Neo-Weberian State movement. The objective of this first part is not to 

review policy measures, but to give the reader a sound understanding of the 

main developments in the field leading to the use of e-Government. 

 

2.1.1 Government reform, e-Europe and the rise of the net economy 

 

In the nineteen-eighties, with the end of the “economic boom” generated 

by reconstruction of the European countries’ economies, the welfare state was 

already in demise. There was a need for reform and thus savings, and a focus on 

quality, efficiency and effectiveness within the sphere of public administration 

(Pollitt and Bouckaert, 2000). Managerial practices, applied for a long time in the 

private sector and inspired by scientific-management theoreticians, were about 

to be applied to public administration throughout the Western world. The name 

was New Public Management and it was about adopting new management 

procedures, customer focus and market mechanisms as well as recognizing 

competition in public administration (Kickert, 1997; Denhardt and Denhardt, 

2000; Aichholzer, 2004; Ciborra, 2004) in order to introduce greater cost 

efficiencies for obvious budget reasons.  In other words, NPM was changing the 

way public administrations were organized without altering their role, but by 
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bringing responsiveness to citizens’ needs thanks to public-private partnerships 

and a very particular use of IT (Bogt et al., 2010). The world was changing: 

households were investing in personal computers and the rise of the Internet 

was revolutionizing business and organizations. The Information Society was 

about to be associated with economic growth as James Beniger explains in his 

book “the Control Revolution: Technological and Economic Origins of the 

Information Society”, published in 1986. The European Commission soon 

realized the potential of such a revolution and released a White paper for growth 

competitiveness and employment in 1993, to fight against the rise of 

unemployment across Europe, where the Information Society was considered as 

a tool for the improvement of European competitiveness (European Commission, 

1999). But the benefits of the Internet and the new technologies for national 

economies in general were perceived differently across Europe; it was at the 

time of the multiplicity of business start-ups and there was great interrogation 

with regard to the real wealth creation generated by those. Audit businesses 

were developing numerous models to calculate the value of these businesses; the 

Net-economy was becoming a reality. Across Europe, risk-taking MCs were 

investing in supporting this new economy, whereas risk-averse MCs were 

staying indifferent to this new phenomenon. Europe was fragmented and a need 

for a clear development path was felt at supranational level. In 1999, the 

European Commission initiated the e-Europe initiative for citizens, businesses 

and governments of MCs to embrace the information society and create a 

knowledge-based economy where, for the first time, the need for “online 

government” (European Commission, 1999: 16) in European national public 

administrations, as well as for the European Commission itself, was mentioned. 

Some Researchers recognize, in this initiative, the shift from NPM to NWS, or the 

New Weberian State (Pollitt and Bouckaert, 2004: 99). Indeed, scholars see in 

the combination of the State, ICT and the Information Society, the application of 

NWS principles including, among others, “the reaffirmation of the role of the 

state as the main facilitator of solutions to the new problems of globalization and 

technological change… ” (Rodrigues, 2009: 303; Pollitt and Bouckaert, 2004: 

100). But has this in fact been achieved? 
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2.1.2 The Lisbon Agenda, e-Government and Organizational Change 

 

Following the e-Europe initiative in 1999, the fifteen European Leaders 

decided, at that time, to meet in March 2000 in Lisbon, Portugal at the European 

summit about Information and communication technologies and the knowledge 

economy. This was the first summit of its kind and the decisions taken there are 

still permeating European administration(s) today. The Lisbon summit was 

about “making Europe the most competitive and dynamic knowledge-based 

economy in the world, capable of sustainable economic growth with more and 

better jobs and greater social cohesion” (European Council, 2000: 1). It provided 

recommendations about how to achieve a common shift towards a technological 

progression without hindering the success of the common market by 

“implementing a new open methods of coordination” (European Council, 2000: 

35) to bolster growth, competitiveness and employment. This would be partially 

achieved through the creation of EUPAN: a network of ministers, director 

generals and working Groups across all European administrations. Among 

others, the e-Government working group was created within EUPAN to work 

closely with member states and the European Commission with regard to “e-

Government initiatives at EU level” (Portuguese presidency of the European 

Council, 2007: 26).  

E-Government or electronic government is indeed about “effective 

government, whereby ICT is used to modernize government services and make 

them accessible, responsive, transparent and client- centred” (Hanna, 2010: 67). 

We see here the NPM heritage of e-Government: accessibility, responsiveness 

and customer focus are commonly used in e-Government literature. It also 

important to highlight that it “requires close collaboration among the disparate 

stakeholders, within and outside government” (Gessi et al., 2007: 8). Technology 

does indeed seem to promote collaboration through even more intensively 

networked departments as well as between governments. That concurs precisely 

with the objective of the e-Government working group. It would coordinate 

EUPAN activities with the IDABC program (called ISA since 2010) managed by 

DG informatics at the European Commission. This program was to ensure 

interoperability across European e-Government initiatives, leading to the 
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foundation of the European Interoperability Strategy and the European 

Interoperability Framework that produce guidelines and an action plan for 

organizational, technological and semantic interoperability of public 

administrations both at national and European levels (IDABC, 2004). 

This is characteristically sound example of the impact of the still ongoing 

e-Europe initiative and hence the Lisbon Strategy on organizational change, 

triggered by new technologies and undertaken by the European Commission to 

work towards a renewed role for the state. But has this change been conclusive? 

Is Technology supporting the move towards the goals fixed by the numerous 

initiatives? 

2.1.3 Lisbon II, social security and sustainable development. 

 

A few years after the 2000 Lisbon summit, criticism was increasing due to 

the differences in budgets allocated at MC level for such promising goals, the lack 

of a roadmap to achieving them and thus the poor commitment. At the dawn of 

Europe’s greatest enlargement, many reports, studies and factsheets were 

published to point out the impossibility of integrating ten new MCs without 

organizational change. The 2003 report on achievements and challenges for 

enlarging the European Union is a good example, heavily criticizing the Lisbon 

strategy set up by the fifteen MCs. It asserted that Europe was not going in the 

right direction due to a lack of structural reforms, primarily because no priority 

had been given to numerous propositions (Kok, 2003). Furthermore, most of the 

new MCs were not so technologically advanced in their administrative 

procedures and this would create a gap in implementing the directives 

emanating from Brussels. Consequently, in 2005 the European Commission 

issued a communiqué promising a fresh start for the Lisbon Strategy, with the 

diagnosis that Europe needed more focus, support for change and a 

simplification of the original Lisbon strategy (European Commission, 2005). 

Among other bold measures, the need to complete the single market was 

underlined by stressing “the role of European administrations in providing the 

right market conditions with a greater use of e-government” (Barrosso and 

Verheugen, 2005: 17). But going beyond the 2000 Lisbon agenda, the European 
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Commission was, amongst others, stressing the importance of ICT in linking 

Social security systems and instruments for environmental protection within 

“collective solidarity mechanisms” (Barrosso and Verheugen, 2005: 15).  Specific 

strategies had been already created in previous years for those two specific 

objectives, but the emphasis here was put on the Lisbon processes leading to the 

recognition of the importance of a pan-European social security system and 

limitations on the emissions of greenhouse gases. Further information about 

how this has been translated into the EESSI and EU ETS e-Government systems 

will be explained further in Chapter five. 

 

This brief introduction to European e-Government has shown how 

increasing globalization in general and new technologies in particular have had 

an impact on European governance. A culture shock brought about by the 

application of private-sector working practices and the awareness of new 

challenges to be overcome in the twenty-first century has ultimately modified 

European public administration.  In subsequent sections of this literature review, 

I will be introducing two main theories exploring the impact of social processes 

that are spreading throughout pan-European e-Government projects. The social 

construction of technology is believed to be essential to understand what 

processes are building a system, what the human effects on structure are, and 

what the impact of human representation on technology is. Actor-network 

theory is however key to understanding networks and human-technology 

interaction; it entails understanding that objects, beings and materials interact 

with and affect each other via networks. In short, while SCOT will be considered 

as a high-level theory to our approach, ANT will be focusing on specific aspects to 

give the reader an overview of social constructivism before applying it to 

technology in the form of pan-European e-Government.  
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2.2  The social construction of technology  

 

Scholars in the field of social constructivism are claiming that rather than 

technology affecting human activities, behaviours and occurrences are deeply 

rooted in their technological outcomes. In the second part of this review, three 

major concepts – social groups, interpretive flexibility and conflicts – will be 

studied. Core authors will be presented and confronted by their detractors to 

bring to the reader an objective overview of the literature. By constraining 

ourselves to SCOT, there will not be space to depict technological determinism, 

i.e. how technology is the driver for social configurations. 

 

2.2.1 Social Groups 

 

According to Pinch and Bijker (1984), social groups manifest problems to 

be solved by inventing a specific work practice or technology (artefacts) to 

elucidate them. Social groups can be organized or unorganized groups of people, 

but what is key to the concept is that they must have the same set of meanings 

attached to an artefact, and its consumers or producers must be part of it. Pinch 

and Bijker (1984) also argue, in their observations on innovations in the area of 

bicycle development, that people against the idea of cycling must be included as 

social groups for the simple reason that it is necessary to have a more precise 

idea of what a bicycle means to them. This is actually what antagonism is all 

about; contrasting with passive resistance, it is a movement of active resistance 

influencing the object of conflict (the artefact).  

In his response to Pinch and Bijker, Russell (1986) discusses the idea of 

social groups and concludes that they do not take into consideration the 

possibility of unequal power. Furthermore, internal discords and indirect 

external powers that influence the problems constructing the artefacts are also 

not taken in consideration. However, although Pinch and Bijker have reflected on 

the difference between beliefs and action, Russell (1986) highlights the fact that 

their theory does not address the extent to which social groups are or are not 

able to act on artefacts. Indeed, access to knowledge about artefacts is crucial to 
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developing a point of view; consequently, being able to influence them is 

complex. 

 Hence, following Pinch and Bijker (1986) in their reply to Russell, it is 

extremely difficult to set boundaries on social groups as they themselves are part 

of a web of other factions and constructions. However, to extend social groups, 

Bijker (1989) himself explains in a new theory of technological frames that 

engineers as well as users can act on artefacts (understood here as technological 

frames), and therefore represent distinctive social groups. Engineers might 

influence certain parts of the bike, and users others. It all depends on who is 

considering what and the importance attributed by different groups of people.  

More recently, Winner (1993) compares Pinch and Bijker’s social groups 

to interest groups and concentrates his research on the foundations of these 

social groups and why they are relevant. He states that by only considering 

obvious groups, scientists are proving to have a conservative view on technology. 

They are excluding the non-obvious groups, which are powerless, favouring 

elites, and considering that the past is the reason for the present results or 

outcomes 

In short, social groups are to be understood as “pressure groups” that 

represent distinctive views on the technology they are constructing, and are 

taking part in a web of human social drivers developed from experience and 

culture. But are e-Government systems, in our case, constructed by the influence 

and power of social groups? Do these constitute an obstacle to the development 

of e-Government projects, and is technology helping to reduce this impact? In the 

next paragraph, the concept of interpretive flexibility in constructing technology 

will be explained. 

 

2.2.2 Interpretive flexibility 

 

Originally, and following Pinch and Bijker, interpretive flexibility was 

meant to explain that scientific findings are “open to more than one 

interpretation” (Pinch and Bijker, 1984: 309), and therefore, in the search for 

truth, scientists do not consider findings from a natural world, but from a social 
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one constructed by confrontations with other interpretations, adding to how 

social groups can be created. However, Russell (1986) points out that 

interpretative flexibility is not enough to relate the construction of technology to 

its social environment, broaching the concept of action or non-action. 

Furthermore, Woolgar (1991) introduces the ideas of design and use as ways of 

highlighting the impact of interpretation on technology. Similar to Russell, he 

stresses the importance of these interpretations and their being capable to “act 

or to affect action” (Woolgar, 1991: 39), but adds that their high unpredictability 

contrasts with the predictability of technology itself.  

More recently, DeSanctis and Poole (1994) complemented the concept of 

interpretive flexibility by considering the appropriation of certain social 

structures and the rejection of others, speaking about the truthfulness of 

appropriations. Both authors indeed claim that “unfaithful appropriations” 

(DeSanctis and Poole, 1994: 134) are playing their role in making interpretive 

flexibility unpredictable, and therefore impacting on technology in an erratic 

way. In other words, the fact that a business analyst will step up to influence the 

use of a precise methodology to map business requirements, will in turn 

significantly affect the end solution. But knowing that an employee took a given 

decision because he or she had interests in the company developing the 

methodology, without having assessed its effectiveness or its compatibility with 

the specific environment it will be used in, makes it an unfaithful appropriation. 

Finally Orlikowski (1992), in his review of the theory of structuration, 

considers that interpretive schemes are not bound to collective representations 

sharing similar understandings of technology, but represent “organizational 

structures of signification” (Orlikowski, 1992: 404). These result from challenges 

to or the appropriation of existing organizational rules through social 

collaboration, thus giving a glimpse of the existence of conflicts, a concept 

reviewed in the next paragraph of this review. 

To conclude, interpretive flexibility represents a typical notion 

underlining the social construction of technology. Following this review, it 

should be clear to the reader that Technology, and more specially ICT, are not 

limited to the scientific (re)organization of human practices, but are so much 

more: they reflect on the processes that lead to their development. Are these 
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processes similarly reflected in e-Government projects? How are they affecting e-

Government systems and are they leading to the formation of barriers? Is 

interpretive flexibility ignored by e-Government systems due to technology? In 

the next paragraph, the concepts of conflict, closure and stabilization will be 

examined. 

2.2.3 Conflict and stabilization 

 

For Pinch & Bijker (1984), conflicts can be explained by the diverging 

technical requirements that emanate from distinctive social groups and resulting 

in contradictory solutions to a similar problem, e.g., in the case of IT systems, the 

choice between two different technologies, stemming from two different service 

providers, to secure a common digital transaction. This could result in a conflict 

of proprietary standards and a lack of interoperability, although the problem is 

the same for both parties. In the process of reaching consensus, Pinch & Bijker 

(1984) use the term stabilization to consider the end of a conflict and 

differentiate science and technology in this process. According to them, closure 

in terms of technology occurs when a problem is considered as resolved by all 

social groups or is redefined, whereas scientific closure would be represented by 

an occurrence like a new argument or an irrefutable proof, which would close 

the debate for good.  

 Yet, Hård (1993) argues that technology can be seen as an instrument to 

create conflicts, and taking part in a power game forces the alteration of social 

relations. Criticising Pinch and Bijker, he claims that social groups are, by 

definition, from different social levels in society and have to share a minimum of 

common interest in order to enter conflicts. These conflicts can never achieve 

stabilisation or closure due to the controversy over whether technology can 

change when relations do not change and are equal in power: “technical change 

occurs in a society or an arena in which power and influence are unequally 

distributed among a relatively large number of agents” (Hård, 1993: 423). 

 (Misa, 1994) however considers that conflicts are “controversies”, which 

no actors taking part in the process of technology construction want to be 

interminable. For him, controversies are always time-limited, and closure “has 
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come to mean the process by which facts or artifacts in a provisional state 

characterized by controversy are molded into a stable state characterized by 

consensus” (Misa, 1994: 109). He diverges here from the point of view of Hård, 

which talks about the never-ending conflicts when dealing with technological 

questions. Additionally, (Misa, 1994) emphasizes his analysis of conflicts and 

explains how the nature of negotiation is central in affecting artifacts, replacing 

Nature which naturally shapes elements. 

 

Conflicts, stabilization and closure  are interpreted differently in theories 

of social constructivism. Yet one concept is central to every author in the field: 

these occur naturally and affect artifacts, validating the influence of social means 

on Technology and the importance of change in this process. Widening the 

discussion, this part of the literature review sought to give the reader some 

objective insights into the formation of three high-level factors that can influence 

organizational obstacles to human collaboration for the creation of technological 

artifacts. Having observed how change is embedded in SCOT, how are e-

Government projects handling its social processes? Conflicts of ideas are 

occurring frequently at the European level, due to the multiplicity of 

representations enacted through differences in culture and experience. How is 

this impacting on e-Government projects and is it considered an impediment for 

their outcomes? Also, is technology helping to reduce these conflicts or is it a 

catalyzer? In the third part of the review, actor-network theory will be revealed 

and put in perspective, to add precision and logic to the SCOT approach. 
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2.3 Actor-Network theory 

 

ANT is a complex and controversial theoretical part of the social 

constructionism movement developed in the nineteen-eighties. It states that 

technology is not being developed or advancing under the rationality of science, 

but that it renders “social ties traceable” (Latour, 2005: 119), that it is “social 

relations viewed in their durability, in their cohesion” (Callon and Latour, 1992: 

359), and that it “mirrors our societies” (Bijker and Law, 1994: 3). However, it 

diverges from SCOT by considering human and non-human objects in equal 

fashion, blurring the boundaries between human and technological action. In the 

next paragraphs, three key concepts of ANT will be critically examined and clear 

definitions of the very specific vocabulary used by this theory will be presented 

to the reader to promote a better understanding. 

 

2.3.1 Actors, local and global networks 

 

According to the original actor-network theory by authors Law, Callon 

and Latour, an actor originates from a network of other actors and is defined by 

his actions within a wider network. It is a seamless combination between 

identity and action: an identity constructed socially defines the action, a result of 

social interaction. Actors are humans (employees working on a project), but with 

regard to non-humans (computers, networks, machines), as the authors explain, 

“whatever term is used for humans, we will use it for nonhumans as well” (Callon 

and Latour, 1992: 353). Actor-network theory is indeed a theory at the semantic 

level as it redefines the meaning of words like “actors” and “network” by 

bringing in new concepts like agency and translation, which we will be 

considering later.  

Following Navarra and Cornford (2009), this theory describes the essence 

of networking, collaboration and relationships in contemporary working 

settings, as it integrates, for the first time, technical and social components of 

these networks, considering them to be of equal importance. Still, the conceivers 

of the networks are also included in the theory, being shaped by them. However, 
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Latour (2005) points out the unclearness of “who or what” is acting by taking the 

example of an actor on stage, acting within a network of other actors. His role in 

the play is highly dependent on the role of others, although his dialogues and 

actions are clearly stated, corresponding to his name in the cast-list of the play. 

Law and Hassard (1999) had already argued that one of the greatest difficulties 

in understanding actor-network theory lay in grasping its “local dimension” 

within the “total structure”.  

Yet, it is common in actor-network literature to find concrete examples of 

local and global networks. Most commonly, and according to Law and Callon 

(1994) and Aykac et al. (2009), the local network works to achieve the objectives 

of the global network, adding a sense of hierarchy to the original theory. In 

addition, “intermediaries” will be exchanged between global and local networks 

to “mobilize a more permanent local network” (Law and Callon, 1994: 28). This 

seems to introduce the notion of power within these networks since the global 

network, seen here as the supplier of resources from the local network would be 

in a situation of superiority, but this notion will be covered later in the review. In 

contrast, Latour (1999) argues that, in ANT, there is no will to try and reproduce 

social stratification. According to him, part of the attractiveness of this theory is 

that it recognizes that a global network, with no understanding of domination 

needed, can create a local network. Therefore, human and non-human actors act 

together on the network and shape themselves and each other in turn.  

 This last part aimed at explaining the relationship between actors and 

networks. The endless reconfiguration of a network and its actors is in fact 

embedded in the theory, making it possible to adapt it to all possible situations. 

Its detractors underline the fact that ANT only renames common occurrences, 

but these two concepts are only the basics of a multifaceted theory that consider 

the details and the whole simultaneously. Yet, how does a network analogy help 

to understand e-Government projects? Does the interaction of human and non-

human actors create difficulties to be overcome in such projects? The next 

paragraph will review the notions of agency, translation and power. 
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2.3.2 Agency 

 

When explaining the concept of agency, actor-network theory, for the first 

time, integrates power relations within networks of actors. According to Latour 

(2005), agency can be visible (see Figure 1 Phase 2) or invisible (see Figure 

Phase 1), have a name or be anonymous. It is represented as powerful influence, 

acting on a network and its actors, and making the actors gather together to 

represent a point of view, which they find legitimate. Invisible agency could be, 

for example, a oral ideology impacting on an actor, while a visible one would be 

this actor trying to influence others in a precise way. Agency appears with the 

words “interest”, “imitation”, “destiny” or “routine”.  

 

Figure 1 - ANT and the concept of agency 
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However, Woolgar (1986) points out that when an actor makes a 

declaration, the declaration is as important as the actor itself. This explains that 

sometimes a power relation is not as clear as Latour would have imagined. If 

considering a declaration to be invisible agency, the actor making it would 

instantly be transformed into a visible agent. According to Woolgar, there is no 

force acting on the actor as an invisible agent, but an interest rises and therefore 

an adoption occurs.  

Similarly, Law (1992) researched what makes people be people, stating 

that the key to understanding actor-network theory lay in understanding how it 

considers humans and machines: “what counts as a person is an effect generated 

by a network of heterogeneous, interacting, materials” (Law, 1992: 4). The 

author is here describing an effect, which generates a network. It seems very 

similar to the impact of an agency on a network. Can a person therefore be an 

agent and “affect materials”? It seems that Law gives us the answer. 

Thus far, we have seen an overview of the agency of non-human actors. 

According to Pickering (1992), this is precisely what ANT is about: giving a voice 

to non-human actors in sociology. He describes agency as a connection between 

two entities, these might be an object and a person linked by a verb. As the verb 

is in essence an expression of action, agency can therefore include thoughts as 

well as action-producing outcomes. Pickering (1992) considers ANT uniquely, as 

he tries to apply it to pure research in science, more especially during 

observation, experimentation and exploration stages. He is thus trying to apply 

sociological theory to science, hence showing the link between sociology and 

technology.   

Agency is both rich in its representations and a central component of 

ANT. In the last paragraph we aimed at bringing several insights to this notion 

from multiple authors, adding to the existing natural knowledge of the reader. Do 

internal and external agencies indeed impact on the development of e-

Government projects? How is technology in the form of ‘non-human agency’ 

affecting e-Government systems?   
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2.3.3 Translation and power 

 

Actor-network scholars have considered the notion of agency in detail, as 

well as its effects on networks and actors. The very essence of actor-network 

theory is though a translated concept. The first sociologist to use the term was 

the French professor of sociology at Ecole des Mines in Paris, Michel Callon 

(1987), when studying an actor-network composed of scallops and fishermen in 

St Brieuc Bay, France. As he explains, translation can be described in four stages: 

problematization, arousing interest, enrolment and mobilization of allies. The 

problematization stage sees the agent explaining why he is interfering with what 

the actors have been doing so far, and problematizing the fact in that, if the 

actors continue working in that way, they will soon not be able to continue for 

multiple reasons. In this way, the arousing-interest stage sees a few actors 

become interested with what the agent is telling them, forcing them to fully 

understand the point of view of the agent, and soon enrolling them in a power 

relation where the roles are set by the agent and executed by the few actors 

convinced that this is for the good of all. They therefore become “mobilized as 

allies” to enroll all the others under the supervision of the agent, who can be 

considered as an “obligatory points of passage” or OPP (Callon, 1987: 6). 

Translation is therefore “the mechanism by which the social and natural worlds 

progressively take form. The result is a situation in which certain entities control 

others” (Callon, 1987: 19). But translation is not only about power and control. It is 

also about meaning and understanding.  

In this way, translation can also be considered at the semantic level, in 

“shifting interests by displacing the nature of a pivotal problem from one set of 

signification to another” (Brown and Capdevilla, 1999: 32). It is about bringing a new 

representation of the world to the actors, making them aware of something that they 

could have discovered for themselves. It is also about bringing a new meaning to 

change the representation that the actors had before, with no expression of power, and 

thereby avoiding conflict.  

However, Law and Callon (1994) see translation as embedded in technology 

when researching technological change from an actor-network viewpoint. Indeed, 

they speak about translation being represented by an aircraft at the end of its 
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production cycle. The aircraft in itself represents the final outcome of numerous 

compromises between heterogeneous actors in a network. Both authors therefore see 

translation as a stabilized conflict between opposing parties, thus linking up with 

social constructivism. 

Finally Latour (2005), in his critic of Callon (1987), says that before 

understanding translation one has to accept that heterogeneous actors constituting a 

network and acting on others can be defined as “mediators” (Latour, 2005: 106). In 

this case (see Fig. 1, p.17), the networks in phase two are mediators due to the 

splitting effect. However, the author also specifies that translation is neither actor nor 

force but rather a link carrying change. Latour expresses the precision of his theory 

here in decrypting each and every social relationship in the form of a network of 

objects and humans. Some authors understand it as including power relations, others 

as mapping relationships at the semantic level. But all agree that it is enacted by 

research translating the social; actor network-theory is the social theory par 

excellence.  

 

While exploring ANT, we have seen how networks constitute organizational 

settings. The interrelation of humans and objects is a fact in contemporary 

organizations. Its consequences have been researched for decades although not always 

taken seriously by practitioners. While e-Government systems are, in essence, an 

outcome of such interactions at societal level, as shown earlier, are these interactions, 

as well as the power relations enacted by them, affecting e-Government projects? A 

second interrogation would concern the effects of these relationships, which occur 

within e-Government projects, on the systems there developed. In the fourth and last 

section of this literature review, the concept of e-Government projects will be 

reviewed from ANT and SCOT perspectives, applying a few thoughts and ideas 

considered in the three previous parts. 
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2.4 Linking ANT and SCOT in E-Government projects 

 

Across the literature, e-Government is understood as a form of 

“networked government” or a type of “networked governance” (Lee et al., 2005; 

Dunleavy et al., 2006; European Commission, 2006) More commonly, e-

Government scholars state that participation and collaboration are the drivers of 

e-Government projects, making them the product of human interaction. It is 

therefore clear that e-Government embodies both SCOT and ANT principles. 

Gessi et al. (2007), in their study about setting up an e-governance 

framework for the Commonwealth, state that e-government is about the building 

of “successful multi-stakeholder partnerships … and the reaching of consensus 

among numerous actors” (Gessi et al., 2007: 19), which proves the difficulty in 

reaching stabilization after conflicts, following the SCOT school of thought, and 

guessing the presence of an agency-type relationship, according to ANT. They 

also underline the importance of being able to drive multiple actors around a 

project and its vision in changing settings, thus referring to the actor-network 

concept of translation and Callon’s problematization, arousing-interest and 

involvement stages. 

Similarly, Bloomfield and Hayes (2009) explain that e-Government 

projects represent a new organizational experience where innovative ideas are 

created: a view comparable to the concept of disruptive innovation where the 

arrival of a new product on the market results in the creation of a whole new 

range of products which would not have existed without the invention of the 

very first one.  From a SCOT perspective, and following Bloomfield and Hayes 

(2009), e-government projects are enacted through technology, thanks to the 

result of stabilized social groups affecting the interpretive flexibility of others. 

Additionally, and according to the ANT viewpoint, e-government projects are to 

be understood as resulting from the agency of a non-human actor (e-government 

technology) in a global network affecting a local network of actors constructing 

new e-Government services (the project team). 

Furthermore, Heeks and Stanforth (2007), while researching e-

Government project trajectories, use the network model of Law and Callon to 



Literature Review 

 

A SOCIO-TECHNICAL STUDY OF ORGANIZATIONAL BARRIERS TO PAN-EUROPEAN E-GOVERNMENT PROJECTS 22 

 

verifying the assumption that such projects are indeed multi-layered and highly 

networked. 

 

“… E-Government project trajectories are a function of three things: the 

mobilization of a global network of actors that resource such projects; the 

mobilization of a local network of actors that implement such projects and the 

imposition of the project as a single connection between these networks” 

(Heeks and Stanforth, 2007: 176) 

  

Once again, the use of the word “imposition” marks the existence of 

power relations in e-Government projects, and shows here the effect of an OPP 

on a social group (SCOT) or on a network of actors (ANT). E-Government 

projects are therefore unique in showing the convergence of two similar though 

distinct theories, which prove to complement each other. But what makes 

European e-Government projects different? What is the role of technology at 

supranational level in project settings? How does it confront with multifaceted 

human cultural interpretations? 

 

In this literature review, we have been exploring the rise of e- 

Government at European level and we have seen how a mixture of social change 

and technological progress has triggered the latest developments in European 

public administration. When considering SCOT and ANT, we have seen how 

technology is influenced by the social, and how the technical and the social are 

interrelated. The viewpoints of technology for power and power for technology 

have also been considered, adding meaning to e-Government projects in 

transformed public sector environments where the relationship between citizens 

and states is fundamentally changing. It is therefore essential for the reader to 

understand the methodology used to investigate this changing public sector. 

Thus the next chapter explains the methodology used to investigate two pan-

European e-Government projects from the perspective of the European 

Commission.  

 



Methodology 

 

A SOCIO-TECHNICAL STUDY OF ORGANIZATIONAL BARRIERS TO PAN-EUROPEAN E-GOVERNMENT PROJECTS 23 

 

3. Methodology 

3.1 Assessing the use of qualitative research methods 

 

Adopting a qualitative research method is about being “concerned with 

collecting and analysing information in as many forms, chiefly non-numeric, as 

possible” (Blaxter et al, 2006: 64). The objective of such a method is the search 

for a holistic understanding, proving validity thanks to a rich and deep set of 

data. It is opposed to a quantitative research method, which is “equated with 

questionnaires, surveys, structured observations and experimental studies, 

including randomized controlled and other kinds” (Oakley, 1999: 155). The aim 

of quantitative methods is to verify facts and causes by producing replicable 

patterns.  

As explained in the preamble, the objective of this dissertation is more to 

understand social processes and power relationships than to verify the possible 

application of ANT or SCOT. Furthermore, many authors criticize the exclusive 

use of quantitative or qualitative research methods and argue that the best way 

to conduct research is to gather scientific facts through quantitative research and 

an understanding of them through qualitative research.   

In this way, Johnson und Duberley (2000) argue for more “interpretation” 

in research although saying that surveys should be considered as being superior 

to qualitative research. In our case, choosing qualitative methods was firstly due 

to the limited timeframe available for completion of the study, and secondly so as 

not to affect the answers of interviewees. In fact, a questionnaire or a survey is 

about the orientation of questions to verify an assumption that the researcher 

has in mind. In this dissertation, the key objective was to conduct social research 

and therefore not to affect the answers of interviewees, thus bringing to the 

reader naturalistic and unchanged views on the subject chosen.  

Furthermore, and according to the motivations and interests of the 

author, qualitative research methods are precisely about “understanding actions 

and meaning rather than causes” (Clough and Nutbrown, 2002: 17) and 

correspond to the interpretative nature of this inquiry. It is, in addition, firmly 

believed that humans continuously reconstruct their environment and, 
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according to the same authors, this is not compatible with the production of a 

statistical model aiming at reproduction and standardization. For this reason, the 

focus of this research is to study the systems and practices of e-Government at 

European level. 

 

Having stated and explained why qualitative research was chosen to 

pursue this piece of research, this section has explained the nature of the inquiry 

preferred by the author and the reasons why scientific methods are not 

compatible with the objectives of the present study. The next paragraph will 

review the research design. 

 

3.2 Designing research: case studies 

 

According to VanderStoep & Johnson (2009), there are five strategies for 

social research projects: ethnography, phenomenology, textual analysis, applied 

research and case studies. The first three are about studying culture, society and 

languages. Applied research serves the cause of science and requires the setting 

up of an experiment to evaluate a situation or solve a problem. In our case, it was 

clear from the beginning that a case study would reveal itself to be the most 

suitable research design.  

 

“The great strength of the case-study method is that it allows the researcher to 

concentrate on a specific instance or situation to identify, or attempt to identify the 

various processes at work.” 

 (Bell, 2010: 11) 

 

The first step in understanding something is to attempt to identify what it 

is made of. That is exactly the approach taken here. The field of e-Government 

proves to be extremely diversified and rich and the true essence of the case study 

lies in its specificity. One of the greatest challenges encountered before writing 

this dissertation was to identify and choose two specific e-Government services 

to study. It is in fact very difficult to get an overview of the field; there is for the 
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moment no single point of access for all e-government projects and functioning 

services at European level.  

Following Denscombe (2003), what identifies case studies is that they 

study something that already exist, the research environment is not created 

artificially for the aims of the research. Indeed, EESSI and EU ETS are existing 

pan-European e-Government services, but their specificity is that both are being 

improved or adapted to new settings. It was considered more interesting for the 

outcomes of this case study to interview the teams in charge of the coordination 

or the development of these systems, which are “in the making”. Both systems 

are also representative of the new role which e-Government is playing in 

supranational states – a facilitator in a globalized world.  

According to the research questions (Point one in figure two), which set 

“the principles that the study is based on” (Clough and Nutbrown, 2002: 36), the 

EESSI systems as well as the EU ETS system were very good examples on which 

to research social processes creating barriers to e-Government projects, and 

their relationship with technology. These projects run on two levels: across EU 

member countries and at the European Commission. Furthermore, technology is 

playing a decisive role in the success of these projects during their development, 

and for their functioning of course, which makes them especially interesting to 

research. In addition, together they cover the areas of social security and 

environmental protection: two key areas in the contemporary globalized world. 

As the research questions show, we aim to find out “what” and “to what extent”. 

Both case studies were therefore chosen on a suitability basis and will be 

explanatory rather than exploratory for the objective of theory testing 

(Denscombe, 2003; Yin, 2002).  

In this chapter, a review of the decisions leading to the choice of the 

research design in the form of two case studies has been carried out. It has also 

been argued that both e-Government systems were selected, rather than chosen 

on a random basis. They are meant to represent the latest developments in the 

practical pan-European e-Government field. In the next section, the data 

collection method will be explained in further detail. 
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Figure 2 - methodology 
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3.3 Collecting data 

 

It is commonly accepted that for a piece of research to be valuable, its 

findings have to be verified. Data have to be collected, analysed and validated. 

However, most researchers focus their efforts on analysis instead of collection. In 

this dissertation special attention was given to interviewing the right persons at 

the right time for the best possible outcome. 

 Indeed, according to Blaxter et al. (2006), sampling and selection are not 

only applicable to surveys, but also affect the quality of interviews. We therefore 

strived to interview systematically, on three levels for each project: heads of IT, 

project managers and business analysts. When talking about data-collection 

techniques, many authors push the researcher to choose between fieldwork and 

deskwork (Bell, 2010; VanderStoep and Johnson, 2009; Yin, 2002). Moreover, 

they add that the choice between them is mostly determined by the time the 

researcher has. It is true that, in our case, time was a constraint, but this work 

still involves both fieldwork and deskwork. Although all nine interviews were 

conducted over the phone using skype, it is similar to doing fieldwork. 

Knowledge of the two systems has come mostly from these interviews; the 

structure of the project teams was not available in the literature and 

interviewing specific persons was always going to take place, without any prior 

planning, in the month of July,. The criteria for whom to interview were based 

on: availability, relevance to the research questions, and importance to the 

project. Before interviewing, piloting was a great challenge (points two and three 

in figure two). Cohen et al. (2007) state that with regard to the instruments used 

to interview, piloting is critical to the focus and quality of a study. This has been 

the case all the way through the interviewing stage. The nature of the research 

was difficult to explain and the early limited understanding of the complexity of 

the systems made it challenging to know what was or was not relevant. “Meeting 

any new group of people in an environment which they already inhabit can be 

uncomfortable and embarrassing” (Blaxter et al., 2006: 165).  It was sometimes 

problematic to get attention and consideration from certain contacts when 

conducting semi-structured interviews. Indeed, asking questions on the go might 

not look as serious as a prepared and structured questionnaire, but semi-
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structured interviews explore “intangible aspects” (Cohen et al., 2007: 97). They 

have been used as a starting point for acquiring new knowledge of systems, 

working practices and beliefs in relation to both EU ETS and EESSI projects. 

Producing a questionnaire in the beginning would have involved orientating the 

research and falsifying the research outputs (points four and five in figure two). 

When engaging with project managers and business analysts, 

questionnaires had been put together based on prior knowledge acquired both 

from the literature and semi-structured interviews with the heads of IT. This 

allowed gathering “honest and personal comments from respondents” (Cohen et 

al., 2007: 330) instead of ticking and choosing from several possible answers. It 

was felt that leaving interviewees able to answer freely was very important in 

social research. Even though the interviews were meant to follow a clear path, 

based on prepared questions, the author’s interest in the field and the motivation 

from most of the participants encouraged the asking of additional, more 

appropriate questions. This added depth instead of width to the interview 

process to the great advantage of the researcher.  

However, collecting data for research is not only about interviewing. 

According to Yin (2002), there are six “sources of evidence”: documentation, 

archival records, interviews, direct observations, participant observation and 

physical artefacts. Yin also speaks about primary and secondary sources. 

Primary sources are the most direct sources for the subject studied, while 

secondary sources are more generalized which, among others, mention the first. 

In this research, original interviews, minutes of internal meetings, regulations, 

studies and communication papers emanating from the European Commission 

were chosen as primary sources. The literature written about e-Government in 

general and European e-Government in particular, as well as papers and journal 

articles about the ANT and SCOT theories of social science, were considered 

secondary sources. 

In this section of the methodology, the collection of data has been 

described and justified to the benefit of the reader. The interviews types used, 

questionnaires and primary and secondary sources, have been explained. In the 

next part, the analysis and validation of data will be addressed. 
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3.4 Analysing and validating  

 

As stated earlier, the analysis stage in research is critical to the process of 

justifying assumptions, generating findings and even discovering gaps. It is a way 

of organizing the chaos or making sense out of the unknown. Indeed, data 

analysis “consists of examining, categorizing, tabulating, testing … evidence to 

address the initial propositions of a study” (Yin, 2002: 109). When starting to 

analyse the collected data after each interview (step four in figure two), a 

diagnosis was made that theories used were peculiar in the sense that they were 

recreating a specific vocabulary to distinguish unique processes occurring in 

everyday working life. A need was therefore felt to categorize the evidence by 

way of organization based on keywords representing the concepts of SCOT and 

ANT.  

The decision was then taken to base the early data analysis on contact 

summary forms adapted from the model described by Miles & Huberman (1994) 

for questionnaire-based interviews, with the help of a simple matrix for the 

semi-structured interviews. In this way the evidence from the semi-structured 

interviews with high-level contacts was classified into a matrix with a triple 

vertical axis (awareness of barriers, problems encountered, reaction/ 

observations) and a quintuple horizontal-axis (technology, development, 

functionalities, organization and general observations). These matrices would 

enable the researcher to validate categorizations and spot possible patterns of 

new ones. This process would also help define the scope of the field of research. 

With regard to the evidence from the questionnaire based-interviews, the coding 

was not as difficult to set up as imagined: it was enough to follow ANT and SCOT 

concepts, as detailed in the literature review, though with a finer level of detail. 

In the literature review, only four or five concepts for each theory are covered, 

whereas for the coding the researcher strived to use as many concepts as 

possible. In this way the notions of transformation and control were also 

considered for ANT, since for SCOT, concepts, regulators, balkanisation and 

penalty had also been used. To prove the validity of the claims and findings, the 

researcher stayed in contact with the persons interviewed so they could review 
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the work and give feedback toward improved “significance, generalizability, 

reliability” (Blaxter et al., 2006: 221).  

In the analysis and validity part of the methodology, the researcher has 

strived to explain in great detail the steps followed so as to give meaning to this 

inquiry and its research process. In the last and ensuing part, the question of 

ethics in research will be discussed. 

3.5 Ethical considerations 

 

“No researcher can demand access to an institution, an organization or to 

materials. People will be doing a favour if they agree to help ….” 

(Bell, 2010: 37) 

 

“… Research involving human subjects gives primacy to the requirement of fully 

informed voluntary consent on the part of the individuals concerned.” 

(Gregory, 2003: 35) 

 

From day one, emphasis was placed on respecting ethics in the carrying 

out of this piece of research. The researcher soon realized the chance he had 

been in being able to contact relevant persons at the European Commission with 

ease, just by providing names and being introduced via email. In this respect and 

at a very early stage, an account was given with regard to the background, 

purpose and seriousness of this study to the main contact. In addition, a short 

text was written introducing the researcher, the objectives he intended to fulfil 

and how much time would be needed in order to facilitate email introductions. In 

this way, participating persons would be rightly informed and their consent 

given based on written information received in electronic form.  

Oliver (2010) talks about being granted access to the research field by a 

“gatekeeper”. In our case, thanks to a very good relationship with the gatekeeper, 

and thanks to his status in the organization, access was granted on a top-down 

basis, and being introduced by him created a link of trust, which was felt from 

beginning to end in each interview. Furthermore, regarding confidentiality, 

although the researcher asked about the possibility of complying with a non-
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disclosure agreement, no such document was employed. An oral agreement was 

however given from the researcher not to use this study for commercial 

purposes, and oral consent was asked of each participant regarding the 

recording of interviews in digital form for further study. Consent was also sought 

when dealing with emails. Around a hundred emails have been exchanged over 

three months for the completion of this study. The issue of carbon copying has 

been central to keep the gatekeeper informed of the status of contacts and to 

circulate information among the actors in general and the hierarchy in particular. 

Finally, the researcher also experienced the question of ethics with regard 

to disclosing data as described in Gregory (2003). During interviews, for security 

reasons, some interviewees were not giving as many details as they could have 

done on the functions of systems. However, this never affected the quality of the 

answers as the interviewees expressed their interest in the research. 

 

 As explained in the last eight pages, a stable and logical methodology has 

been central to the researcher for this piece of research. The reasoning for using 

qualitative research methods has been reviewed, the choice of case studies, 

questionnaire-based and semi-structured interviews has been clarified, as well 

as the way data analysis and validation were completed. In the last part, the 

question of ethics has also been presented to the reader. In the next chapter, a 

brief overview of the e-Government systems chosen as case studies will be given 

to introduce a later socio-technical analysis. 
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4. Case Studies Analysis  

 

When analysing the case studies, the author strived to represent two 

complex European e-Government services from the point of view of the 

European Commission. This chapter will briefly introduce the EU ETS and the 

EESSI e-Government projects. Findings from the multiple interviews will then be 

presented, using the various theoretical concepts reviewed in Chapter Two, in 

order to explain the formation of barriers to e-Government projects at the 

European level and the role of technology in helping to overcome them. 

4.1 EU ETS: the European Emissions Trading Scheme  

4.1.1 Introduction to the project 

 

The EU ETS is the outcome of several years of long debates, between EEA 

member countries, that were triggered by the green paper on greenhouse gas 

emissions trading within the European Union that was published by the 

European Commission in 2000. This green paper sought ways to comply with the 

United Nations agreement on climate change reached at the United Nations 

Framework Convention on Climate Change (UNFCC): the Kyoto protocol. This 

agreement was to reduce European Union emissions by eight per cent, by 2012, 

when compared to 1990 levels. Directive 2003/87/EC of the European 

Parliament, and of the European Council in October 2003, is the founding act of 

the EU ETS system. It lays down the high-level requirements for the system, 

explaining that EEA member countries will be allocated free emissions 

allowances within National Allocation plans (NAPs) at the beginning of trading 

periods according to the number of national installations applying the scheme. 

The system will enable these installations to manage their allowances, record 

their actions in logs at local level, but linked at national level via National 

Registries (NRs), these to be reconciled overnight via the Community 

Independent Transaction Log (CITL). The CITL is then reconciled at UN level 

with the International Transaction Log managed by the UNFCC and its change 

management Board.  
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Since starting to keep a transaction log at European level in 2005, the 

environment general directorate and the directorate general for climate action 

(DG CLIMA) have been managing the EU ETS system in general and the 

Transaction Log at European level in particular. DG CLIMAworks in cooperation 

with DG ADMIN, the security directorate and DIGIT to ensure the smooth 

running of the system. A helpdesk managed by a contracted private company 

manages the relationships with the national administrators that run the national 

registries in each participating country.  

The objective of the Author when engaging with the study of the EU ETS 

system was not to obtain a deep understanding of the functioning of the system, 

but to review how the project team working on the system at European Level 

(managing the CITL) came under the influence of social groups impacting on the 

system, and whether that was creating organizational or technical obstacles to 

the project. For this reason, we will focus on the on-going conception of the ETL – 

management by national registries, at European Level, of a common database 

hosted by the European Commission, which should become effective in January 

2012.  

4.1.2 Effects of social groups on the need for better coordination  

 

When conducting the interviews within the directorate general for 

climate action, it was clear that coordination was crucial when managing a 

project that has been running for five years and which encompasses twenty 

thousand installations, and even more operators, in thirty countries across 

Europe. But at European level, when trying to conceive the ETL, the coordination 

dimension becomes even more explicit. 

 

A standard has been established for the national registries to be able to 

communicate. Member countries therefore had to take it in consideration. 

 

(IT and Policy specialist and ex-coordinator of the CITL project) 
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In fact, each MC had to make a choice when choosing its emissions trading 

system when the project started. Multiple solutions were on the market, in 

addition to the one developed by the European Commission. The MCs of course 

decided to go for one or other solution depending on cost, functionality and 

adaptability to their working practices. They were looking for the nearest 

solution to their specific requirements. Member countries and their 

administrators can be considered as social groups acting differently to achieve a 

similar objective: the setting up of the European Emissions Trading Scheme. But 

in our case one social group, the European Commission and its DGs working on 

the project, has the objective of harmonizing the systems for smoother running 

and greater efficiency. One social group therefore has the responsibility of 

including all other social groups without working against them or having an 

opposing view on the project. Social Groups are therefore not equal in power. In 

fact, the EU ETS system has been developed according to the common will of the 

MCs to work together to achieve the objective of reducing carbon emissions, thus 

enabling the existence of a set of rules to achieve this as a common social group. 

However, coordination becomes critical when harmonization is compulsory. 

 

Each have there own system that they know very well, and they are being ask to 

harmonize into one central registry  lets say the software is being imposed on 

them. 

(Emissions trading policy officer to the ETS project) 

 

Technology is causing problems, which generates in turn a political will to adapt 

the legislation for everybody to accept it and vice versa. 

 

(IT and Policy specialist and ex-coordinator to the CITL project) 

 

These two quotes show that when technological harmonization is compulsory, 

social groups are forced to go in a direction which generates complications and 

difficulties at their level, creating a common will to change the technology or 

even changing the commonly accepted rules. If a higher-level social group does 

not supervise this process, this can become chaotic and affect the outcome of the 
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entire project. Figure 3 illustrates the multiple social groups and their influence 

on the system as well as on other social groups. The graphic has been realized at 

a higher level on purpose so as to simplify the global understanding of the 

existing multiple relationships. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3 - influence of social groups in the EU ETS project 
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In short, in the case of the ETL, even though harmonization can be 

brought through legislation, social groups still have to be taken into 

consideration and better coordinated due to their effect not only on the system 

itself but also in the decision process within the EU ETS project. Their ignorance 

can represent serious barriers to pan-European e-Government projects. 

Technology can help in this process only if the desire for inclusion comes from 

the main actors of the project. 

4.1.3 The role of interpretive flexibility in security concerns 

 

According to the emissions trading policy officer from the ETS project, 

greatest security concerns often come from national level. Indeed, security in IT 

is extremely important, especially to the EU ETS system. Without tight security 

measures, the system would allow anyone to login and trade, inputted data could 

not be trusted, the system would not make sense. Accuracy in the amounts 

traded and in the reconciliations between the national registries and the actual 

CITL, as well as the CITL and the ITL hosted by the United Nations, are key to 

respecting the Kyoto protocol. Interpretive flexibility in IT processes is, however, 

a risk to these security measures and can ease security breaches (see Figure 4). 

 

For instance, there are some member states who would let anybody fill in a form on 

the internet and submit it to the registry as an application for a new account, there 

are some who would only allow a paper application to come and only allow the 

registered person would key in the details and allocate the account. 

 

Emissions trading policy officer to the ETS project 

 

Indeed, it is the responsibility of governments of MCs to decide how they 

organise the system at national level. During the interviews, the case of Denmark, 

where there are more people holding accounts than in any other member 

country, was chosen. This is due to the decision taken by the Danish government 

to apply a tax on operators holding accounts to generate national income from 

use of the ETS system. This is characteristic of interpretive flexibility where 
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social groups appropriate common rules for themselves and interpret them in 

their own way. The concern here is that, in the case of Denmark, a phishing 

attack occurred, as shown in Figure 4. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4 - interpretive flexibility and security concerns 
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An unknown person tried to get as many IDs and passwords as possible 

by sending an email to employees having access to the system stating that they 

had to submit their login data for a security study by the national security office. 

Some people did submit their credentials and it resulted in a security alert, so 

that the security procedure for each and every user had to be reviewed by the 

European Commission. To login, users now have tokens, a piece of hardware, 

which generates an access code when access to the ETS system is needed. 

Interpretive flexibility therefore results in different perceptions on how to 

design the system at national level, and in this way creates an impediment to the 

EU ETS project by affecting its security. 

4.1.4 Conflict and stabilization as routine in the EU ETS project 

 

Conflicts are inherent to IT projects. As we have seen, social groups are 

distinctive entities representing multiple solutions to a common problem, 

creating the ground for conflicts. To illustrate this claim, we will take the 

example of the setting up of an incident management procedure for the CITL 

project. An incident management procedure already existed at European Level 

for the systems hosted by the European Commission, but a more adapted 

procedure was needed by the project according to the person in charge. 

 

We did not use this precise procedure, but we followed our own procedure, which 

was overlapping the European Commission’s procedure for the project’s specific 

needs. 

 

(IT and Policy specialist and ex-coordinator to the CITL project) 

 

These working practices resulted of course in remarks from the office 

responsible for the commonly accepted and harmonized incident management 

procedure, and a change in a specific CITL procedure to comply with it. It was 

crucial for the stability of the project to develop solutions that took other social 

group’s representations into consideration as much as the CITL ones. 
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They want less flexibility for more harmonization – which is a quite logical way of 

thinking. But in the framework of an operational unit and its contractors, we 

wanted enhanced flexibility and adaptability instead of more standardization. 

 

(IT and Policy specialist and ex-coordinator to the CITL project) 

 

 Hopefully, this conflict resulted in stabilization where the CITL team could 

finally agree and comply with the commonly agreed incident management 

procedure. But this does not happen in every IT project. Conflicts without 

stabilization can be quickly reflected in the development of a system, be 

embedded in the technology, and create running errors, bugs and malfunctions. 

Figure 5 shows how conflicts and stabilizations might affect the ETL project: DG 

CLIMA wants a system that runs smoothly and which complies with the multiple 

needs of the national administrators logging into the ETL. The security 

directorate aims at greater standardisation of the system for easier and clearer 

security rules. The helpdesk wants fewer calls and its representations can 

therefore be similar to DG CLIMA so long as users report no problems. The 

shared directorate wants its policy regarding incident management to be 

followed by everybody in case of a system crash and DIGIT wants greater 

standardization of the system to reduce costs and achieve greater efficiency. All 

these social groups are represented at UN level in a UNFCC change management 

board comprising UN staff to comply with UN rules with regard to the 

reconciliation of the database partitions of each EEA country and their 

international transaction logs. It is made clear that multiple conflicts have been 

and are shaping the ETS project. However, these conflicts do not conflict on 

issues, which would put the project into question. Throughout my interview with 

the person concerned, there was a constant determination to agree in one way or 

another to achieve the objectives. But it is not the case in every project and 

conflicts among social groups have to be considered as potential obstacles to e-

Government projects. 
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Figure 5 - conflicts and stabilization within the EU ETS project 
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To conclude this short study of the EU ETS e-Government project for 

business, we can say that the concepts brought by SCOT have proved their role in 

triggering barriers to e-Government projects at European Level. During 

interviews, it was discovered that social groups highlight the possible forces in 

the EU ETS project, interpretive flexibility studies what these forces are made of, 

and conflicts specify how these forces confronting each other, and soon merge in 

a process of stabilization to produce a technological outcome, in our case the 

European Emissions Trading Scheme. We have also however shown that 

technology is not always helpful in overcoming these obstacles. Indeed, 

technology might be the reason for them, as well as their solution. In the next 

part of the analysis, findings relating to the EESSI project will be presented. 

 

4.2 EESSI: Electronic Exchange of Social Security Information 

4.2.1 Introduction to the project 

 

The foundations of the EESSI system were laid by a 2004 regulation from 

the European Parliament stating that the European Union needed transmission 

of data between Member States administrations in the social security domain to 

be carried out by electronic means within a common secure system, capable of 

guaranteeing confidentiality and protection of data exchanges.  This was done 

following the Lisbon Agenda to facilitate the free movement of workers within 

the Schengen area as explained at the beginning of the literature review. Thanks 

to such a system, European workers would “enjoy the benefits and be subjected 

to the same obligations under the legislation of any MC as the nationals thereof” 

(European Parliament, 2004: 19).  

Since 2009, and during the entire development phase by the end of 2010, 

the Directorate General for Employment, Social Affairs and Equal Opportunities 

(DG EMPL) at the European Commission has managed the EESSI project. DG 

EMPL works in cooperation with a Task Force that prepares meetings with an 

Administrative Commission (AC) and a Technical Commission (TC): two political 

bodies in charge of defending the legal and technical interests of the Member 

Countries (MCs). Technically speaking, the EESSI system is a central network 



Case Studies Analysis 

 

A SOCIO-TECHNICAL STUDY OF ORGANIZATIONAL BARRIERS TO PAN-EUROPEAN E-GOVERNMENT PROJECTS 42 

 

hosted by the IT department at the European Commission (DIGIT). It will 

electronically inter-connect thousands of institutions in the social security 

domain, across the European Union. It is primarily a communication system 

where communication uses structured messages according to a specific model 

and following specific business flows. The EESSI System is considered to be an e-

Government service for Administrations. The visible part of the “iceberg” for 

European Citizens is the European Social Security Card, available from National 

Social Security administrations. 

The objective of the Author when engaging in a study of the EESSI project 

was to find the best persons to interview at the European Commission in order 

to understand the dynamics of the project, its actors and the relationships 

between them. This was done in order to depict the social processes at work in 

constructing the system. By researching these processes and, more especially, 

the gathering and analysis of business needs, the author wanted to find and 

understand the source of organizational and technical impediments to the EESSI 

project in greater detail. 

4.2.2 Actors, networks and the need for bridging divides 

 

Before studying the EESSI project at actor-level, we would like to set the 

scene and analyse the dynamic of networks within the project. As Figure 6 

illustrates and according to ANT, the EESSI project consists of a local network of 

multiple actors at national level, serving the global network of supranational 

actors, working to achieve the objectives of the projects: collect and analyse the 

business requirements needed to build an exchange system fulfilling all the 

functions awaited by the future national users. The intermediaries between the 

global and local networks are therefore principally business needs. At national 

level, Access Point managers are named and must organise the access point in 

terms of technology. The EESSI and AP SPOC provide support, respectively, to 

the relation with the supranational system and the multiple administrations that 

will be related to the system. The AP ADMIN is responsible for the maintenance 

of the EESSI metadata (directory services, routing). All these actors are in 
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constant contact with the EESSI project team and their national social security 

ministries for enhanced coordination.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

However, although the local network is meant to supply the global 

network, according to the theory that is, this is not really applicable for the EESSI 

Figure 6 – significance of global and local networks within the EESSI project 
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project. In fact, it is true that the national level gathers and expresses business 

needs to the project management team, but: 

 

DG EMPL could be seen as a supplier, although in the background, Siemens is the 

supplier. But we are supplying the system to the countries and countries as such 

become users. 

(Business Analyst to the EESSI project team) 

 

Hence, in the case of a project at European level, the local network is 

difficult to map. According to interviews with the project team, the European 

Commission could also be considered as a “super user”. Additionally, AC and TC 

members at national level are not considered as suppliers, neither are the AP 

Managers although they were at the origin of creating the system and supply 

vital needs to build it.  

 

 The countries started to work together and at the end we got the spark for the 

birth of the EESSI system, the electronic system. 

 

(Business Analyst to the EESSI project team) 

 

This can show the reader how different are the point of views when it 

comes to hierarchy in the project, although clearly stated in the official 

communication documents from the project team. It also shows that a clear 

organizational structure can be settled on paper, but not in heads. Hence, is this 

confusion shaping the actors themselves? What is shaping the actors at European 

Level within the greater network? Let us take a closer look at the actors 

composing the global network as shown in Figure 6. The upcoming table 

considers each one of the human actors at European level, the non-human actor 

they are confronted with and research on the influence and constraints it puts on 

them. 
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Human actor Task? 
Non-

human 
actors 

Constraint/ influence 

Administrative 
Commission 

Political entity 
where countries 

defend their 
interests 

Legal object 
 

Constraint: adaptation at 
national level 
Influence: 
harmonization 

Technical 
Commission 

Political entity 
where 

technological 
matters are 
discussed 

Legal object 
EESSI System 

Constraint: limitations 
in terms of technical 
choices due to EESSI 
system limitations 
Influence: 
harmonization, efficiency 

Task Force 
Analytical entity 

preparing AC and 
TC meetings 

Legal object 
EESSI System 

Constraint: might need 
adaptation at national 
level 
Influence: 
harmonization 

DIGIT 
Provides HW and 
SW for the system 

EIF / EIS / s-
TESTA 

Constraint: Costs / 
Budget 
Influence: stability, 
security 

DG EMPL / E3 

Coordination of 
Social security 
Schemes, Free 
movement of 

workers 

Technologies 
used in MC  

Constraint: 
technological variance 
Influence: potential use 
of BDPs (Best 
Demonstrated Practices) 

Secretariat 
Meeting schedule, 

organization, 
Agenda, minutes 

Microsoft 
Office suite 

Constraint: lack of 
choice from other 
providers 
Influence: 
standardization 

Project 
management 

Budgeting, 
planning, 

stakeholder 
management 

Microsoft 
Office suite 

Constraint: lack of 
choice from other 
providers 
Influence: 
standardization 

DG EMPL / H4 
Internal EESSI IT 

team 

Microsoft 
Office suite, 
testing tools 

(SoapUI), 
Siemens 

designs and 
specifications 

Constraints: limitations 
inherent to requirements 
engineering, limitations 
to test full functionality 
Influence: 
standardization, common 
basis to assess the 
correctness and the fit-
for-purpose of the EESSI 
solution 

System Operators 
Ensure the good 

functioning of the 
system 

EESSI System 

Constraints: incidents / 
unavailability 
Influence: best possible 
interconnection of 
national security systems 
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Business Analysts 

Ensure the 
coverage of user 

requirements and 
business needs 

Microsoft 
Office Suite & 

Poseidon 
UML 

Constraints: meaning, 
representation 
Influence: clear 
communication, 
harmonization, 
compromise between 
business needs and 
technology 

Planning/strategy 

Ensures the 
sustainability of 

the system 
according to its 

environment 

 
Microsoft 

Office Suite 

Constraint: lack of 
choice from other 
providers 
Influence: 
standardization, 
harmonization 

SIEMENS 

Delivery of the 
first full release 

by the end of 
2010 

Testing tools, 
Microsoft 

Office Suite, 
Visio 

Constraint: lack of 
choice from other 
providers 
Influence: 
standardization 

Development team 

Development of 
the first full 

release by the end 
of 2010 

Development 
environment 
(Eclipse, Java, 

JBoss, 
Tomcat, etc.) 

Constraints: potential 
lack of support 
Influence: pre-defined 
framework to work 

 

This table shows us the tangible influence of human actors on non-

human actors (technology or legal object) and vice versa. Researching the 

formation of actors when investigating the EESSI project, it has been found that 

their responsibilities were socially formed according to the context and to 

European administration working practices: equality in treatment when it comes 

to dealing with national user requirements. The European Commission is not a 

real supranational institution; it represents views agreed at the European 

intergovernmental level and enforced by European Law. 

 

I would regard DG EMPL as an equal partner in all this process.  TC together 

with national experts made the main technological input. 

 

(Business Analyst to the EESSI project team) 

 

But this equality in treatment cannot really function in the process of 

collecting user requirements. Treating each national requirement as equal 

creates an unmanageable complexity and reveals profound divides. 
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 So when you look across the entire space, the precision is lost in the sense that 

someone needs precisely something whereas the other needs precisely something 

else. 

(Project Manager to the ESSI project) 

 

Actors are therefore representing answers to the complexity of the 

questions that needed to be resolved by the project. These are represented by 

the tasks listed in the table shown beforehand. The table also shows that the 

non-human actors have, most of the time, a positive influence on the project, 

easing communication, standardizing working practices as well as offering 

stability and security. These examples show how, by letting actors interact, the 

social influence on technology can lead to misunderstandings and chaos. The 

interviews overall mirror the feeling, that without the use of widely-accepted 

tools, and without these technologies in a wider sense, the EESSI system would 

not have been possible. 

Let us take a closer look at the role of the business analyst within the 

project to broaden our statement. The job of a business analyst is, in short, to 

collect, rationalize and harmonize ongoing working practices coming from the 

national level and to implement them in the system. This task has to be 

accomplished with the objective of building a system, which will cover all 

necessary functions and be interoperable with national systems. Without a 

common technology understood and used by all MC, this would not be possible. 

The European technological divide is however an obstacle to be overcome in this 

process. 

 

The end solution will never come out from a meeting where all MCs are 

represented, Europe is not uniform in terms of technology and only a partial view 

on the project will be achieved in this way. 

 

(Project Manager to the ESSI project) 
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This quotation summarizes this divide in terms of technology, working 

practices and understanding, when studying the creation and interactions 

between the human and non-human actors in the EESSI project. But how is the 

power considered within the “EESSI networks”, and how does it influence the 

project and its outcome(s)? 

4.2.3 Agency and the question of leadership 

 

The concept of agency, as reviewed in chapter two, was omnipresent 

when doing the interviews. As explained earlier, the need for a clear direction for 

every actor to follow is crucial to overcoming difficulties in e-Government 

projects. This is still the case even if European legislation is enforcing the use of 

such a system. While the business analyst to the project highlighted that his team 

could not change the way countries “were doing business”, he was still specifying 

that they were still trying to come up with some sort of compromise. 

 

We are trying to align and this takes an awful amount of time. There is no 

methodology for this. We are speaking about going step-by-step, trials and errors, 

and we try to listen as much as possible to the actual users. 

 

(Business Analyst to the EESSI project team) 

 

As he explained, in the process of aligning every national expert on how to react 

to a specific task, needs pragmatism and leadership. Surprisingly, this is also 

brought by technology. Forcing a country to use specific standards or specific 

software to fulfil a task is a way of imposing something by using the power of 

persuasion or the power of the majority. 

 

If the majority chooses one way to implement it, it is likely that the minority left 

will try to adjust to it. 

 

(Business Analyst to the EESSI project team) 
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The phenomenon of imitation is clearly recognizable here, showing the 

reality of power relationships, where every user-need needs to be considered as 

“equal”, the presence of agencies shows that there is a kind of influence. What is 

additionally interesting to note is that the agency does not emanate from the 

same group of actors let us say at the “global” level to a group of actors at the 

“local level”; it is in fact an agency of the majority upon a minority. But agency in 

the EESSI project is not limited to this. There is also an agency of non-human 

actors in the project, also affecting its outcome. 

 

Technology itself is a ‘player’ in formulating the requirements. You cannot come 

with the requirements of the user needs alone. 

 

(Project Manager to the ESSI project) 

 

In fact, the agency of the technology starts at the limits of the possibilities it is 

offering. When researching the constraints triggered by non-human actors, we 

could see that these restrictions consisted of a lack of choice, unavailability or 

even a need to adapt to the technology. These restrictions represent the power of 

technology when influencing the way a concept of user-needs has been 

considered, for example, and if this is the case, then MCs will have to align to it.  

It can be therefore concluded that a lack of leadership can lead to 

additional impediments to Pan-European e-Government projects. But we found 

out that leadership entails a duality. There is the leadership of human actors 

confronting, acting with or negating the leadership of non-human actors. 

Technology therefore helps in some cases, like enabling harmonization thanks to 

standardized processes, and challenges in other cases in its limitations and the 

choices the user has to make to comply with it. 

 

4.2.4 Translation and the challenge of user acceptance  

 

Translation consists in studying the mechanisms of persuasion and 

leadership in Actor-Network theory. For the EESSI project, although their has 
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been a common will to create an information exchange formulated by the 

participating countries, persuasion and leadership are needed to develop a sense 

of stability and a user-friendly system. Figure 7 shows the mechanism of  

Translation in Action applied to the EESSI project at European Level, adapted 

from Callon and Law (1986). 

 

 

 

Figure 7 - translation within the EESSI project 

 

The originality is in the Obligatory Point of Passage being represented not 

by a single actor but by three. The Administrative Commission can in fact reject 

the functional requirements formulated by national users as represented by 

their respective experts. This can be done in the case of a function not being 

covered by policy for example. The Task Force is actually the first obligatory 

point of passage for DG EMPL, DIGIT and the national users owing to the fact that 

it reviews the proposals emanating from them before presenting them to both 

commissions. In the case of these commissions accepting the technical build of 

the system, as well as its functionalities, a reference implementation (RI) can be 

set up by the project team at DG EMPL for the participating countries to 

implement. This shows how the system is socially constructed, reflecting the 

needs of the national users, filtered through the capacities of technology and 

skills from DIGIT and the project team, and reviewed by the Task Force, AC and 
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TC. But actors have to face quite a few obstacles when trying to comply with 

these three OPPs. There can be a lack of national will to implement the RI, DIGIT 

can refuse to adapt its existing infrastructure to adapt, and national users can 

request functions which cannot be handled by the future system due to a lack of 

information. Persuasion is therefore embedded in this process in order to raise 

user acceptance, but it is slightly different to the concepts of problematization, 

arousing interest, enrolment and mobilization of allies that Callon reviewed in 

Chapter two. In the case of problematization, the actor is not setting the scene, 

listing the problems to solve to justify the need for the system, but the future 

users are pointing out possible weaknesses of the system. 

 

We had countries questioning the security of the system. In the end, they could 

come out with the decision of using IPSEC as the transport layer to accommodate 

the parties. 

 

(Business Analyst to the EESSI project team) 

 

Hopefully, in the case of the EESSI system, a solution could always be 

found and accepted by the experts representing the countries due to an existing 

strong need for a system which will allow these countries to work together 

efficiently. The Arousing interest described by Callon is therefore not really 

applicable here. The need to work together already exists so the EESSI project 

can exist; still some arrangements are made in terms of choice of technology to 

facilitate this. 

 

 In the case that this business case is international, they need to start collaborating. 

 Open source software has been chosen to comply to the MC budgets. 

 

(Business Analyst to the EESSI project team) 
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 The Enrolment phase starts when the system goes live, which will happen 

be the end of this year, i.e. 2010. But in the case of the EESSI project, enrolment 

does not mean “participation”, but adaptation or change at national level. 

 

 As soon as we get the software in place, people will acknowledge it and will start 

their integration efforts, where integration means business alignment. 

 

(Project Manager to the ESSI project) 

 

Indeed, once the countries have participated in the setting up of the international 

system with the project team during AC and TC meetings (see Appendix), they 

still have to adapt their systems at national level or follow the reference 

implementation set up by the EESSI project team at DG EMPL. 

 Translation therefore points to the complexity of the social construct of 

the EESSI system, trying to integrate the will of the major actors, but facilitated 

by technology. Technology proves to be a problem solver in this particular 

example. It seems to be used as a common language to overcome cultural 

differences and harmonize working practices.  
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5. Answers to the research questions and discussion 

 

We have been researching two projects: a project for the development 

and maintenance of an e-Government service for businesses – the EU ETS system 

– and a project for the development of an e-Government service for 

administration, the EESSI system. These projects are different in the sense that 

the EU ETS system is designated to enforce European Law on national businesses 

in the European Economic Area, whereas the EESSI system is developed to 

organize, harmonize and standardize the Exchange of Social Security 

Information. The SCOT and ANT approaches were used to analyse the formation 

of barriers to these projects as well as to determine if technology was indeed 

helping to overcome these barriers.  

 

Surprisingly, both theories proved to be complementary: SCOT helped to 

understand how lack of coordination could create obstacles to e-Government 

projects, why security matters was socially constructed through interpretive 

flexibility, and how the existence of conflicts could impact on these projects, in 

turn questioning their outcomes. Additionally, ANT enabled to figure out the 

roots of organization and how doubtful organization could lead to chaos when 

considering projects as networks and actors as an entity influencing these 

networks. ANT also enabled the depiction of the mechanisms of leadership 

within these projects, thanks to the study of Agencies in the EESSI project and 

helped to recognize their possible blocking effect when it comes to imposing the 

use of technology. Finally, mapping the translation process from the EESSI 

project also helped to find out that a lack of user acceptance could come from the 

social construction of technology infused by cultural routine. What triggers 

barriers to e-Government projects is therefore precisely the influence of the 

social on the technological outcomes of these projects. 

SCOT and ANT complement each other in answering the first research 

questions due to three main similarities. First, the concept of social groups 

recognizes the creation of entities based on their views on the solution to a 

problem, and actors are nodes of local and global networks acting on their 
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environment. Both theories seem to be speaking about the same phenomenon 

using different words: social groups are indeed acting on their environments, as 

they are shaping the technological outcomes as explained in Chapter 2. Secondly, 

the role of agency is very similar to SCOT’s interpretive flexibility. When 

researching both projects, we have seen how agency consisted of persuasion, on 

convincing other actors to join a specific network where all actors would have 

the same point of view. Interpretive flexibility actually explains the same 

phenomenon as seen in the Danish example on how to interpret the use of 

accounts within the EU ETS project. Finally, SCOT’s conflicts and stabilizations 

can be merged with ANT’s translations and power. Conflicts are in fact forms of 

translation occurring within the confronting of power relationships and only 

ending when stabilization occurs.  

 

Hence, studying both projects also shows that SCOT and ANT were not 

sharing the same understanding on how technology could help in overcoming 

organizational and technical barriers to e-Government projects. When 

researching the appearance of a lack of coordination, security breaches and the 

occurrence of conflicts, SCOT proves to be dubitative. It is quite understandable 

as the name of the theory speaks for itself: “the social construction of 

technology”. In short, if the barriers exist socially, they will be reflected in 

technology. In fact, SCOT has enabled us to understand that technology could 

help in the setting up of stable organizational settings only if the project team 

want the inclusion of all the representative social groups affected by the project 

or affecting it. In a similar way, SCOT shows us how technology was not really 

helping in overcoming security breaches, but was in fact creating weaknesses by 

bringing standardization into the project: one single breach would then be 

enough to affect all levels. Finally, SCOT shows us that technology cannot really 

help in resolving conflicts, on the contrary in fact, technology was reflecting them 

when not stabilized. 

However, ANT has helped us to understand how technology can help to 

overcome these barriers. When engaging in the research of the enactment of 

organizational settings, the analysis shows that technology could bring 

harmonization and interoperability where it would not be possible otherwise, 
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setting the ground for easier user acceptance; it was however specified that this 

would only be realizable in an environment where there was no technological 

divide. ANT also contributed to showing that a strong leadership could be 

brought to life through the agency of technology imposing limitations on social 

construction and therefore creating a stable framework for pan-European e-

Government projects.  

 

6. Conclusion 

6.1 Implications for further research 

 

After having reviewed the literature, considered the theory and applied it 

to the e-Government project environment, a few implications have to be 

considered in the case of further research on the subject. When managing 

projects at European level, aspects of semantics undermine most of the conflicts 

or negotiations regarding organizational and technological concerns. The 

richness of European settings is enacted thanks to the diversity of its 

representations which are partially due to the multiplicity of its languages. ANT 

is actually mostly about the difference in representation extended by the concept 

of semiotics, which would need greater consideration in the case of translation 

or even the agency applied to e-Government projects. This has been noticed 

when studying the minutes of meetings of the technical and administrative 

commissions within the EESSI project (see Appendixes) and thanks to remarks 

made by the EESSI project manager. 

A second implication would be an extension of the study to projects 

developing e-Government services for citizens. As explained earlier, the EESSI 

and EU ETS projects are e-Government services serving administrations and 

businesses respectively. Since the objective of a good piece of research is the 

possible generalization of its findings, achieving the objective of having 

researched projects from each one of the three e-Government services types 

would be the aim for further research on the topic. Furthermore, dealing with 

administrations and businesses consists of confronting other modes of 

organizations and, most of the time, developing a project aiming at linking both 
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organizational modes by an information system, which consists of merging the 

two of them. However, developing a service for citizens seems different. The 

question of how to collect user requirements and the obstacles to them would be 

interesting to consider as well as the influence of technology in such settings. 

Finally, there is in fact room for improvement to this study; considering 

the national level instead of focusing solely on the supranational level would 

bring greater integrity to this type of research. This would add a different point 

of view and the considerations from real direct users after implementation or 

even when in the development process would highlight the need for 

organizational change triggered by the use of an e-government service. The 

testing phase would be especially interesting to research. The moment when 

users first face the information system’s user interface and their reactions to it 

would greatly enhance the study of obstacles in use. 

6.2 Implication for further practice 

 

This dissertation aimed to concentrate on the social processes 

undermining two pan-European e-Government projects.  The first project 

concerned the development and maintenance of the CITL within the EU ETS, and 

the second project aimed at developing a pan-European system enabling the 

electronic exchange of social security information across and within 30 

countries. The research has shown how obstacles to these projects were socially 

constructed, reflected in technology and, when not, influenced by it. In the age of 

social networks, one implication for further practice would be to map the “social 

graph” of e-Government systems beforehand so as to determine the influence of 

each social group or actor within a project. This would enable the project team to 

enhance the project’s organization. In fact, in addition to relying solely on a 

traditional stakeholder analysis by considering the influence of social groups 

supporting the project, this would also enable to consider the influence of social 

groups not supporting the project as is, and building a richer system thanks to a 

more representative panel of stakeholders, thus overcoming socially-constructed 

obstacles to pan-European e-Government projects. 



Discussion 

 

A SOCIO-TECHNICAL STUDY OF ORGANIZATIONAL BARRIERS TO PAN-EUROPEAN E-GOVERNMENT PROJECTS 57 

 

Besides, considering the social construction of technology, an additional 

implication for further practice would be to analyse the possible impact of 

technology when it comes to resolving the obstacles erected by previous e-

Government systems. The European Commission or the responsible DG could 

organize feedback sessions chaired by sociologists and project managers in the 

field of e-Government, reflecting on the role of technology in changing working 

practices, perceptions of user needs and organizational settings. A team would 

then be dedicated to building a knowledge database, which could be consulted by 

future pan-European project teams, with advice on what to do when dealing with 

specific obstacles. 

 

The present piece of research has pointed out the changing role of the state 

in an ever more globalized world.  Businesses, organizations and individuals are 

meant to be interlinked, steadily exchanging information thanks to the new 

media, which are products of the revolution in information and communication 

technologies. Public Organizations are also included in this framework and have 

to understand better the social phenomenon created by this change in relating to 

each other and also need to reflect on its impact when managing e-Government 

projects at supranational level. The social construction of the obstacles to these 

projects have been investigated using two major theories in the field and used in 

researching two pan-European e-Government projects. This has shown how 

rationality and technology in social settings are creating new organizational and 

technical modes, and generating transformed relationships within the 

management of pan-European e-Government projects. Although this study 

displays some limitations, as neither the role of semantics nor e-Government 

projects for the development of services to citizens could be taken into 

consideration, it could result in a better understanding of the formation of 

obstacles to two e-Government projects and the positive or negative effects of 

technology when confronting them. 
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Appendices 

Appendix 1: Interview with the Head of IT of DG EMPL 

 

(The interview started in German) 

 

Alexis: What I am intending to achieve in my research is to show that the 

barriers to the use of enhancement of e-Government are enacted in development 

and why the technology is socially constructed. (Brief presentation of the 

theories used) 

 

Wolfgang: I understand where you want to go. You will be interested to have a 

look at the user requirements. The interpretation of the user requirements could 

be different depending on the person handling it and the technologies 

considered. Or even when there are many users, like in our case, of course the 

system will show the result of the interaction of the people and the power 

structure between them.  

 

Alexis: yes, that’s exactly it. That is what I am trying to study. 

 

Wolfgang: and the first theory you explained me is that the social construct of 

technology depends on the needs of the developers rather than the one of the 

users.  

 

Alexis: that is what I need to research. The DG INFSO together with the Oxford 

institute made this study about barriers to use of e-Government services, which 

classified them into individual, organizational and technical obstacles to the use 

of e-Government services. Basically the barriers to use are known, so my 

objective is to participate in this research in my way. By looking at the 

development of such e-services thanks to both theories explained to you earlier, 
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if you can already take in consideration these barriers within the development 

phase, the obstacles, which might impact the system in reducing its use, or 

limiting it would be able to be mitigated. 

 

Wolfgang: Yes, it sounds sensible to me. The better you describe the needs, the 

more clarity there is in defining the needs, the more adapted its going to be for 

the users of course. Have you talked also with Martin Gritsch?  

 

Alexis: yes exactly, I talked with him the day before yesterday and what’s 

interesting in his case is that there are not real user requirements for example. 

It’s enacted through policy, but this is also an example, which adds to the interest 

of my study. EESSI is, as far as I understood, you will have to explain me; your 

system is about the electronic exchange of social security information? 

 

Wolfgang: yes, it is to facilitate the single market for the citizens by easing 

mobility. Lets say if you finish your studies, work in UK 3 years and decide to go 

back to Luxembourg, you want to make sure that all your pension rights will be 

transferable to Luxembourg. The national social security systems must be able to 

interact with each other.  

 

Alexis: So the European social security card that I possess here is the visible part 

of this system? 

 

Wolfgang: yes, here the systems exchange all type of information, including 

healthcare.  So you come at a very interesting time because it is going to be 

launched in November. It is in the middle of being developed.  

 

Alexis: why is it going to be launched in November, when it has been running 

under the IDABC and now ISA programs which are running for a long time now. 

 

Wolfgang: because they funded the development of this project. 

 

Alexis: So the development is running for years? 
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Wolfgang: Yes, it is normal to take two years for the development lifecycle. I 

think there are 10 million of exchanges every year.  

 

Alexis: It is very interesting; because of course you are dealing with the twenty-

seven European members plus the four EEA member states? 

 

Wolfgang: yes indeed: Lichtenstein, Switzerland, Iceland and Norway. 

 

Alexis: Explain me how the system is structured. Is it centralized or 

decentralized?  

 

Wolfgang: Well, let me tell you a bit about me, I am responsible for the IT unit 

and together with head of unit, which are responsible for the political side, we 

have IT projects managers and business project managers. There are regular 

meeting organized by the policy area with all the participating countries where 

there continuously discuss how to adapt the system or how to implement the 

system. This is a technical project, which has existed for many years; it consists 

in exchanging ways on how to work better together. There has been a call for 

tender to find out who was going to develop this and actually the system is 

developed by an external company. Its being developed by Siemens and it will go 

live in November. It is going to be hosted at the European Commission and there 

is going to be “nodes” in each country. The nodes are under the responsibility of 

the member states to make the necessary developments to be able to login. What 

I would suggest is me to send you the names of the responsible persons and that 

you give them a call or send them a mail to arrange a conversation with them. I 

think that Sylvia Kersemakers will be able to perhaps give you some contacts 

with the member states because you might be interested in the national side too. 

UK has very high security standards for example. In our case we are speaking 

about personal data, it’s from special matter of course. It would be interesting for 

you to have a look at the proceedings from certain meeting to study the 

negotiation between these countries… The security is a very important issue. 

Another criteria would be the expected used, the number of citizens.  
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Alexis: are there any organizational barriers? Like for example in the 10 new 

Member countries? They have a different approach to the system, isn’t it? 

Wolfgang: well, I haven’t been involved at that detail. I think that Silvia is the 

best person to discuss this. Cristian Tatu-Caravan is Project manager from the IT 

side and Sylvia is the Business Manager, representing the member states. 

 

Alexis: What do you mean by business manager in a public administration like 

the European Commission? Why business manager? 

 

Wolfgang: Its business in terms of what is the issue we are talking about? What 

is the reason for the organization? What your department about, etc… Sylvia 

does the business side; we deal with the technical side. Regarding the policy side, 

perhaps one country would be not ready to use the system, for example in our 

case, member countries are obligated to use the system by community law.  

So I will contact Sylvia and Cristian and you are going to contact them to have a 

conversation. Cristian will be able to give you further information from a 

technical point of view. 

 

Alexis: well thank you very much for your help 

 

Wolfgang: thank you very much for calling. 
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Appendix 2: Analysis of the interview  

 

Duration (in 

min.) 
Areas of activity 

Awareness of 

barriers 

Problems 

encountered 

Reactions / 

Observations 

10 Technology 
Security is a big 

issue 
- - 

10 Development 

The better you 

describe the 

needs, the more 

user friendly the 

system will be  

- - 

10 Functionalities 

Interpretation of 

the user 

requirements 

Can be different 

depending on the 

person handling 

them and the 

technologies 

considers 

The system will 

show the 

interaction 

between persons 

and the power 

structure between 

them 

10 Organization 

ISA funded the 

project, constant 

alignment with 

the policy and 

national interests 

- - 

5 Suggestion - -  
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Appendix 3: Interview with the Project Manager of EESSI 

 

Alexis: What did Wolfgang told you so far about the research I am pursuing? 

 

Cristian: Well, he briefed me about the interest you had in this kind of project 

which involves interoperability which sits under the e-government umbrella, 

although I would say that our project touches this area, but mostly others of 

course. If we have the possibility to discuss with you and follow your line of 

questioning to support your interest and I am also hoping to see the outsider 

perspective. A person who comes not with a “cliché” that we created but with a 

different perspective we could be able to benefit from. I am sure we will in a way 

or the other. It could take the form: “I confirm you are very smart in doing the 

right thing” or “okay, they are ways you could be better in the following 

aspects…” 

 

Alexis: Ok. I will try to do my best. I can give you an inside into what I am trying 

to accomplish at the moment: I am studying a kind of master balancing between 

the technical and functional aspects of technology in general. My background is 

not in technology but in management. A few subjects I have been investigating 

into the last months: “the social aspects of digital age” and the change and 

organizational aspects of it. This is to give you a overview on what has been my 

major for the last year. So the project I intend to realize thanks to my Masters 

Thesis is to go and research in the area, which my professors have introduced me 

to. For me it means investigating the field of the social aspects of science and for 

your project, the EESSI project, it perhaps means investigating the social 

processes in the development of an e-government service. 

 

Cristian: you mentioned the word “social processes”. Is there a question about 

this or a comment?  

 

Alexis: Actually, at the moment I am simply introducing myself, I did not start 

the interview so far, this question will come later on in the interview. 
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Cristian: Ahh okay. Yes I understand. 

 

Alexis: It is about getting to know each other to prepare the ground for focused 

questions and answers. For example, the point of view of Iulian… Iulian are you 

here? 

 

Iulian: yes, I do hear everything you are saying even if I do not participate so 

much (laughing). 

 

Alexis: to give you an idea on how everything will be combined at the end: lets 

say for example that the testing phase of the project which you will be starting is 

august, is interesting to me as I would understand it as experimentation in 

science involving interpretation, test results getting meaning and validity only 

within the wider context of technological, social and political factors. All this 

because the service you are developing is constituted of user needs, policy and 

technological requirements. Now, what might be provocative, but also triggers 

my research is to say that because of this, the testing phase do not need to be 

held to prove the functionality of a technology, it is just a way of interpreting it. 

 

Cristian: I am sorry but I did not get this. I mean you are operating with a highly 

conceptual elements and it’s actually difficult to follow you.  

 

Alexis: Ok. To explain you what I am trying to achieve without entering too much 

into details, it is about understanding how the barriers, which you are 

encountering during the development of EESSI and made you encounter 

difficulties throughout the project (security requirement, request for change, 

unplanned risk mitigation), influence the system as a whole and therefore 

technology itself. 

 

Cristian: Okay, understood. You mentioned risk management, request for 

changes, testing. All these aspects are standard ones actually. Overall, you would 

be interested about what would challenges be, talking specifically about this 

project, the EESSI project which falls into the classic area of project management. 
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I can point out that one of the major risks of the project is related to user 

requirements, for example user acceptance of the software. We do not actually 

have one user. We have users across entire Europe, which are not individuals or 

institutions. We are dealing with a dispersed user: it is not a person; it is a very 

vague entity. What it boils down to is that we are building a system which only 

can guess what users needs are and we know for a fact that the users needs 

actually are very concrete and very precise one, but the precision comes with the 

geographical location so to speak. So when you look across the entire space, the 

precision is lost in the sense that some need precisely something whereas the 

other needs precisely something else. So here it comes with the concept of not 

having a clear view on what user needs are, because we are working with a very 

wage concept of user. This is the first thing.  

The second point is that we know that in IT, there is nothing without precision. It 

is very specific to IT because it boils down to the bits (the technology if you 

want.) and concerns each and every aspect of the system which have to work 

properly so again, precision is specific for IT, or for engineering in general. Here, 

combined with the fact that we have a blurred user; it becomes significant 

because when it comes with precision, it comes with uniformity. So here it is 

obviously that we try to create a business model, which is more or less applicable 

to everybody. There is absolutely no guaranty that there is such a business 

model. Lets say we have business processes running on two countries and they 

have to communicate. On the areas they have to communicate, they have to have 

semantic equivalence, and not only that. You have to agree on a protocol, which 

covers the electronic equivalent. The electronic has to be understood properly by 

everybody. So this concerns every business area between two partners, there is 

what we call a “subset”, which has to be equivalent so that they can communicate 

in an aligned manner, in an electronic sense if I may put it. So you have to 

identify in the business of one institution that subset that be made uniform with 

the counterpart institution. And from this point on, you have to extrapolate to 

the entire players. How does our system works? We are dealing with European 

citizens travelling in Europe where their social security rights have to follow 

them and in this respect; the policy (you say user needs) says that the 

institutions have to intercommunicate via electronic means, knowing that 
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electronic means typically ensure a good communication. But is does that by 

actually aligning things to the level required by electronic communication.  

 

Alexis: what you are trying to explain is that the technology has to apply what is 

awaited from a social point of view and therefore what is awaited by the 

administrations. Is that it? 

 

Cristian: technology itself is a ‘player’ in formulating the requirements. You 

cannot come with the requirements of the user needs alone.  You take the user 

needs, you look at them, you will map them on the technology and then you will 

have amended them with affects on the business of course. This goes on with 

respect to one business. 

 

Alexis: why would you amend them? In which case? Could you explain me this in 

detail? 

 

Cristian: look, for example, people are working with paper-based type of 

communication and you have in this case forms covering for many cases. When 

you transport this in an electronic type of communication, there are different 

communication paradigms. When you talk about electronic forms, what is 

needed is having forms, which are more precise, more sensitive to the actual 

case. Rather than having one form, which fits lets, say 10 cases, you will have 10 

forms, which fits every single case. The system will provide guidance into which 

form to use.  Why? In order to reduce network traffic (I am just giving you an 

example), it’s not only this; it’s effectively an analysis, which is reducing 

ambiguity. It’s an analysis that plays on the discipline of communication on the 

sense of a request being issued and a response being transmitted. But the 

operator manifests that the form he would use for the response is covering more 

points because it has been conceived to also be a request. This, in electronic 

communication, is important because the form has to be qualified with the role 

in the conversation, never minding that you can reuse the structure for example 

for a different form which has a different role. But then what is important is that 

you are always paring a form with its role in the conversation: whether is a 
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request, or a response. You cannot mix them together. Why is that? Because in 

the electronic discipline, when I know request and response, I can build 

automatic behaviours, whereas those guys, who are using paper-based 

communication, do not rely on automatic behaviours they rely on human logic. 

Human logic is always complex and highly subjective you know? It is something 

that you cannot transpose in an automatic system. In a automatic system, you 

will have to define rules, you will have to have a clear status and then you will 

have to have a sharp clarity, a brutal separation a bit like drawing a line and 

putting things on one side or the another. Which is not the way human mind 

works.  

 

Alexis: we are exactly in line. What you are telling me is exactly what I am 

studying. That is where I want to go regarding the different aspects of the 

project, the ones that I listed in the matrix I sent you a few days earlier: the 

technology, the functionalities, the organisational aspects and if there is any 

other points you would think about, feel free to suggest them. I am trying to see if 

during the development phase, the barriers that you are encountering are 

affecting the end solution and more precisely change how the administrations 

will use the solution. You will have barriers to use, and you will encounter 

barriers to development. How are the barriers to development affecting the 

barriers to use? 

 

Cristian: I tell you straight. They are no particular difficulty to the development. 

The difficulties are related to the project, always related to the fact that I do not 

have a source of requirement, so what I need to do is to analyse. We had a 

superficial view on how this work. Difficulties are therefore in drawing the 

requirements and coming up with a solution which is not clear so its basically an 

estimation of the requirements where you constantly need to go back to the 

users, make sure they understand the solution and eventually confirms or 

identify blocking aspects, out of misunderstandings in the communication chain. 

That is how you do it in IT. I put it simply and as the IT industry works, you have 

the requirements, and the software provider creates mark-ups for a solution 

then they give it to the user and explain the solution to the user in the most 
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detailed way, do simulation, proof of concept with the user, so the provider 

records down what are the gaps and reviews the system on the basis of the 

design and the gaps. 

Now, we don’t have this in this process. Why? Because how do we collect the 

requirements? We establish ad-hoc groups based on experts, which volunteered. 

So for the 27 countries, there is a political forum, the AC: the legal arm of the 

project, which is political and which governs this project. They are political, not 

executives. They can only contribute in the decision-making. So what do they do? 

Whenever a problem appears, they prepare a roadmap so to speak and then for 

each individual task, they create ad-hoc groups out of experts, which 

volunteered. This is then no longer a political forum. Yes? And those experts 

express their own views on the topic in a way, which is the fact that they come 

from this, or another country is no longer relevant. They not only represents the 

country, they are experts.  

 

Alexis: do they give their points of view on the global solution or their points of 

view on the requirements the solution should cover? 

 

Cristian: yes, it’s their role. 

 

Alexis: is there something else taken in consideration by them or is it only about 

requirements? 

 

Cristian: no, I would say this is how the project is organized. There is for 

example a task force, which is again, more stable body. Alpha groups are ad-hoc 

groups created on a need basis. So we have prepared the roadmap how to 

develop this electronic system. So how do we deal with it? Okay. We need first to 

do an investigation how to solve this. Particularly how we should organize 

ourselves. We can have ad-hoc groups (task force), which are investigating on 

what should be the best organization. Then, we need to create an ad-hoc group to 

create a roadmap. In the roadmap, it’s said that we have to create a call for 

tender for creating the system, so we need to establish the requirements for the 

system. We create ad-hoc groups, which deals how to choose the best manner to 
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get the requirements. You see? Ad-hoc groups are bodies, which are responding 

on the daily needs of the project.  On top of the ad-hoc groups, we have the task 

force, which is also an executive body; it is not a political forum limited in time, 

but a permanent executive one. Now, you have to look at the task force. It is a 

road opener. It looks at the problem before the problem being overlooked by the 

AC and TC. They analyse the problem: they kind of prepare the things for the AC 

and TC. What is the difference then? The Task force is not a political body 

because it has a reduced participation. There are like heighten or twenty 

members whereas the commissions can achieve hundred members. Each 

individual speak there as experts, not as politicians. So it is a more effective body 

than the political forums. 

 

Alexis: Cristian, what do mean by political body? 

 

Cristian: Political bodies become so when countries have a point. That is 

Romania is not accepting this or another technical aspects. A gathering that 

enables countries to use a veto. That’s a political position. A situation like this 

will never happen in a task force. Nobody can come and block a situation. They 

can highlight a potential risk, but no political position is expressed. There they 

seek solutions. For example if someone is aware of a problem in its own country, 

they will actively search for a solution or eventually they comment about the 

risks. The approach will be neutral in a sense that if they identify a problem in 

one country, they will approach it in a way where they will start to search a 

similar class of problem in other countries. Let’s investigate and this becomes a 

political recommendation in a political forum to the TC or even AC, depending 

upon what the problem topic is. Like for example the TC would deal with the 

security approach, but compatibility of legislation would be the matter of the AC.  

 

Alexis: okay. Two last questions. I have been or course going through the EESSI 

website on IDABC. They are mentioning the TC, the AC, but also sectorial 

committees. What is its role in the whole process? 
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Cristian: sectorial committees? Well, I am not sure how updated is the website… 

But we used ad-hoc groups for sectors, in order for us to get requirements per 

sectors. There are six sectors in total: pensions, health benefits, family benefits, 

legislation applicable (that is deciding which body and what country is 

responsible for the citizens claim), unemployment, occupational diseases and 

accidents at work. It’s complicated of course, but we have business processes, 

which apply horizontally. Effectively, I told you about difficulties to illicit 

requirements; now that this project have been covered by these forums for many 

years. From 2007, these forums have been working to find out what is a sector or 

not. For example, legislation applicable is about establishing who should deal 

with the case. Its on one hand considered to be a horizontal sector, but from a 

technical perspective, when we define a sector, we say that sectors are groups of 

flows that are independent and therefore horizontal sector are nonsense for us. 

A horizontal sector as such is not a sector. A horizontal sector is actually a flow 

group, which is not defined with the same classification than the one about the 

original sectors.  This semantic is a bit unclear, but when we get to the software 

level, the decision has to be made weather “legislation applicable” is a horizontal 

sector, in which case you have to take each of its flows and distribute them with a 

specific variance among the existing sectors. You see if it is horizontal, then you 

are actually backing it as a sector. You just take the flows defined there and copy 

them in each of the sectors. This is a technical consideration, which reveals a 

semantic ambiguity, which has been entertained for years actually. I mean a 

horizontal sector at the level of languages; you assume that is a specific type of 

sector. But actually it isn’t as such you build it.  

 

Alexis: okay, so there might be also interpretation in this process? 

 

Cristian: It is not that it might be. It is part of the fact that when you 

conceptualize elements, these are landmark elements, in particular with regards 

to the sectors. For example, you can imagine that if we agree on business 

processes for sickness, some of those business processes may be implemented 

by some business institutions, the rest by some other institutions and those 

institutions can be rated as belonging in their own countries in different sectors. 
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This is specific to each country in this case. It’s the main challenge of the project 

to come with a uniform definition. Furthermore, when you succeed to do this, 

you have at least to make sure that you are not ruling anyone out. Probably you 

won’t even match anyone to a score of 100%, but you should be close enough.  

 

Alexis: on the website, its mentioned that the commission proposes a typical 

way of implementing the solution as an example to MC. It is called Reference 

implementation, or RI. To what extent does it work, when you tell me that there 

are so many differences between countries? 

 

Cristian: this is a very good question actually. It goes on the direction I am 

experiencing here as a challenge. When it comes to user acceptance of the 

software, we are very much aware essentially that we are looking at difficulties 

ahead. When we will be publishing the software, everybody will see that they 

will have to do a lot of amendments in order to align to the business model of 

this software. So what is going to happen is as soon as we get the software in 

place, people will acknowledge and will start their integration efforts, where 

integration means business alignment (which I see as the most severe in terms of 

efforts) and then the technical alignment establishing the protocol for the 

interface that EESSI provides. Mind that the business model is not inherent to the 

system in the sense that the business model is defined dynamically. That is, when 

we published the software, we did not freeze the business model. It evolves 

depending on the software. This is what I mean by dynamic. I have MS Words, 

and the doc files, which I can modify even if word software is there; I can still 

modify the files.  

 

Alexis: depending on the new requirements discovered during national 

implementations? 

 

Cristian: exactly, however not as simply as you would imagine. In a similar 

fashion, we have the EESSI system and we have parts dedicated to editing the 

business model. So the program follows the user requirements. So effectively, 
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even if we develop the system, we still allow the possibility to “move the dots”. 

We focus on the central best position. 

 

Alexis: I find some understandable points here that I will be able to use in my 

research. Okay, so Cristian, as it will soon be 40 minutes that we are talking 

together, and I am sure that you have other tasks to accomplish before the end of 

the day. I propose that we stop here the formal interview. Lets start talking about 

the organization with regard to further interviews we mentioned per email? 

What is your point of view? 

 

Cristian: we identified indeed a few countries; Finland, Germany and Italy and 

we would like to interview them. We know the system better than they do. Why 

is that? Because we centrally managed the contract with the provider, which is 

Siemens and in this process we all did the deliverables and its our task to 

understand what Siemens is going to provide. Of course we disseminate 

information to the countries, but they cannot afford as much reading and 

understanding, discussing and asking questions as we do. So we know the 

system better than the countries and what Julian is doing, is mitigating the 

aspects of the user acceptance risks. He is going there to interview people and 

say “look guys, here is the system and I will explain it to you. With this system, 

you will have this kind of business model. Would you like to explain me your 

business model to try to map it to our system and see what are the uses blocking 

for us to Asses the effort of your adaptation and identify classes of problems 

occurring in the process of you adapting to the EESSI system.” This is the reason 

why he is going there. Now he is speaking actually with users so to speak.  In this 

frame you would join him on one or two of his trip and you would establish 

interviews of one or two hours with a few persons there and you have your 

interviews! 
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Appendix 4: Analysis of the Interview 

         

Interview  Semi-Structured  Phone int.  00:51:00  Int. matrix 
  Category  Type  Duration  Tool used 

         
Type of contact  Project Manager  EESSI  EU Comm.  06/07/2010 
  Who, what group  Project  Site  Date 

         
Contact data  Cristian Tatu-  Caravan  EMPL  +3224015454 

  Name  Surname  DG  Direct line 

 
Salient Points Theme Aspect 

Cristian says: “I can point out that one of the 
major risks of the project is related to user 
requirements” 

SCOT 
Interpretative 

flexibility 

Cristian says: “so when you look across the 
entire space, the precision is lost in the 
sense that someone needs precisely 
something whereas the other needs 
precisely something else” 

SCOT Constant conflict 

Cristian says: “we are building a system 
which only can guess what users needs are” 

SCOT 
Interpretative 

flexibility 
Cristian says: “We are dealing with a 
dispersed user: it is not a person; it is a very 
vague entity.” 

SCOT Social Groups 

Cristian says: “we know that in IT, there is 
nothing without precision (…) combined 
with the fact that we have a blurred user; it 
becomes significant because when it comes 
with precision, it comes with uniformity.” 

ANT 
Agency of 

technology 

Business processes have to have a same 
semantic equivalence to avoid ambiguity 
for the numerous users, based on this; 
actors have to agree on a protocol, which 
covers the electronic equivalent. 

ANT Semiotics 

Cristian says: “technology itself is a ‘player’ 
in formulating the requirements. You 
cannot come with the requirements of the 
user needs alone” 

ANT 
Agency of non 
human actors 

Cristian says: “rather than having one form, 
which fits lets say 10 cases, you will have 10 
forms, which fits every single case. The 
system will provide guidance into which 
form to use.  Why? In order to reduce 
network traffic.” 

ANT 
Agency of non 
human actors 
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Cristian says: ”what is important is that you 
are always paring a form with its role in the 
conversation: whether its a request, or a 
response. You cannot mix them together.” 

SCOT 
Interpretative 

flexibility 

Cristian says: “in the electronic discipline, 
when I know request and response, I can 
build automatic behaviours, whereas those 
guys, who are using paper-based 
communication, do not rely on automatic 
behaviours they rely on human logic” 

SCOT 
Interpretative 

flexibility 

Cristian says: “the provider records down 
what are the gaps and reviews the system 
on the basis of the design and the gaps.” 

ANT 
Agency of non 
human actor 

The requirement analysis is made on the 
base of ad-hoc groups composed by experts 
(task force) and named by the 
administrative commission, which allocate 
them for each individual task of the system 
and therefore compiles the views of each 
current of doing it, preparing the ground for 
harmonization (supervised by the AC and 
TC). For more seldom and specific 
problems, alpha groups are created. 

ANT 
Translation and 

power 

Cristian says: “we used ad-hoc groups for 
sectors, in order for us to get requirements 
per sectors. There are six sectors in total: 
pensions, health benefits, family benefits, 
legislation applicable (that is deciding 
which body and what country is 
responsible for the citizens claim), 
unemployment, occupational diseases and 
accidents at work.” 

SCOT / ANT 
Social groups / 

Agency 

Cristian says: “its on one hand considered 
to be a horizontal sector, but from a 
technical perspective, when we define a 
sector, we say that sectors are groups of 
flows that are independent and therefore 
horizontal sector are nonsense for us.” 

ANT 
Agency of non 
human actor 

Cristian says: “I mean a horizontal sector at 
the level of languages; you assume that is a 

specific type of sector. But actually it isn’t 

as such, you build it.” 

SCOT / ANT 
Interpretative 

flexibility / 
Semiotics 
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Cristian says: “It’s the main challenge of the 
project to come with an uniform definition. 
Furthermore, when you succeed to do this, 
you have at least to make sure that you are 
not ruling anyone out.” 

ANT / SCOT 
Agency / social 

groups 

Cristian says: “as soon as we get the 
software in place, people will acknowledge 
and will start their integration efforts, 
where integration means business 
alignment.” 

ANT Translation 

Cristian says: “when we published the 
software, we did not freeze the business 
model. It evolves depending on the 
software.” 

ANT 
Agency of non 
human actors 

Cristian says: “We know the system better 
than they do.” 

ANT Actors / Power 

Cristian says: “what Julian is doing, is 
mitigating the aspects of the user 
acceptance risks.” 

SCOT 
Interpretative 

flexibility 

Appendix 5: Interview with the Business Analyst of EESSI  

 

Alexis: the first question is about giving an overview of the technological 

transformation, which the system has gone through since its launch from 

PROSPECTUS to EESSI. 

 

Iulian: well, I unfortunately have no knowledge on that project. But let’s talk 

about EESSI. I came on board in December 2009, so I do have a background with 

regards to the past. First we had political agreements, which roughly enabled the 

exchange of social security information electronically by the end of 2012. This 

means that we should have tested the EESSI system, made some test runs and be 

assured that the system works correctly by this date. Now, when the political 

actors decided to have this electronic exchange, they came up with a few rough 

ideas on how to do it. 

 

Alexis: how did they come up with these ideas on user requirements? 
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Iulian: well, Cristian mentioned last time about the administrative commission 

(AC). This commission is highly political and they therefore just said, “well 

electronics sounds nice to us and we should have it”. They put the technical 

matters in the hands of the technical commission (TC). This commission is not as 

technical as it might sound although it was a bit more technical that the AC. They 

relied on some feedback from their national technical experts, so they proposed 

some technical solutions. The DG EMPL also agreed these solutions here in 

house. Cristian worked on this. Basically, the technical commission did not do a 

thorough analysis. They defined some high level requirements: this could be 

fulfilled by this kind of technology. For example, they mentioned the need of a 

directory of institutions, which politically functional sounds nice: you need to 

create a unique location listing each and every national institution. Now, when 

the technical decision was taken, they said, “ok, if you need a directory of 

institutions, we can use an LDAP implementation” (LDAP means lightweight 

directory access protocol, the directory being the keyword here). In short, the TC 

commission reviewed the need for a directory and proposed a technology for it. 

This is more or less how the technical solution was formed. 

 

Alexis: okay, it sounds pretty clear to me. You can see here the views from the 

AC confronting with the views from the TC together with DG EMPL’s point of 

view. 

 

Iulian: no, DG EMPL was not the main input with regards the technological 

aspects. TC together with national experts made the main technological input. 

 

Alexis: all right, the so-called “alpha groups”? 

 

Iulian: yes, so I would regard DG EMPL as an equal partner in all this process. It 

was a common decision. 

 

Alexis: if I well understood, nobody makes the final decision. On the contrary, 

the actors are confronting their views and agree on a solution that would suits 

everybody? 
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Iulian: exactly. And again it was agreed that the best solution on the table would 

be chosen. It was the case with LDAP, open-source software in order not to put 

too much financial pressure on the member countries (MC). We also have some 

licenced software for example web logic to do part of the tasks, but we also have 

JBOSS which is a sort of open source version of web logic. Now, JBOSS is targeted 

to the entire MC, which will use it. The commission uses web logic for the central 

node for example. So it’s a mixture of things trying to get the best possible 

solution in terms of financial aspects.  

 

Alexis: okay. Is there any document that records this process? I mean here 

records of who thinks that this solution might be the good one, according to its 

point of view and who thinks that another solution might be right? Was there 

any type of log used? 

 

Iulian: I am sure there are some minutes; I personally have not read them all, I 

am sure there are minutes of the meetings of the AC and the TC commissions, but 

I personally do not know which are interesting. You will have to go through all of 

them. I have to warn you on one point. These minutes are not like the minutes 

from a private company, it is resembling a conceptual view on the meetings: one 

country said this could be a good solution, some other country said this can work 

for us, it is stay at this level of detail, however reflecting the negative or the 

positive aspects of the reflection. 

 

Alexis: it is actually nice. It will make things easier for me to scam through. Its 

like a simplified sum up.  

 

Iulian: yes, that’s the way to put it.  

 

Alexis: whom do I need to contact to get samples of these documents? 

 

Iulian: we have our lets say business project manager, Silvia. But, just like with 

Cristian, it will be very hard to grab these people. Silvia has however two 
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dedicated persons, one for AC and one for TC. The one for the TC meetings, the 

person is new, so she would not know which document would help you best. 

However, if you appeal to these two persons, you would get the required 

information in no time. For the TC it’s Mrs Estella-Luca and for the AC it’s 

Amandine Giraud. I can send you their email address. 

 

Alexis: it would be helpful, cause this is actually the best documentation I could 

access to help me in my research.  

 

Iulian: yes, here you will get the actual social aspects of the project. Because in 

the political side they discuss the impact, their concern is how they are impacting 

the countries. 

 

Alexis: great. So let’s move to the second question. Is the system fully 

automatized or is there a front or back office split on term of organisation. If 

neither of these propositions is right, how does EESSI function? 

 

Iulian: now, when you say EESSI, we speak about two things. Do you speak 

either about the EESSI project or the EESSI system? If you want to know the 

project structure: analysts, team leader, developers, people like the steering 

committees, I am sure we can work something out to actually make a sketch of 

all the organization. Now, about the EESSI system, where the countries are 

involved, there is obviously a different structure. For example, DG EMPL could be 

seen as a supplier, although in the background, Siemens is the supplier. But we 

are supplying the system to the countries and countries as such become users. 

Now, if we speak from the point of view of the PRINCE2 methodology, we don’t 

have a super user. You could consider the administrative commission as being 

the super user. Because at the end, they sanction everything approved in the 

project. I don’t know where should I focus now. 

 

Alexis: okay, I will give a bit more information. When I speak about the 

organization, I simply mean how the system is organized. For example, if I take a 
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standard e-government service, you would have the citizens calling some kind of 

call centre, which would basically deliver the service, backed by a back office. 

 

Iulian: all right. I see where we are going now. Thank you. We can actually start 

by the citizens; at the end we develop this for them. Now, the citizens have 

national rights, which are moving with them, when moving from countries to 

countries within the Schengen zone. The magnitude of their rights in other 

countries is not specified. It is not specified that he could have the same rights 

over there. Therefore, to actually measure this and see how the citizen is 

compensated with his requests, the countries started to work together and at the 

end we got the spark for the birth of the EESSI system, the electronic system.  

But, basically, what happens is that the citizen goes to an institution, which he 

thinks is the right for handling his problem. These institutions can be dealing 

with requests coming from a multitude of sectors. When I say, “he thinks”, 

because the citizen is sometimes wrong. Usually the citizen redirected to the 

right institution. Let’s say the citizen managed to file his claim because he 

wanted some family benefits, he wanted to be compensated for some accident at 

work… I don’t know. He files a claim and this constitutes the business case, which 

needs to be solved. Obviously, this claim is either sent by post or directly to the 

institution’s front office. They input it, and it enters the national system. In the 

system they decide if it’s a local or an international matter. And usually it is the 

case as the citizen will have a nationality from a different country. It is easy to 

realize what is the problem…. So, in the case that this business case is 

international, they need to start collaborating. Now, the clerk will either have the 

system supporting from the back office national part, or he will directly access 

EESSI (our system), as we offer this possibility. This will be complementary from 

the national system because in EESSI you need to feed the information. This 

information obviously exists in the local system. So the clerk will start to gather 

the information required and will decide what will be the course of action for the 

claim and say for example I need to make a pension claim for this citizen who 

worked in 10 countries. He needs to identify these 10 countries or partners. For 

this we provided directory services. In short, the directory of institutions we 

spoke about earlier, tagged with responsibilities and everything else so they can 
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be uniquely identified. So when that guy says “the state has to give me some 

money to feed my family”, the directory provides the institution responsible for 

this and the clerk is familiar with the process: family benefits, paid in cash, in a 

specific region… which constitute the parameters, which he or she will have to 

enter as specifically as he can and then he will retrieve the institution. Now, due 

to the fact that countries lets say, are not fully prepared for these kind of 

processes till the whole processes have been harmonized, some institutions are 

not even existing for example. I might also find out that some benefit sector in 

France might not be compatible with this electronic exchange at this point. So, 

we sort of provided a “fall-back” solution.  

 

Alexis: Is this a type of unplanned “request for change”? 

 

Iulian: We actually follow the concept of “second version”. Now, because we are 

pretty far out in the lifecycle of the project, we are kind of fixing all the 

requirements and don’t accept anything else, so what ever feedback we get, 

either for improvement or for major changes, we will have to consider it in the 

second version. Why? Because we have to accommodate everything that is 

agreed at the end, we have to take every need in consideration. So everything 

will be implemented, it is just a matter of time. So the request for change, will be 

considered only in the second version, unless it is minor and we can agree to the 

modification with Siemens quickly either in a conference call or during meetings.  

So, when the clerk identifies the international partners, they will start 

exchanging messages through our central node, through our provided 

functionalities; functionalities, which they agreed on and they should come up 

with the decision. This decision will be sent back from the same institution the 

citizen contacted.  

 

Alexis: Okay, this gives me a picture of the whole process. The third question 

goes together with the first: because the citizen has to go to a counter and has a 

contact with a precise administration and the information which he needs will be 

basically pulled down from the system, is there some type of CRM tool which 

record who went where and claimed what? 
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Iulian: I am sure that the national level keeps track of this. At the European level, 

the EU commission, this information is not kept. I am not even sure if we get this 

information, or if we read such information as I we are not allowed to keep this 

information. The messages which comes from one side i.e. one country and goes 

to another country, goes indeed through our system, but in an encrypted form. 

The only thing we are aware of is that the source talks to the destination. So all 

we can do is to generate statistics saying, “last year they had one million claims 

of this sort”, but we cannot access any identifiable information.  In fact, we keep 

statistics; we don’t keep such specific information. 

 

Alexis: That’s actually the keyword I was waiting for: statistics. In fact, the CRM 

tool should enable you to generate statistics and can eventually help you to 

detect some new requirements. 

 

Iulian: Yes, exactly. You can modify the system accordingly if you can analyse the 

statistics well. 

 

Alexis: Okay. Do you do this already? 

 

Iulian: well, the system has been requested, we are developing it and we will roll 

it out. So obviously we don’t have the central node ready yet. My colleagues are 

testing it these days. There is not a functional end-to-end system yet.  

 

Alexis: Okay. But you have been considering this option? 

 

Iulian: Yes, it is part of the system indeed. It’s called the MLS: monitoring and 

logging system component. 

 

Alexis: We have actually just covered two questions in one. It makes things 

easier! What methodology are you using when you design and you model 

processes, and why? 
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Iulian: well, this is very tricky. Why is that? Because, in fact, we cannot force the 

countries to change the way they do business. Everything we have to exchange 

electronically (messages, information) from 2012 has been already done in 

another form. So the processes will in fact have to adapt a bit to work under a 

new electronic system because obviously, MCs have some bilateral 

communications already right now. They will have to adapt a bit to the new 

system. Now, the methodology we follow is not standardized. I cannot give you a 

name for it, but I can tell you practically how this goes.  

MCs have ad-hoc groups in each sectors, these ad-hoc groups is a structure 

composed of several national experts, not necessarily from all the countries. 

They are working with support from business analysts from our side, which 

guides them to the functionalities of the system. So how does this works 

concretely? MCs say “we need to exchange this precise information”, obviously 

both MCs are in the same sector, so they know what they are talking about. We 

divide the solution and accommodate it for everyone. For example, one country 

says, “For me to actually finalise this workflow, I need to have the name of the 

aunt’s cousin”. All the other countries will answer, “We never keep this 

information”. In this case, the country will have to adapt its business process 

considering that he won’t get this information. These are the things we are trying 

to deal with everyday. So, we don’t have a methodology, its an ad-hoc group 

discussion how can we make this work.  

 

Alexis: okay. To what extend does the way you model and design these 

processes, changes or affects the technical aspects of the system? 

 

Iulian: Well, good question. In fact, it happens quite often. Due to the fact that 

the actual clerks were never involved from the beginning in a direct way to 

express their requirements (because all these came from the administrative 

commission), there were assumptions made. If the AC mentioned a specific 

requirement, we would assume they meant what we believe they meant. No 

requirement was clearly stated and in very much details.  

Coming back to the clerks, imagine they say “but I have to do this specific task” 

and we did not considered this task in the system. In this case we would consider 
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it live and this will become either a change request for us going either in the next 

version or feasible in this current version, but usually the clerks do ask for 

functions which will substantially change the system. For example, the clerks 

claim that the originator, which makes a request to his/her international partner, 

receives an answer that says “I need to contact someone else to fulfil your 

request” and this clerk discovers that this option has not been included in the 

system. As the system was well thought and well built, it can accommodate with 

this type of change quite quickly, but we still need to know the tricks that will 

ease the process. We will try to implement the need to contact this person as no 

additional function, but as an additional choice within the process of doing this 

task. In this manner we would not add any new process, because at the end there 

is only one business case to be solved. So we are accommodating the technology 

based on the feedback from the national experts. 

 

Alexis: okay, and it never ends up by a change at the hardware level, it is always 

about software? 

 

Iulian: yes, it is always about software. Now, hardware was well design from the 

start as scalable so I think it is not a problem we would have to face. 

 

Alexis: and the Hardware is managed by DIGIT if I am right? 

 

Iulian: the hardware is actually partially managed by DIGIT. The central node 

(EU commission part) yes because the decision was made to host it on the EU 

commission servers for the simple reason that it is the policy and a good one 

frankly. But the countries manage their own hardware plus the connection to the 

secure network of the European Union, the TESTA network.  

 

Alexis: TESTA is managed by DIGIT, of course. 

 

Iulian: no, in fact someone else manages. It is a highly secure network where you 

also can find the data centres which we keep. There are three layers actually: the 

highly secured data centres, the TESTA network European wide secured and the 
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Internet. Now, we had countries questioning the security of the system. For 

example they said, “I am connected to the TESTA Network, but how do I know 

that the other part is connected also securely?”. They had discussions as always, 

but hardware wise, I don’t think this would have an impact. It would have an 

impact on technologies used. At the end, they could come out with the decision of 

using IPSEC as the transport layer to accommodate the parties. So from the 

technological point, hardware is not concerned. 

 

Alexis: okay, so the Data Centres are managed by DIGIT, who manages TESTA 

then? 

 

Iulian: well, I don’t really know who manages it. They call it the secure network 

of the European Union. All the European Institutions are connecting trough this 

network. I think also some national administrations are connected into the 

“TESTA cloud” as we call it.  

 

Alexis: great, so lets go on with the next question. We are actually on time, its 

fine. So, I was reading my books and I have been told about BPR as being used as 

a methodology at the beginning of the e-government revolution. When it’s the 

case, its popular in the e-government services area to be able to enable the 

reposition of e-government services around the needs of administrations and 

citizens also to improve the back office administration if the front line service 

interaction. What is the kind of methodology, which you use? 

 

Iulian: we actually do not use any methodology. And frankly, when you speak 

about BPR, I am not really sure to what you refer. I am sure its business process 

redesign? 

 

Iulian: yes, indeed Business Process Reengineering. Okay, you see that is in fact 

the inherent problem. In fact, Business Process Modelling never became a 

standard; there are a lot of different standards. We have BPEL (Business Process 

Execution Language), which is neither a standard. So there are lets say the 

international TC never agreed to a common structure.  Now, considering that 
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they did not agreed on one single methodology to be used, it would be extremely 

risky to assume so and use one. Oracle, IBM, they all implement their own 

version of business process modelling, but it is not standardized. 

 

Alexis: so that is the reason why you might have some difficulties in this field of 

being able to translate one methodology to another when multiple countries are 

using multiple methodologies.  

 

Iulian: exactly. If I would say “I am using this precise methodology”, the MC 

would say “we are using this other one” and then we would discover in time that 

we are talking about completely different points of view.  So I would say as 

Cristian said, what we are doing here is a very explorative process.  We are trying 

to align and this takes a awful amount of time. There is no methodology for this. 

We are speaking about going step-by-step, trials and errors, and we try to listen 

as much as possible to the actual users.  

I can give you some hints here: in the team we have people trained in various 

methodologies. For example my colleague Miguel is a practitioner in PRINCE2 

methodology. Now, from my personal opinion, we try to use methodologies as 

much as possible, but never state them as such. I was trying the other day to 

move an ad-hoc group to work in a certain manner, which I know, is covered by a 

specific methodology, but I would not tell them. I just explain them the idea, they 

understand and we work like this. But you can never state something, cause you 

need to define it afterwards.  

 

Alexis: So because you are working in an international environment, everybody 

would have new ideas on how to understand the methodology. That’s the reason 

why you would not name it? 

 

Iulian: yeah. 

 

Alexis: okay, so that’s specific to your environment of work? 

 

Iulian: yes, indeed. 
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Alexis: according to you, give me three examples of processes mapped for the 

system.  

 

Iulian: lets take three functionalities of the system and see exactly what they 

map. We had spoken earlier about these directory services: the identification of 

national partners. This is a business process where we have to find out one about 

the other. Now, we map this thanks to our directory system, which is in fact 

divided in two parts: one for the public citizen, because the citizens can also 

search for the institution he is interested in, or one for the actual clerk. 

There is a mapping of the process about the business case finding the partners 

and the system finding your counter party. I can give more details if you would 

like to. 

 

Alexis: thank you, but I think that this level of details is enough for my research. 

 

Iulian: okay, now another process we are providing is approving. We all know 

that documents get approved. On the business side, there is some clerk working 

on the document and he needs to send it internationally because of this 

international proofing step is always required; you have a supervisor, which 

looks at the document and says “okay, you can send this business case or you 

need to modify or add some comments”. Now, we provide this approval process 

in the system: the clerk will log into the system, type his message and then 

instead of sending it directly to the counter party, will send it to the supervisor 

for approval. If the supervisor approves it, it will be sent, if not, it will be 

returned and further work will be needed. This constitutes another example of 

process mapping.  

We can move a bit further and say that business wise, the clerk sends the claim 

to another party and this party has some issues with the claim. This information 

requested cannot be compiled because the system is missing something, the date 

of birth for example. What will happen? The other clerk will hypothetically call 

or send an email to the first clerk and explain him that he cannot work with the 

information transmitted. On the system side, we call this a challenge. The party is 

challenging the work of another one based on a specific reason and sends it back 
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to the originator. Now the work moves from a normal status to a challenged 

status. This is normally done by a revision. The originator says “sorry I am giving 

you more information; I am revising the original message and sends it back. The 

counter party can work with this. 

 

Alexis: that’s greatly organized and sequenced.  

 

Iulian: yes, that is the scope I am working on actually. I need to find what are we 

not covering. And hopefully with all the functionality of the system, we can cover 

everything. But we are also preparing ourselves to the unexpected, problems, 

which will be solved in the second version. 

 

Alexis: okay, so if we remain within this precise example about challenging 

requests, is the task shaping the process or is the process shaping the task? 

 

Iulian: the processes shapes the task, because it’s much harder to change the 

business process that to change the technical aspects. So we need to map as 

accurately as we can the business process. Changing it would be very difficult; 

we would have to impose some working methodology to redesign a process, as 

you mentioned earlier, but it is extremely difficult to do cause it will imply 

financial considerations on the other side. When you change to way people 

works, it implies costs.  

 

Alexis: in this case, your aim is to never redesign the way people are working at 

the national level, but accommodate.  

 

Iulian: exactly. And from this claim, you can realize how complicated it would be 

as Europe is highly multifaceted and accommodating everyone is already a 

complex task.  

 

Alexis: now we have three questions left at this point and fifteen minutes 

remaining. So please avoid going into details, just express your point of view, 

your personal feelings on the matters. 
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Iulian: okay, let me read the questions then. The EESSI project works as an 

intermediary between national parts. The challenge is to accommodate each 

part. We don’t want to “put a blanket” over and make it looks like smoother. We 

need to take every aspect into account. The political aspect on technology is 

mostly about budget. This was the biggest challenge to overcome when 

everybody agreed on the technical aspects of the system. It was the reason why 

we chose to use JBOSS for example. Now, the social influence on technology was 

also considered. Well at the end people work with the technology, not machines, 

so people will have to find a transition from their national systems to the new 

international system, otherwise they will reject it. Change management 

procedure goes very hard if people are reluctant. 

This is our problem now. The clerk never expressed his feeling with regards to 

the functionalities of the system. So we tried to see through this exercise that we 

run at the moment, how they feel about this. Will this work for them, what are 

the problems that they are seeing? Now, if they see problems, we will have to 

change the system, the technology on the software side 

 

Alexis: so you do it only after having built the system’s core and after the first 

use? 

 

Iulian: yes. I would also point out that this is a good method. Why? Users usually 

do not know what they want. Their requirements expression is vague, unclear, 

and not relevant. The best way to solve this is for them to realise what the 

system does, what is happening when, and only after this experience, they will be 

able to make useful request based on the knowledge they could acquire on the 

system, provide a specific solution to their concerns and adjust to the way the 

system is already running. They will have something to work on. If you let the 

users speak their minds up, they will contradict to each other, create conflicts. 

This should be avoided as much as possible as this would slow down the project, 

maybe even block it. 

 

Alexis: Perfect! Lets move to question 9 then. 
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Iulian: there is one major assumption, which is more of a social assumption, 

which is the MC’s will to work together. We assume this from the start, and 

because we assume they want to work together, the commission produces 

guidelines; regulations and they agree to uphold them. I want to say that the 

political steps agree if the MCs want to collaborate, we agree on how they want 

to collaborate. We do not have a uniformed Europe in terms of technology. So it 

is a big challenge to push a solution towards them because if the countries 

express the wish of working together on a project and we need a solution, you 

will never get the solutions possible from the people around the table, you will 

only achieve a partial view on the business. You can bet that some countries will 

not be able to see this matter from the same angle. They will not have the 

knowledge, the experience, without supplied by the private sector. So the main 

help to national governments is the private sector. Which has specialised people. 

This implies heaving administrative requirements: calls for tender, costs… It’s a 

slow process and nothing can be done easily or fast. In another hand, technology 

moves fast: you end up choosing a solution which in one-year becomes obsolete. 

Now, we actually encountered a situation as such here, where we were using 

software, which is no longer supported by the supplier. We are actually trying to 

use the new version and check its compatibility with the older technology. This is 

becoming a risk. We have to see to which extend we will have to contact the 

producer of the software and ask for an extension of the support for this 

technology tailored for our needs to be able to go on. All solutions are possible 

here.  

 

Alexis: when you mentioned that you were trying to push a solution for MCs. DG 

EMPL has to come with the solution and try to harmonize it in each MC?  

 

Iulian: yes, exactly. When all the resources are put on the table, each MC has to 

adjust the solution for it to work in the preferred way. If the majority chooses 

one way to implement it, it is likely that the minority left will try to adjust to it. 

Because overall costs at the European level will then be lower. Now, this is not a 

factor for the MC, but it is regarded as such. The countries are not really caring 
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about the cost at the European level as such, but they do consider what the 

majority is doing. But this is not a decision factor.  

 

Alexis: if we summarize now, the second part of the ninth question talks about 

barrier creation. You already mentioned some of them: security concerns from 

MCs, at European level, the digital divide comes also in consideration. Are there 

any other barriers, which would come to your mind? 

 

Iulian: you could say that some countries are more inclined to a specific kind of 

technology. For example Germany is very fond of open-source systems, Linux 

and similar products. Other countries are not thinking as such. They prefer using 

licenced-based products.  

 

Alexis: for example who? 

 

Iulian: well, I would pick all the others. Like Cristian said yesterday, Romania 

would favour windows for its ease of use, but the licence costs a lot. Culture wise, 

Germans are in favour of open-source systems and other countries not part of 

the EU, like USA, do favour Microsoft products for evident commercial reasons. 

They think that competition provides better value. So this is the way they think, 

but this is not entirely true. Romanians do not always realize that if we choose 

windows, we will have to pay for it. It means that the Romanian government will 

pay for it. But they do not realize it. In another hand, Germany, with its long 

transparency culture in the political sphere realizes this very easily. All these 

views are indeed affecting the service provided.  

 

I sort of get the feeling that you are focusing your thesis on the social aspects of 

building IT systems. You would have to, in my opinion; you would have to talk to 

some users, which are not involved into the project from start. You need to get 

their view. You need to figure out the whole change process, the entire 

adaptation process. Usually companies, institutions do not state the goal they 

want to achieve when starting the change process. This translates into reluctance 
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from the user side. They can even block the process.  We had only contacts we 

ad-hoc groups, we are only a very limited fraction of them.  

 

What you have to know is that using methodologies in projects or to map user 

requirements using methodologies in general, blocks everything. I have seen 

projects done by IBM following rational methodologies, which took years, and 

progress very hardly. At the end you will certainly run into problems. All our 

discussions are based on facts, but also on personal opinions. So you will have to 

filter this out as best as you can. 
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Appendix 6: Analysis of the interview 

 

         

Interview  Open-ended  Phone int.  01:07:34  Questionnaire 

  Category  Type  Duration  Tool used 

         

Type of contact  Business-Analyst  EESSI  EU Comm.  08/07/2010 

  Who, what group  Project  Site  Date 

         

Contact data  Iulian-Laurentiu  Costache  EMPL  +3222987703 

  Name  Surname  DG  Direct line 

 

Salient Points Theme Aspect 
Iulian says: “when the political actors 
decided to have this electronic exchange, 
they came up with a few rough ideas on 
how to do it” 

ANT 
Actors / global 
network 

Iulian says: “I would regard DG EMPL as 
an equal partner in all this process” 

ANT Actors / Power 

The AC is responsible for transforming 
political wishes into actions together 
with a TC (EU comm. Staff + national 
experts organized in alpha groups) and 
the designated DG 

ANT 
Actors / Local 
Network 

Iulian says: “TC together with national 
experts made the main technological 
input.” 

ANT 
Actors / 
intermediaries 

Iulian says: “in order not to put too much 
financial pressure on the member 
countries” 

ANT 
Discourse / 
Intermediation 

Open source software have been chosen 
to comply to the MC budgets  

ANT 
Actors / 
Translation 

The concern of the AC and TC when 
taking a decision is how they impact the 
MC financially, in terms of investments. 

ANT 
Actors / 
Intermediaries 

Iulian says: “DG EMPL could be seen as a 
supplier, although in the background, 
Siemens is the supplier. But we are 
supplying the system to the countries 
and countries as such become users”. 

ANT 
Actors / local 
network 
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Iulian says: “You could consider the 
administrative commission as being the 
super user. Because at the end, they 
sanction everything approved in the 
project”. 

ANT 
Actors / local 
network / single 
point of access 

Iulian says: “to actually measure this and 
see how the citizen is compensated with 
his requests, the countries started to 
work together and at the end we got the 
spark for the birth of the EESSI system, 
the electronic system”. 

ANT 
Translation / 
enrolment 
 

Iulian says: “in the case that this business 
case is international, they need to start 
collaborating”. 

ANT 
Translation / 
interessment  

Iulian says: “due to the fact that 
countries lets say, are not fully prepared 
for these kind of processes till the whole 
processes have been harmonized, some 
institutions are not even existing for 
example”. So, we sort of provided a “fall 
back solution” 

SCOT 
Interpretive 
flexibility 

Iulian says: “you can modify the system 
accordingly if you can analyse the 
statistics well”. 

SCOT Social groups 

The MLS or “monitoring and logging 
system component” is used to record and 
statistically analyse the functioning of 
system depending on the way it is used 
by the users (clerks in the MC) through 
the requests of the citizens 

SCOT Social groups 

Iulian says: “we cannot force the 
countries to change the way they do 
business” 

ANT Agency 

But the processes we have imagined will 
have to adapt a bit as MCs have already 
been working together. 

SCOT 
Discourse / 
conflict 

Iulian says: “If the AC mentioned a 
specific requirement, we would assume 
they meant what we believe they meant”. 

ANT Semantics 

Iulian says: “So we are accommodating 
the technology based on the feedback 
from the national experts”. 

SCOT / ANT 
Actors / OPP / 
transformation 
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MCs are managing their own systems 
and the connection to the highly secured 
TESTA network, which has been created 
and is managed by the European 
Commission and more especially by 
DIGIT. 

ANT 
Actors / Agency / 
OPP 

Iulian says: “we had countries 
questioning the security of the system” SCOT / ANT 

Conflict / 
translation, 
problematization 

Iulian says: “At the end, they could come 
out with the decision of using IPSEC as 
the transport layer to accommodate the 
parties”. 

SCOT Stabilization 

Iulian says: “We are trying to align and 
this takes a awful amount of time. There 
is no methodology for this. We are 
speaking about going step-by-step, trials 
and errors, and we try to listen as much 
as possible to the actual users”. 

ANT Actors / Agency 

Iulian says: “the processes shapes the 
task, because it’s much harder to change 
the business process than to change the 
technical aspects”. 

ANT Agency 

Iulian says: “Europe is highly 
multifaceted and accommodating 
everyone is already a complex task”. 

ANT Translation 

Iulian says: “We don’t want to “put a 
blanket” over and make it looks like 
smoother. We need to take every aspect 
into account”. 

SCOT Social Groups 

Iulian says: “well at the end people work 
with the technology, not machines, so 
people will have to find a transition from 
their national systems to the new 
international system, otherwise they will 
reject it.” 

ANT 

Agency / 
Translation / 
problematization/ 
enrolment 

Iulian says: “Users usually do not know 
what they want. (…) The best way to 
solve this is for them to realise what the 
system does (…)” 

SCOT 
Interpretive 
flexibility 
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The trigger for the EESSI project is the 
MC’s will have to work together, if this is 
not a fact, nothing will be built. 

ANT 
Actors / 
intermediaries 

The end solution will never come out 
from a meeting where all MCs are 
represented, Europe is not uniform in 
terms of technology and only a partial 
view on the project will be achieved in 
this way. 

SCOT 
Interpretive 
flexibility 

Iulian says: “they will not have the 
knowledge, the experience, without 
being supplied by the private sector.” 

ANT 
Actors / local 
network 

Iulian says: “if the majority chooses one 
way to implement it, it is likely that the 
minority left will try to adjust to it”. 

ANT Agency 
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Appendix 7: Interview with the Head of IT of DG CLIMA 

 

Alexis: May I present myself first? 

 

Martin: Yes, of course it would be a good start. 

 

Alexis: I am actually starting investigating e-Government cross border services 

based on Paco’s advice . 

 

Martin: Paco has been my head of unit when I joined the commission actually. I 

am working at the European Commission for fourteen years now . 

 

Alexis:  to give you a better idea about the specialisation as a student, I have 

been studying the social aspects of the digital age, including change management 

aspects involved, some notions on innovation management and system analysis 

and design. But to be clear, I have no background in IT. What I am trying to 

realize regarding my thesis is to see if e-government services are “social shaped”. 

I don’t know if you follow me, but I am going to tell you strait. I will be using two 

theories, which explains that technology is not determining itself, but that they 

are the outcome of some network between so-called actors that can be human 

beings as well as technologies. All this added to management science creates 

some tool, which can then be called an “IT service”, machine or anything 

technology-based. What could be interesting for your department is that these 

theories would be a way to integrate the knowledge of obstacles to enhancement 

or use already while developing such services. Do you see roughly where I am 

going? 

 

Martin: Just go on, it might become clearer as we continue to speak. 

 

Alexis: Okay. Well, I have this theoretical knowledge, which I am trying to 

express to you whereas you have a strong experience of the field. The challenge 



Interview with the Head of IT of DG CLIMA 

 

A SOCIO-TECHNICAL STUDY OF ORGANIZATIONAL BARRIERS TO PAN-EUROPEAN E-GOVERNMENT PROJECTS 105 

 

will be for me to understand exactly how you work and how I can make sense of 

what I am claiming here in the theory, which is sometimes, I agree far away from 

the real world. This is why I really value being able to exchange with you today. 

What I intend to do is to take the list of barriers in the DG INFSO report written 

in collaboration with the oxford institute here in the UK and cover the lack that I 

could find about it: How to overcome them in the development of these services. 

It seems that the report might have studied barriers to use on finished e-

Government services; I am trying to see if there is a way to include this 

awareness in the development process. Would it affect the technical or the 

functional side of e-Government projects? 

So here are a few questions, which might trigger your interest: how did the need 

come to develop a system like the European emission trading system other than 

policy? Is there someone saying: “okay I see the service functioning in this way” 

and this will be starting point? You see, I trying to look for the trigger… 

Martin: Let me perhaps ask you some questions. Because I also need to organize 

my answers to the questions that you are asking and to try to find out who is the 

most appropriate person. The specific characteristics of this emission trading 

system are the system within the context of the directorate general for 

environment and “CLIMA” and within the context of the IT delivery also is 

managed in a decentralized way. It means we have projects managers in the 

business units who manages this projects, and the IT unit which I am the head 

makes sure that the project is included in the overall environment of the 

directorate general and DIGIT. So the main expertise for the system is outside the 

business units in the IT unit, where you have three IT project managers. I have 

contacted the head of this business unit, she was a bit afraid. She said “oh Martin, 

we have ten requests per week on such things as our emission trading system 

and god knows what. This overwhelms us and we therefore have difficulties to 

deal with them. So we normally refuse such requests, because otherwise we 

cannot do our work. But they are prepared to make a kind of exception for you. 

We would actually need to have a more precise idea. What do you await from us? 

How many interviews do you want to make and how long will they last, so that 

we can deal with the 
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m in a more precise way. I am happy to devote some time to it. I have the view 

from the IT unit, so I know the system relatively well and I have also a good 

overview of its evolution over time. However, the real experts are in the 

business. If you have more detailed questions, and if you have questions on the 

more business side, I would need to tell them how much it will take you, what is 

expected… 

 

Alexis: That is actually really nice that you ask me these questions. Cause myself 

I have to figure out how many interviews I need for my research to make sense. I 

intend to take, three or four different countries participating in this system and 

see what are the stakeholders. On this basis decide whom I am going to talk to 

and how many people I am going to interview. But to give you an idea, I need to 

finish my research for the beginning of September, because I am doing a one-

year master unfortunately. 

 

Martin: If you are speaking about stakeholders, it’s again another story. Then we 

have unfortunately not much of an influence. So we could give you the contact 

persons in the member states, but there you would need to contact them yourself 

and ask them if they are prepared to help you to devote some time to you. We 

take here the perspective from the European Commission. I will briefly explain 

you the architecture of the system. So the system supports the CO2 emissions 

trading scheme. The basic idea behind this scheme is that instead of limiting 

emissions by law instruments, you create a market for rights to pollute. You 

reduce as time goes by the availability of these rights on the market, but you let 

then the market decide on the price for these rights to pollute. That is the basic 

idea behind it. The ton of CO2 that you can emit has then a price, which is 

determined by the market and the hope is that this emissions trading scheme 

direct investments to the places where there is the best value for money, that we 

do not invest in emission in highly performing places where it would be very 

costly to reduce emissions, but where it would be cost efficient. So it’s a user job-

market based instruments for achieving reduction targets in pollution. So what 

has been done over the last five years now is that we have 20.000 industry  
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participants to that scheme and those are electricity providing companies which 

pollute the atmosphere with considerable amounts of CO2 and in the start, they 

have been granted free of charge, a certain amount of emission rights. These 

where distributed on the basis of national allocation plans (NAPs) so in the 

member states it was decided that for example the national electricity producer 

of Luxembourg has oil heated plans in Luxembourg, gets a certain number of 

emission rights and if he pollutes less that the emission rights he has been 

granted, he can sell these emission rights on the market and if he pollutes more, 

than he needs to buy additional pollution rights from the market. So that’s the 

basic principle. To implement this, we needed an information system, which is 

very close to a bank system. So we have registries in the member states where 

these companies have accounts linked to their emission rights, just like money 

on your bank account, and if they get emission rights these are distributed 

electronically at the beginning of the trading period, they want to buy or sell, 

either within a national registry or internationally between member states. So if 

there is a transaction, this is recorded by the transaction log, the community 

transaction log, which is the central part of this scheme. All transactions are 

recorded in this log and it also ensures that there is homogeneity all over the 

national registries so there are regular reconciliation exercises as we call them to 

make sure that everything is in order. So the commission is responsible for 

operation the transaction log and the member states are responsible for 

operating their national registries.  

 

Alexis: okay. Now that you have been explaining this to me, I can see two 

questions from my point of view: how has the system has been developed: did 

you base yourself on an exciting system? You have explained me that the project 

was managed in a decentralized way, so coordination comes in question; you 

must have encountered the expression of power relations in decision making 

which affect the overall project. 

 

Martin: yes, one actual point is the question of having national registries or a 

central registry. In the beginning, it was decided for the member states to go for 
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 a decentralized approach, but it is perhaps interesting for you to know that now, 

as the system matures, it is intended to consolidate all national registries into an 

European registry. So there is an architectural decision in the pipeline, which has 

a major impact on how the system works.  

 

Alexis: Okay. But where comes the will to gather everything in a European 

registry? 

 

Martin: This is on one hand driven by the commission, but there are also 

efficiency considerations in the member states. They know how much it costs to 

run such a system. But I am not involved in these political discussions. There I 

would clearly need to redirect you to the business units. But I suppose there are 

on one hand considerations to run the whole system as cost efficient as possible 

and also to make to system as a whole more secure as it is more difficult to 

secure 27 registries than one single registry operated by the commission. But I 

mean, the initial system was mainly defined on the basis of a legal document. The 

system specifications are practically written into the council decisions for the 

implementation of the European trading scheme, so in that sense, the system 

might be a bit different as compared to other e-services where you need to get 

stakeholders on board and need to discuss their needs and direct all these 

processes. I mean here discussion on the system specifications was very much 

political discussion, which laid to a legal document, which has been finally 

implemented. 

 

Alexis: this is very interesting because I actually study two e-services: EU ETS 

and EESSI. EESSI would be based on user needs, where the EU ETS would be 

driven by political decisions. Which is actually also interesting for my study.  

 

Martin: this is also one way of how e-Government services are implemented. It’s 

perhaps specific, but following what auditors communicated to us, it was even a 

positive point as the requirements are fixed in a legal decision, which can also 

save time spent in conflicts around them. 
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Alexis: How is the idea of e-Government services linked with NPM? Is it a result 

of a search of efficiency, of costs effectiveness?  

 

Martin: This is based on the assumption that without an IT tool you could not 

run such a scheme. I cannot imagine running without having an e-Government 

service underpinning this emissions trading with 20.000 companies 

participating and an overall 50 billions euros worth of emissions. It is not worth 

running such a systems without an IT system. 

 

Alexis: Is there any new needs or requirements that might appear in time, 

according to a certain use of this system? Would it require updates? 

 

Martin: We have now the requirement to consolidate the registries into a single 

European registry. This changes the architecture completely; we need to develop 

a new information system. They are quite a few security concerns here, then we 

need to make sure that only authenticated an authorized users can get into the 

system. So security needs to be reinforced quite substantially. We need to 

integrate a new legal requirement. For example, the commission is aiming to 

integrate aviation into the emission-trading scheme; so all flights to Europe and 

from Europe would also be subject to payments. So we need to integrate all 

aviation companies into the emission-trading scheme so this is a very dynamic 

policy domain and the IT system needs to adapt in a very flexible way.  

 

Alexis: Well, this half hour discussion with you definitely tells me that what I am 

trying to research makes sense. What do you think so far about the direction my 

research is intending to follow? Is it something that makes sense to you? 

 

Martin: I have understood that you are quite interested in sociological aspects of 

e-Government services and I am not 100% sure if the CITS is the really good 

example because this is a service which is where the sociological impact is 

perhaps not so important. This is a tool for environmental policy and if I 

understand your concept of sociological change and the impact of e-Government 

services on society, I am not sure what you are looking for, but it is an example of 
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service which is implemented in order to achieve a policy goal which is to reduce 

CO2 emissions, then it is a good example. In the sense that it is a very important 

system, it’s a practical information system in term of his role in the scheme. 

Without the system the scheme would not work and it has been shaped quite 

importantly via political decision through a political will. In that sense it might be 

a bit special compared to other e-Government services like paying your tax 

online or setting up a business thanks to online help… However, you would find 

this services only at national level. We have very few systems, which goes into 

the broad European reality, so close to the life of citizens. We have many systems 

which supports policy goals and we are working with partners in national 

administrations or even in private industries, but we are not really going 

towards the European citizen, except with information systems which are just 

providing pure information like surveys, etc… We do not offer a lot of e-

government services like you would find at national level.  

 

Alexis: But I still would not exclude this service. I am not studying the social 

impact on society. I am more studying the social impact on technology. It might 

be a bit theoretical, but I will be able to explain it to you in time. I will need a few 

days, cause I need to talk with your colleagues from the DG EMPL, to catch the 

differences between those two services and then I will lets say reflect on it and I 

will present you my thinking and who I would need to contact.  

 

Martin: I would also recommend you to review the documents about the 

community transaction log on the EUROPA website. Just look for CITL and then 

you should be quickly coming to the commission website where all the legal 

documents are well explained.  

 

Alexis: I indeed understand how difficult it is to free some time to dedicate to a 

student. I will make sure that I approach this scientifically and that I deliver the 

information, which you need and see how I can organize myself.  

 

Martin: I mean there is a certain openness to help you and perhaps this also 

requires that you can grasp a bit better what was the political evolution, the 
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choices that have been made and how these technical choices are evolving over 

time. I think we can devote a little time to you. I will convince them to do that. 

 

Alexis: Thank you very much for this.  

 

Martin: I am also at your disposal and please have a look at the website of DG 

environment, you will find information about the ETS. 
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Appendix 8: Analysis of the interview 
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Appendix 9: Interview with the Coordinator of the CITL project 

 

(Interview in French) 

 

Jean: Juste pour vous donner un peu le framework de mon travail. J’ai commencé 

à travailler au CITL (Community Transaction Log) tout au début de sa 

conception, toujours quand j’étais comme coordinateur vraiment qu’au niveau 

technologique, c’est { dire vers 2004. Je participais { son premier déploiement en 

2005 et jusque je dirai l’année dernière, milieu 2009, j’ai participé { une série 

d’actions de coordination et de mise en œuvre de documentations de procédures 

pour être « compliant » avec les différentes procédures et règlements internes à 

la commission, mais aussi avec les procédures qui existent au niveau 

international. Comme cela, je vous donne un peu le cadre. Depuis un an, je ne suis 

plus tellement attaché à ce projet, donc pour tout ce qui est relativement 

nouveau, la nouvelle version du CITL, l’ETL, je pense que je ne pourrai pas 

vraiment vous en dire beaucoup à ce niveau là mais Ronald et Cécile, eux, sont 

100% tout les jours plongés dans le projet. Ils pourront vous fournir plus 

d’informations { ce niveau l{. 

 

Alexis : Très bien. Lorsque vous dite que vous êtes le coordinateur de tous ce qui 

concerne le hosting du système, est-ce toujours actuel ? 

 

Jean : La fonction a en fait été transférée auprès la DG CLIMA. Parce que 

maintenant nous sommes deux DG bien séparées. De mon côté, je fais partie d’un 

« shared ressource directorate » (SRD) qui fait du support aux deux DG, mais la 

partie de cette fonction là, a vraiment été décentralisée dans la DG CLIMA. Ce que 

nous faisons encore au niveau du SRD c’est un suivi de l’entité de hosting, c’est { 

dire le data centre de la commission. Nous vérifions que tout ce qui a été exigé 

par la DG CLIMA a bien été effectué. Si il n’y a pas des problèmes qui 

demanderaient un escalation de l’incident, du problème, ou de la demande de la 

requête à un niveau plus haut que le niveau classique de communication.  
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Alexis : D’accord. Et bien écoutez, c’est parfait. Nous allons nous concentrer sur 

cet aspect là en fait : les problèmes que vous avez rencontré. Un ou deux 

problèmes. Vous êtes donc plutôt orienté « policy », vous vérifiez si le système 

respecte certaines règles. Est-ce juste ? 

 

Jean: c’est encore un peu plus compliqué. C’est-à dire que cela dépend de ce que 

l’on entend par « policy ».  Je m’occupe des aspects IT plus précisément. Je vérifie 

si, en effet, au niveau des règles IT, les procédures sont bien vérifiées.  

 

Alexis: ces procédures sont-elles édictées par la commission ? 

 

Jean : exactement. 

 

Alexis : ce sont donc les procédures touchant aux aspects éthiques, sauvegarde 

de données, etc.? 

 

Jean : tout à fait oui : « Data protection », mais bon c’est assez large. Je ne pourrai 

pas vous donner comme cela par cœur tout ce que cela touche. Cependant cela 

affecte aussi la sécurité, la compliance avec les règles de hosting à la commission, 

les règles de hosting des SI à la commission. 

 

Alexis : d’accord, très bien. Lorsque vous parliez d’escalation. Si il y a un 

problème qui se présente, expliquez-moi un peu le processus qui se met en place. 

 

Jean : C’est-à-dire qu’il y a plusieurs types de problèmes. Au moins, deux types : 

des problèmes purement classiques, qui peuvent être résolus entre un helpdesk 

qui a été mis en place pour le CITL et directement le DATA center. Par exemple, si 

c’est un problème qui touche directement l’environnement de hosting ou le 

système est déployé, dans ce cas l{ c’est un incident de type « normal » qui est 

réglé. C’est tout { fait transparent pour ma tache et ma fonction, enfin notre unité 

dans son ensemble, plutôt que ma personne. Si, par contre, il y a un incident de 

type « important », qui doit être solutionné dans un lapse de temps imparti, de 

deux { quatre heures, si ce timeline n’est pas respecté, on peu avoir recours { une 
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« escalation ». Notre tache { été de mettre en œuvre et de définir cette procédure 

d’escalation. De dire qui est contacté lorsque cela arrive, qui doit être 

contactable, dans quelles conditions l’escalation se fait, dans quelles conditions 

l’incident est clos { la fin, les types de reporting faits après l’accident. Mon boulot 

{ été de mettre en place cette procédure, plutôt de l’exécuter lorsque cela arrive.  

 

Alexis : donc, lorsque vous avez mis en place cette procédure. Vous êtes-vous 

retrouvé face à des personnes réfractaires ? Avez-vous dû faire des compromis ? 

 

Jean : oui, tout a fait. Il y a quand même eu des réticences. C’est-à-dire qu’{ la 

commission il y existe ce qu’on appelle une procédure « d’incident 

management » qui est normalement la règle à suivre pour tous les types 

d’incidents. Hors, dans ce cas si, nous avons voulu faire une infraction { cette 

procédure : nous ne sommes pas passés par cette procédure précise, mais nous 

avons suivis une procédure bien à nous qui faisait un « overlap » avec la 

procédure de la commission pour les besoins spécifiques du projets. Nous avons 

donc en effet faire face à des remarques de la responsable de la procédure 

d’incident de la commission et nous avons dû revenir sur nos positions et 

quand même utiliser cette procédure. Cependant nous avons prévus que cette 

procédure pourra être escaladé vers notre procédure en cas de problèmes 

particulièrement urgents. Nous sommes bien sur obligé de faire le « recording » 

de cet incident de manière classique.  

 

Alexis : d’accord. Pourriez-vous me donner une idée plus précise des entités ou 

des personnes avec lesquelles vous deviez traiter ? Lorsque vous deviez effectuer 

ces taches, quels étaient les « stakeholders » ? 

 

Jean : disons, principalement la DG DIGIT, éventuellement la DG ADMIN 

particulièrement le Security directorate pour les incidents de types sécuritaires, 

mais ce n’est pas le plus important, et le contractant qui gère le helpdesk du CITL 

(contracté par la commission).  
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Alexis : parmi les quatre « stakeholders » que vous venez de citer, quels sont les 

intérêts que chacun représentent ? 

 

Jean : en ce qui concerne les trois premiers (DIGIT, ADMIN et le Security 

Directorate), ce sont des entités internes { la commission… 

 

Alexis : J’entends bien. Cependant chacun défend des intérêts et des objectifs 

bien précis : la DIGIT par exemple souhaite que l’infrastructure doive s’adapter le 

moins possible pour réduire les coûts. 

 

Jean : oui, exactement. Ils veulent proposer le moins de flexibilité pour le plus 

d’harmonisation. Ceci est assez logique, donc dans le cadre de l’unité 

opérationnelle et du contractant, nous voulions plus de flexibilité et plus 

d’adaptation que de standardisation.  

 

Alexis : je suppose que vous avez quand même dû avoir quelques difficultés à 

concorder tout ce beau monde. 

 

Jean : oui, en fait si je vous fais un petit résumé, nous avons en quelque sorte 

essayé de faire une interface entre notre procédure. A partir de quel moment 

devions-nous utiliser la procédure d’incident de la commission et { partir de quel 

moment utiliseront-nous notre propre procédure, procédure particulière au 

système bien sur. A partir du moment où nous avons exposé cette interface, à 

partir du moment où l’un appel l’autre, tout est devenu assez clair et ceci fut 

accepté sans grande difficulté. Ce n’a pas été vraiment un combat de longue 

haleine. 

 

Alexis : très bien. Nous allons maintenant nous concentrer sur le deuxième 

aspect de ma recherche et ce sera le dernier : J’étudie si des réseaux se forment, 

quels sont les acteurs de ce réseau, quelles sont les tensions qui peuvent émerger 

entre les acteurs et comment ceci peut influencer une procédure ou un système.  
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Jean : par réseaux vous entendez les réseaux de personnes ou bien d’autres 

types de réseaux? 

 

Alexis : et bien ma recherche concerne les réseaux de personnes mais aussi 

d’objets : une technologie par exemple.  

 

Jean : okay. D’accord.  

 

Alexis : Il s’agit en fait pour moi d’explorer et de mettre { l’épreuve une théorie 

pensée par un Français (rires) et qui a l’air d’être dans le vent dans le domaine 

des aspects sociaux de la technologie. Vous savez mieux que moi que l’utilisation 

de la technologie en général demande une assiduité, une certaine recherche de la 

perfection, en fait des notions très rationnelles et les utilisateurs sont des acteurs 

qui y apportent toute leur subjectivité. Il y a donc des rapports de forces qui se 

créent et qui influencent le déroulement des opérations, les perceptions, les 

points de vus, etc. Je pense donc que jusqu’{ maintenant nous avons { peu près 

couvert cet aspect. Cependant, si vous pensez devoir m’informer { propos 

d’autres aspects, n’hésitez pas { le faire.  

 

Jean : c’est { dire que l’exemple de la procédure d’escalation, ce n’est qu’un 

aspect bien précis. Il y en a d’autres en effet. Il y a aussi d’autres exemples qui 

pourraient vous intéresser concernant la mise en œuvre d’un SLA avec le 

hosting. Je peux le citer mais pas vraiment rentrer dans les détails. 

 

Alexis : l’aspect hosting étant géré par un partenaire externe…? 

 

Jean : Non, non. En fait le hosting est toujours géré chez DIGIT. Malgré que tout 

se fasse en interne { la commission, lorsqu’on déploie une nouvelle application 

dans leur infrastructure, on confectionne d’abord un « hosting proposal » en 

disant : « voici ce que nous proposons comme environnement de hosting, quels 

sont les coûts » et ensuite en attendant de trouver mieux, nous décidons d’un 

SLA détaillant le niveau de service attendu et avec éventuellement des 

« penalties » ou en tout cas des actions à entreprendre si le niveau de service 
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n’est pas fourni évidemment. Ce SLA représente en soi un exemple similaire que 

la procédure d’escalation en ce sens que nous voudrions aussi quelque chose de 

spécifique { l’application : un service particulier en terme d’ « availability », de 

« security », etc. et DIGIT dit : « non, non, nous proposons un service standard et 

nous n’allons pas dévier de ce service standard, ce { quoi nous voudrions arriver 

c’est au moins de mettre en place ce service standard et éventuellement faire des 

exceptions sur certains points, mais pas oublier la standardisation et 

recommencer à zéro en disant « pour chaque type de service, voici ce que vous 

attendez, et voilà ce que nous allons vous fournir ». Nous avons donc à nouveau 

dû trouver un compromis, mais l{ ce fut un peu plus compliqué parce qu’{ un 

moment { ma connaissance, le SLA n’était pas encore signé. Donc je pense que 

c’est encore en cours. On a toujours besoins de raffiner les conditions dans 

lesquelles le niveau de service est adapté en collaboration avec DIGIT. Voici un 

autre exemple. 

Je vais vous donner un exemple supplémentaire concernant la mise en œuvre de 

la documentation cadre plus générale sur le fonctionnement du CITL et le 

fonctionnement du CITL au sein de la commission. Nous avons donc développé 

une série de documents avec les contractants expliquant les niveaux de sécurité 

aux niveaux organisationnels, non pas uniquement aux niveaux IT qui seront mis 

en œuvre pour protéger le système mais aussi quels sont les procédures dites 

« d’opérationnalité », (operations procedures en anglais), procédure de 

« disaster recovery », etc. Nous avons donc mis en place d’une documentation-

cadre.  

 

Alexis : c’est parfait. Cette documentation, { qui est-elle destinée ? 

 

Jean : elle est normalement destinée à tous les types de stakeholders. 

 

Alexis : parmi les quatres ou cinq que vous m’aviez donc cité au début de 

l’interview ? 

 

Jean : exactement. Donc ça comprend également le contractant qui fait le 

développent, puisqu’il y a par exemple un « test plan », et on attend aussi de leur 
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part qu’ils respectent ces procédures grâce à cette documentation déjà au niveau 

du testing. Donc la société qui fait le développent, ne doit pas respecter toute la 

documentation, mais au moins les parties qui la concerne.  

 

Alexis : pour ma compréhension personnelle. Le CITL ne concerne pas 

uniquement EU ETS ? Représente-t-il un log centralisé pour plusieurs services 

d’Egouvernement ? 

 

Jean : Non, normalement, il est uniquement destiné { l’EU ETS cependant avec 

son lien au « transaction log » du protocole de Kyoto au niveau des nations unies. 

Il y a donc une partie purement nationale, un log européen et puis l’interface 

avec le « transaction log » international. Le CITL est donc le nœud entre les trois.  

 

Alexis : donc ce log au niveau Européen, est-il mis en place pour regrouper les 

logs nationaux ? Y-a-t-il un challenge au niveau interopérabilité ici, ou les logs 

sont dores et déjà harmonisés ?  

 

Jean : dans la législation, un standard a été établi pour que les logs nationaux 

puissent communiquer. Les MCs devaient donc s’y conformer. Il y a eu donc aussi 

un standard international auquel le CITL et les logs nationaux ont dû se 

conformer. Et si je me souvient bien, ce standard s’appelle le DES « data 

exchange standard » qui fut défini dans la législation initiale en 2004 et qui a été 

revue évidemment. 

 

Alexis : très bien. Nous allons donc passer { la deuxième partie de l’interview qui 

concerne donc les aspects sociaux intervenants sur la technologie et comment 

celle-ci, en retour affecte les pratiques de travail. Quel est donc le rôle exact du 

CITL? 

 

Jean : le tout premier but est d’être compliant avec la législation européenne. 

C’est-à-dire que la législation européenne impose à la commission de développer 

un système qui va en effet garder un « logging » de toutes les transactions 

établies d’abord au niveau européen, l’EUTS. La législation n’explique pas 
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comment faire, mais elle impose en tout cas : c’est son but primaire. Et je pense 

que se seront vraiment Ronald et Cécile qui pourront vous donner plus 

d’information { ce niveau l{. Un des autres buts a été de fournir une série 

d’information au public concernant les transactions effectuées et les différents 

« accounts ». Cependant pour le public il y a un « backlog » de cinq ans. J’imagine 

donc que rien n’est encore visible pour le grand public. Il faut voir aussi si ce 

« backlog » est encore d’actualité.  Cela permet au grand public de s’informer 

quand aux entités listées, aux volumes échangés publiés sur europa.eu via le 

CITL. 

 

Alexis : tout ceci donc dans un premier but d’information et de respects de la 

législation. Le CITL joue-t-il d’autres rôles ? Du genre : une non conformité au 

règlement se présente, on recherche les entrées dans le CITL… 

 

Jean : oui, il y a une utilisation plus opérationnelle. En effet il y a dans le log, en 

tout cas dans l’architecture actuelle, en étoile (le CITL central et les registres 

nationaux), il y a en effet une fonction important qui est de vérifier si il n’y a pas 

d’erreurs au sens IT du terme. Y-a-t-il eu des transactions non finalisées au 

niveau CITL, mais marquées comme compléter au niveau des registres 

nationaux. 

 

Alexis : cela se peut-il ? Comment le CITL peut-il être indépendant des registres 

nationaux ?  

 

Jean : les serveurs nationaux, dans l’architecture actuelle, les servers des 

registres nationaux sont physiquement localisés dans les pays membres et le 

CITL est ici à la commission, quelque part à Luxembourg et donc ce sont 

vraiment des web services qui sont utilisés pour implémenter les transactions. 

Ces transactions se font en plusieurs messages et c’est le server national qui 

établi le début de transaction et si le message n’arrive pas jusqu’aux servers du 

CITL, la transaction peut rester comme non finalisée au niveau CITL, mais finalisé 

au niveau des registres nationaux. Ils ont donc une image différente dans leur 
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base de donnée de leurs transactions et { ce moment l{ il s’agit de faire une 

« réconciliation ». C’est-à-dire de vérifier au niveau national, si les images 

correspondent bien à celles des registres nationaux.  

 

Alexis : si on conçoit le CITL comme une entité. Celui-ci peut-il avoir, par 

exemple, une influence sur la manière dont les registres nationaux sont 

organisés, conçus, pensés ? Le CITL a-t-il un pouvoir en soit ? 

 

Jean : le CITL peut décider comment les registres nationaux vont se comporter ?  

 

Alexis : le principe de subsidiarité s’applique-t-il dans ce domaine ? 

 

Jean : c’est une bonne question pour Ronald { mon avis. Je pense que c’est le cas 

parce que c’est un des buts du CITL. Il doit être la référence. 

 

Alexis : Les états-membres ont-ils eu une influence dans la conception du CITL ? 

 

Jean : non, pas directement. Cependant via l’établissement de la législation oui. 

Vers 2003, les MC se sont mis d’accord sur le mode de fonctionnement du CITL. 

Mais une fois que la législation est faite, il n’y a pas vraiment d’influence venant 

des MC sur le CITL. 

 

Jean: nous avons un devoir de réserve à la commission. Ce que nous disons ne 

peut pas être considéré comme une opinion qui irait { l’encontre de l’intérêt de 

la commission.  

 

Alexis: quel pouvoir a le CITL sur la manière dont les MC réalisent leurs 

transactions ? 

 

Jean: non, à mon avis le CITL n’opère que dans un but purement technique pour 

vérifier que les transaction sont bien « loggées » et si il y a un problème, on doit 

être techniquement capable de corriger ce qui c’est passé grâce { ce log et ainsi 

de rectifier les problèmes. 
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Alexis : et bien je pense que nous avons fait le tour de la question… 

 

Jean : Ah oui, j’oubliai. Je vous avais raconté que nous fonctionnions suivant une 

architecture en étoile est que nous allions bientôt passé à un autre type 

d’architecture. Initialement il n’y avait que le CITL et les registres nationaux, 

donc chaque registre national était directement relié au CITL. Il fallait donc passé 

par le CITL pour trader d’un pays vers un autre, ce qui est logique pour pouvoir 

faire un login de tout ce qu’il se passe, c’était la version 2005. Ensuite, la version 

06, 07 ou 08 le Protocol de Kyoto, les registres nationaux européens doivent se 

connectés au ITL (international trading log) aux nations-unies directement qui 

suis une « hot potato politic », donc si il s’agit d’un message non destiné aux UN, 

il le transmet au CITL. Le CITL n’avait donc plus qu’un seul canal de 

communication : ITL-CITL. Pour 2012, la structure architecturale va de nouveau 

changer. Nous nous sommes rendus compte que d’avoir des registres nationaux 

locaux est en fait un « over-head », parce qu’il y a beaucoup de communication et 

beaucoup de procédures IT qui sont mises en œuvre, comme la réconciliation par 

exemple, génère deux images identiques pour des raisons pas forcément 

valables. Donc le but est de regrouper tous ces registres dans un seul server 

général appelé l’EUTL, avec des séparations pour chacune des petites bases de 

données internes pour chacun des états-membres. Physiquement, tout sera 

regroupé au niveau des registres nationaux européens.  

 

Alexis : on voit donc ici l’influence politique sur la technologie.  

 

Jean : exactement. Mais c’est en fait bidirectionnel : la technologie pose des 

problèmes ce qui génère une volonté politique d’adapter la législation pour que 

ce soit accepté par tous, mais l’inverse aussi. Ceci « by-pass » un peu le principe 

de subsidiarité, mais nous nous sommes dis que cela pourrait aussi bénéficier 

aux MCs de refournir la responsabilité du registre, de son développement, de sa 

maintenance à la commission. Le projet s’appel CSEUR, mais je ne participe plus 

vraiment { celui ci. Je n’en connais donc que les grandes lignes. 
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Alexis : Je vous remercie beaucoup pour toutes ces informations. 

Appendix 10: Analysis of the interview 

 

         

Interview  Semi-Structured  Phone int.  00:35:03  Int. matrix 

  Category  Type  Duration  Tool used 

         

Type of contact  Coordinator  EU ETS  EU Comm.  07/07/2010 

  Who, what group  Project  Site  Date 

         

Contact data  Jean  Villain  SRD  +3222966805 

  Name  Surname  DG  Direct line 

 

Salient Points Theme Aspect 

 Jean says: “une série d’actions de 

coordination et de mise en œuvre de 

documentations de procédures pour être 

« compliant » avec les différentes 

procédures et règlements internes à la 

commission, mais aussi avec les 

procédures qui existent au niveau 

international. “ 

SCOT 
Constraints / 

control / power 

Jean says: “nous vérifions que tout ce qui a 

été exigé par la DG CLIMA a bien été 

effectué. “ 

ANT 
Actors / power / 

control 

Jean says: “Notre tache à été de mettre en 

œuvre et de définir cette procédure 

d’escalation. De dire qui est contacté 

lorsque cela arrive, qui doit être 

contactable, dans quelles conditions 

l’escalation se fait, dans quelles conditions 

ANT 

Network / 

enrolment / 

space / 

interaction / 

challenge 
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l’incident est clos { la fin, les types de 

reporting faits après l’accident. “ 

Jean says : « nous ne sommes pas passés 

par cette procédure précise, mais nous 

avons suivis une procédure bien à nous qui 

faisait un « overlap » avec la procédure de 

la commission pour les besoins spécifiques 

du projets » 

ANT / SCOT 

Network / 

Design / power / 

regulator / 

balkanisation 

Jean says: “Nous avons donc en effet faire 

face à des remarques de la responsable de 

la procédure d’incident de la commission et 

nous avons dû revenir sur nos positions 

et quand même utiliser cette procédure. » 

ANT / SCOT 

Network / 

penalty / 

punishment / 

sociotechnical 

Jean says: “Ils veulent proposer le moins de 

flexibilité pour le plus d’harmonisation. 

Ceci est assez logique, donc dans le cadre 

de l’unité opérationnelle et du contractant, 

nous voulions plus de flexibilité et plus 

d’adaptation que de standardisation. » 

ANT / SCOT 

Actors / 

discourse / 

agency / 

intermediation 

Jean says: “nous avons en quelque sorte 

essayé de faire une interface entre notre 

procédure. A partir de quel moment 

devions-nous utiliser la procédure 

d’incident de la commission et { partir de 

quel moment utiliseront-nous notre propre 

procédure, procédure particulière au 

système bien sur. » 

ANT / SCOT 

Translation / 

closure / 

intermediation 
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Jean says: “nous décidons d’un SLA 

détaillant le niveau de service attendu et 

avec éventuellement des « penalties » ou 

en tout cas des actions à entreprendre si le 

niveau de service n’est pas fourni 

évidemment. » 

ANT / SCOT 

Actors / control 

/ penalty / 

sociotechnical 

Jean says: “Nous avons donc développé une 

série de documents avec les contractants 

expliquant les niveaux de sécurité aux 

niveaux organisationnels, non pas 

uniquement aux niveaux IT (…) mais aussi 

quels sont les procédures dites 

« d’opérationnalité », (operations 

procedures en anglais), procédure de 

« disaster recovery », etc. Nous avons donc 

mis en place d’une documentation-cadre. » 

ANT 

Network / 

enrolment / 

space / 

interaction / 

challenge 

Jean says : « donc ça comprend également 

le contractant qui fait le développent, 

puisqu’il y a par exemple un « test plan », et 

on attend aussi de leur part qu’ils 

respectent ces procédures grâce à cette 

documentation déjà au niveau du testing » 

SCOT 
Constraint / 

control / power 
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Jean says : « dans la législation, un standard 

a été établi pour que les logs nationaux 

puissent communiquer. Les MCs devaient 

donc s’y conformer. Il y a eu donc aussi un 

standard international auquel le CITL et les 

logs nationaux ont dû se conformer. » 

SCOT 

Standards / 

openness / 

accountability / 

monitoring 

Jean says: “Un des autres buts a été de 

fournir une série d’information au public 

concernant les transactions effectuées et 

les différents « accounts ». 

ANT 

Challenges / 

local networks / 

global networks 

Jean says : « le but est de regrouper tous 

ces registres dans un seul server général 

appelé l’ETL, avec des séparations pour 

chacune des petites bases de données 

internes pour chacun des états-membres. 

Physiquement, tout sera regroupé au 

niveau des registres nationaux 

européens. » 

SCOT 
Transformation 

/ change 

Jean says : « la technologie pose des 

problèmes ce qui génère une volonté 

politique d’adapter la législation pour que 

ce soit accepté par tous, mais l’inverse 

aussi. » 

SCOT 
Transformation 

/ change 
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Appendix 11: Interview with the ETS Business Analyst 

 

Alexis: First of all thank you very much for your time. Let me present myself 

before starting with the questions. 

 

Cecile: Okay, that’s fine. 

 

Alexis: (brief presentation…) In short, I am investigating how social processes 

are affecting the technology and vice-versa in the field of e-Government. I won’t 

go more in detail in explaining you want I am trying to do, because I don’t want 

to influence your answers. Among other things, I am trying to see who is acting 

in the process of building e-Government services and if these actors are from 

equal power or not. 

 

Cecile: Fine. I am working in the commission for 22 years. I have an IT 

background and I started off in a big trans European project for tax affecting 

imports and exports, then I went more into user areas and I was less IT oriented 

in my work. I was focused on biotechnology and chemicals, the REACH 

legislation. There I was just involved in IT, developing the package for the 

agency, which is now in use. I have been in the ETS area for a year and a quarter. 

We are basically doing project management; the commission has a very small 

team working on this. Mainly two project managers and two other staff plus a 

little bit of backup from secretary and contract support. It is a small team for 

such a misson, so the main thing is that we outsource most of the development. 

 

Alexis: Why are you externalizing the development to the private sector? Is it for 

cost reasons? 

 

Cecile: It is simply impossible to have enough IT staff in a DG like ours to develop 

the project in time. 
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Alexis: Okay, Good. So lets start with the interview then. Would you allow me to 

record the interview? 

 

Cecile: Yeah, I think it says on the sheet that I saw that it would be confidential, 

so it’s not a problem.  

 

Alexis: If you could briefly sum-up the technological history of the EU ETS 

system? 

 

Cecile: let’s say, as you probably know, under the Kyoto protocol, each party is 

obliged to have a registry where they record the trading that occurs between the 

parties. As the EU 15 is a party to the Kyoto Protocol, we were obliged to have a 

registry. We developed what we call the CR, the community registry. At the same 

time, various computer companies around Europe developed registry systems 

notably one in UK called Greta, one in France called seringus and you know, 

there is another one in Austria and different member states opted to take a 

licence in these options. We made our CR available free of charge to the member 

states that wanted to take it. Basically, they signed a licence agreement, but we 

delivered no further maintenance after this. The ETS first period started from 

2005 to 2007, so the system was ready to start 2005. Each national registry was 

connected to what was called the CITL, the community independent transaction 

log, which basically is hosted by us, has been developed by us and is situated in 

Luxembourg, in our datacentre. All the transactions between the registries go 

through this transaction log. It’s just like a bank statement at the end of the day 

and checks that the transactions are completed on both sides; that everything is 

reconciled.  

 

Alexis: OK, and in term of Registries keeping the logs, which is in charge of the 

program that does the proper trading?  

 

Cecile: each registry can trade. Lets say a steel plant has an account in the 

registry and from the account they get free allowances and they can also trade 

those allowances at the end of the day. For example, a company wants to sell a 
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specific amount of CO2 to a counter part (its about tons, no financial value is 

taken into account), then under the ETS system “cap and trade”, the cap is more 

that installations get free allowances, but they have to record the verified 

emission at the end of the year, in March. They have to “surrender”, it means give 

back the number in terms of CO2 that they have emitted. They may get a free 

allocation of for example, 15.000 tones but they may only emit 12.000 and 

therefore they only have to surrender 12.000. The other 3000 are free to trade 

with or bring forward to the next year. In October 2008, there was a change in 

the architecture, because the UN actually started their independent transaction 

log system. Basically the difference is that all the registry transactions first go in 

the ITL, and then the ITL communicates with the CITL. It is just an extra gateway, 

an extra step, an extra nightly reconciliation between the ITL and the CITL as 

well as with each national registry to make sure the accounts are all balancing. 

 

Alexis: Yes, that is the point that Jean has been explaining me quite thoroughly.  

 

Cecile: there was a big climate and energy package adopted at the end of 2008 

and in that, the main change for us is that from the first of January 2012, all of 

these national registries become one union registry which is developed by us 

and hosted by us, also in Luxembourg.  

 

Alexis: all right. How did these changes in technology and in the infrastructure 

affect the use of the system according to your expertise? 

 

Cecile: Since I was not around, its hard to say, but I can tell you that the change 

with the ITL having this extra level of check, I don’t think it affected the normal 

trader, because the rules under the ETS weren’t change by that. It was always 

foreseen in the legislation that there might be an eventual international 

dimension so you will need to ask people on the ground, people that are in 

trading platforms like blue next or several around Europe. 

Alexis: it is unfortunately difficult for me to go into these levels of details, as I am 

doing a one-year master. But I think that your awareness that it changed is 

enough for me. Are the aspects mentioned earlier, the only ones, which changed 
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or were there other changes involved at your level, when you have to consult the 

CITL or the national registries? 

 

Cecile: Not really. What I can say is that I did not lived through that change from 

the 2005 system to the October 2008 system lets say. What I can see is that the 

change that we are in the process to introduce in 2012, does have an impact on 

the users and on many people. This is because if you can imagine the registry 

administrators of the national registries, each have there own system that they 

know very well, and they are being asked to harmonize into one central registry 

where they will still have their responsibilities for their national data and there 

users, but lets say the software is being imposed on them. We are going through 

a series of meetings and workshops witch certain volunteer too. This is to try to 

come to “happy medium”, to consent about what the new software should 

incorporate and we see for instance that the national users have a huge 

advantage. Financially they won’t have to maintain a set of hardware, software 

and so many stuffs. That has a social impact on their employment, that’s why 

sometime we see some kind of resistance.  

 

Alexis: that’s exactly what I need to study. Are there any meeting minutes, which 

I could research? 

 

Cecile: it will be very difficult I am afraid. These are more feelings from the time 

when this climate and energy package was agreed during the council session of 

2008. I don’t know if there are any records of this. There is probably a record of 

the vote of that package, but I wouldn’t say they would be available on paper. 

 

Alexis: okay, so there is no way for me to access either people that took part in 

this decision process? 

 

Cecile: I don’t know, I could ask… 

 

Alexis: well, let’s get over this for the moment and move on to the next question. 

If I well understand, the emission-trading scheme is fully automatized. Is this 
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right? Is there any front or back-office split in term of organization to run the 

system?  

 

Cecile: yeah, the front end is the member states registries, where users who have 

installations all around can trade on a daily basis and they are obliged to use the 

system. Let’s say to put in their verified emissions and to surrender. The 

operators have you know some obligations under the registry regulations which 

will find on our website and you have huge variations in term of electricity 

generating installations, who get huge amount of allowances sometimes millions 

of tones. They can between the end of February, when they have to report for the 

past year, they can play with them as if its money on the stock exchanges. It’s a 

risk of course, but they can also make profits.  

 

Alexis: Okay, good. And the back office is the CITL.  

 

Cecile: yes, it’s checking and verifying each transaction. 

 

Alexis: So if there is a split in this way, do you use any CRM tool to determine or 

to enhance some new user needs or new user requirements when the system is 

running?  

 

Cecile: no. CRM tool? Can you explain this acronym? 

 

Alexis: yes, “Customer Relationship management”. When you run the system, 

you keep track of what is going on through logs and also in term of raw data 

about the way the system is used: types of transactions, amount of transactions, 

from which country, which type of industry and so on and so forth. When you 

record this, you can get eventually statistics out of this, which determine a 

change of use or some trends that would point out that the use planned by the 

developers is not 100% matching the new development in terms of software. So 

you will have to expand the hardware, or create new options for the users to 

use… Is this realistic? 
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Cecile: well, in fact we don’t have tools for that, but we do manage the use of the 

system because we know that we have picks. We have what we call “critical 

periods” every year, like a week before the 30th of March, when people should 

enter the verified emissions; people could have 30.000 simultaneous users. 

There is another pick at the end of April and then at the middle of May, we are 

obliged to publish the verified emissions, the surrendered allowances and to say 

if each installations is compliant or not. Using those statistics every year, we see 

that the number of emissions over Europe went down last year from 1.2%, for 

example. All these reports are on our website available through press releases. 

Obviously the economic situation had quite a lot to do with that, so we cannot 

say straight that the system is the cause for the emissions reduction. It is difficult 

to analyse, but we have those kinds of statistics that we use and we have some 

statistics on “the more units are moved around, stored and traded, the more we 

have a kind of fragmentation”. The performance goes down because of this 

fragmentation and we therefore have to consider with the UN to limit the 

number of transactions so that 99% of the transactions go through without 

major problem. 

 

Alexis: So every transaction that is done, you have to comply with UN rules and 

even let them know and discuss with them how to solve the problem? 

 

Cecile: yeah, we do cooperate a lot with UN on a daily basis. 

 

Alexis: are there any debates between the commission and the UN with regards 

to changes in this way? Does this transformations in functions or ways of trading 

create tensions between the commission staff and the UN experts? Is it about 

accepting everything from them? What are the points of view of each partner in 

this case? 

 

Cecile: Well, the UN has put together a change management board. Major 

changes need to be agreed. I think its generally consensual, but there are 

different registry administrators as well as us on this board. We generally try to 
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come to the best, whatever is best for the system as a whole; we try to implement 

changes that are beneficial to everybody.  

 

Alexis: so there are no other aims as this one. Is it only about dialogue? 

 

Cecile: yes, the UN has its decisions that are relevant to the registries. You know, 

formal decisions, and we have formal legislation. But each was developed 

knowing the other constraints in a way.  

 

Alexis: Okay. So if you create the EUTL now, is it something that you have 

discussed with the UN, or is it something internal to the EU? 

 

Cecile: the EUTL is going to stay the same as the CITL with a few small impacts, 

but not a big change. What is of course a change is that with the union registry, 

we will be having a central registry, but as far as UN decisions are concerned, the 

Kyoto registry of each party has to remain distinct. It’s a bit complicated, but 

what we are trying to do is to consolidate the obligations of the member states 

under Kyoto, with their obligations under the ETS.  

 

Alexis: I think I understand, because when I talked with Jean, he said to me that 

the countries are sending their trading information directly to the international 

transaction log witch if, the information is not concerning the ITL, is 

automatically redirecting to the CITL. That’s why you are indicating to me that 

the countries are still to follow their Kyoto account.  

 

Cecile: yes, exactly. They would have normally to keep a Kyoto account, which is 

less then five or ten per cent of their transactions. So in order to help them not 

for them to have to keep maintaining their registries in two parts, they have 

asked us to manage their registries within the new Union Registries. There the 

UN of course wants to ensure that each registry will be distinct. Lets say the 

French Registry for Kyoto has to know that the transaction is coming from 

France and goes to Germany. It doesn’t have to look just “European blurred”. We 

have had to put technical solutions in place to guarantee this. 
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Alexis: Okay. Thank you very much for your detailed answers. We will now start 

the second half of the interview. We are really good in term of timing. We’ll start 

talking about process modelling. Have you been using one methodology with 

regards to modelling processes of users requirements? 

 

Cecile: not really. We have been connecting requirements from the member 

states from the regulation and from wherever we could pick them up and really, I 

wouldn’t say we have been using a methodology. We have been trying to reach 

consensus with the member states on what are the real requirements, what is 

the real core system we are going to build which is going to satisfy everybody 

and we are using meetings and process flow diagrams that are developed in 

vision or something like that to try to establish some sort of communication. 

 

Alexis: explain me how does the user requirements gathering works. Are you in 

contact with national experts that have ideas, or are you in contact with users?  

 

Cecile: no, we are only doing it through the national registries administrators: 

the national experts who have been running their registries since 2005 and they 

in turn know how there users work and what their users require, because in fact, 

they act as a filter in a way.  

 

Alexis: Okay I understand. When you are discussing with those national experts, 

they must obviously have a different idea on how to model the requirements, 

isn’t it? They have their own understanding on how to do this. Does it affect the 

technical aspects of the system in some ways? 

 

Cecile: Yes.  

 

Alexis: could you give me an example? 

 

Cecile: for instance, there are some member states who would let anybody fill in 

a form on the internet and submit it to the registry as an application for a new 
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account, there are some who would only allow a paper application to come and 

only allow the registered person would key in the details and allocate the 

account. There are certain levels of governance in certain member states that are 

quite strict and there are others who are easier going on this. For instance, 

Denmark had a lot more person holding accounts than nearly any other member 

states. 

 

Alexis: why is that? 

 

Cecile: Because their rule for allowing somebody to open a person holding 

account and their fees where lower as well. The member states can actually 

charge fees for some of these accounts to be able to trade. Obviously for the same 

service, somebody charges nothing and another persons charge 3000 EURO, they 

will go to the cheaper one.  

 

Alexis: of course! And this affects your understanding in processing these 

requirements? 

 

Cecile: Yes because for example last year we had some example of security 

problems where there have been fishing attacks on most registries in which a 

company pretending to be the national security doing a security study asked 

people to send there user names and passwords. Some people did. Now, the 

more person holding accounts you have, people just using the registry for 

trading and not to oblige the users for the legislation, they may be less careful 

about requests like that. They are maybe not as aware. The thing is if users 

credentials in one country are compromised, then you know transfers can be 

made from that account to another country. They can be moved quite 

legitimately. Because of this attacks, we have been finding ways to tighten up the 

security and in fact for the new regulation, we have specified that we have to 

have two factor of identification, which is a hardware token as well as a 

password: what you know and what you have.  Like the banks have. 

 

Alexis: public keys and private keys? 
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Cecile: Yes.  

 

Alexis: Interesting. So if we stay from the point of view of business process 

modelling. At the beginning when governments were trying to start 

implementing electronic services, they used what was used at the time: BPR. 

“Business process reengineering.” At this time it was popular for two reasons. 

First of all it would help to reposition services around the need of 

administrations or citizens and it would provide improvements in the back office 

administration of front line service interaction. Now, regarding the EU ETS 

system, when you used vision to map those processes, which aim to you used 

this kind of process mapping? You told me it was to ease communication. Do you 

find any other reasons why you would use this way of modelling? 

 

Cecile: Well it’s for validation as well. It’s about ensuring that you know, the 

view of the analyst is what the users really want.  

 

Alexis: If we go deeper in the theory. When you do this process modelling, do 

you put new glassed when you map these processes? Do you have an objective to 

achieve like simplification, flow, and rationalization?  

 

Cecile: I think our main goal is harmonization, but with the idea that the design 

has to be efficient and intuitive for the user. 

 

Alexis: the next question and there are two left: what are the processes 

mapping? Give me one or two example if you can. 

 

Cecile: I am not sure the level you want me to start from. 

 

Alexis: that’s a bit difficult for me to tell you, because I don’t know the system so 

well. 

 

Cecile: Transaction management, compliance management? (Because each 

installation has to comply with the law) 
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Alexis: yes. Nice. 

 

Cecile: we don’t look after any penalties or anything like that. That’s delegated to 

member states. 

 

Alexis: If you have for example to give me an idea on how a transaction is done. 

You have been actually responsible for mapping the processes around trading, 

isn’t that right?  

 

Cecile: Yes, exactly.  

 

Alexis: Can you explain me this process? Is it possible in short time? 

 

Cecile: Yes, Okay. Let’s say the analogy would be that you would have a current 

account with a certain balance in there and you can actually either give some of 

that money to somebody else in a transaction and the result of that is that your 

account is debited by the amount and the account of the other person is credited. 

 

Alexis: yes, ok. 

 

Cecile: Knowing that this is only happening in terms of CO2, that’s a basic 

transaction. Unfortunately we do what the CITL will do as checks. We will say 

“okay, account A has to exist, account B has to exist, account A gas to have 

sufficient balance to transfer a certain amount of units, you know you cannot go 

in the negative in emissions trading. 

 

Alexis: The answer to the next question will be especially interesting for me. 

When a trading action occurs, that follows a certain process, knowing that the EU 

ETS is some type of constraints for companies or for users, is in this case the 

process shaping the task, or is the task shaping to processes? For example, would 

the act of trading be different if it wasn’t using your process? Is there some type 

of constraints? 
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Cecile: I think the trading would happen in a similar way, regardless of, because 

it is based on a contract between two parties. So it’s a sales contract.  

 

Alexis: So the latest challenge for you has been to bring under one European 

hood, the 15 member states national registries. 

 

Cecile: Actually there are 30: the EU member states and the EEA states: 

Switzerland, Norway and Lichtenstein.  

 

Alexis: But at the beginning of the interview, you mentioned 15 of them.  

 

Cecile: yeah, because the block EU15 is a party to the Kyoto protocol which 

means that the EU as it was in 1995 I think, is a party who made a commitment 

that they would reduce emissions by 5%. So we have a commitment to make and 

at the end of the Kyoto commitment period, we will have to retire as many units 

as a block. That means that say, Germany has to reduce by five percept, Belgium 

has to reduce by 5%, so as the EU15, we have to have that overall reduction. 

 

Alexis: Okay, so it’s the responsibility of the EU to manage this overall reduction 

of the emissions.  

 

Cecile: But now that we are talking about 30 countries. Yeah, there are 30 

countries involved in the ETS and these 30 countries have installations. The 

difference is that Kyoto deals on a national level. So each nation party has a 

commitment to reduce emissions. In the ETS, it’s broken down at a lower level: at 

installations. Each installation like a power station or a steel plant has a target to 

meet in a way. To start they have plenty of allowances free in order to be able to 

satisfy their obligations and the idea is that in the next trading period: 2013 to 

2020, their target will be tougher. The whole idea is they have either to invest in 

greener technology or reduce their emissions, or they have to go on the market 

and buy what they are missing. 
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Alexis: So bringing the 30 countries national management under one hood can 

be considered a political or social influence on technology. This has been only 

triggered by a political decision. What would you like to say about this? Is this 

influence something you are completely used to? If yes, could you give me other 

examples of social influence of technology on the project? 

 

Cecile: Well, I think its something that I am used to. It does not chocks me at all, 

because since the beginning of my career in the commission, its started on with 

the single market, harmonizing, trying to make the open market for everybody 

and this is lets say a way of getting the registries to all work in the same way and 

its also a cost/benefit improvement you know. Other examples in the ETS, I am 

not really sure of, but I can see thanks to my experience with reach, that again it’s 

a regulation that imposes people all around Europe to follow the same rules and 

the same standards.  

 

Alexis: here is the last question: what are the main assumptions, when realizing 

a cross functional integration at European Level (because its what it is about 

actually). In term of design or technology, does this process create barriers at 

national or European level? When you put duties together, you assume that they 

would work well together, because you cannot question each and every user. You 

have been basing yourself on experts’ points of views. Do you think it creates 

barriers to the single user in its everyday use? 

 

Cecile: well, I think that the legislation probably, the political act can put 

constraints, barriers and costs if you like and impose obligations on individuals. 

Obviously our political motto is that its for the common good. Once those 

imperatives are in place, I think that the technology helps to alleviate them.  

 

Alexis: so the technology wouldn’t come across anything or shape anything from 

itself alone. 
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Cecile: I am not really sure about this. Of course it can, if you think about super 

technologies, which shape innovation, it can create new horizons like the 

microchip, but it’s not such a wide question as that? 

 

Alexis: no absolutely not. I think we are done here. Thank you for your time.  

 

Cecile: Good luck with all this! 
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Appendix 12: Analysis of the Interview 

 

         

Interview  Open-ended  Phone int.  00:55:24  Questionnaire 

  Category  Type  Duration  Tool used 

         

Type of contact  Business Analyst  EU ETS  EU Comm.  09/07/2010 

  Who, what group  Project  Site  Date 

         

Contact data  Cecile  Pierce  CLIMA  +3222955564 

  Name  Surname  DG  Direct line 

 

Salient Points Theme Aspect 

 Cecile says: “under the Kyoto protocol, each 

party is obliged to have a registry where they 

record the trading that occurs between the 

parties.” 

SCOT Stabilization 

Cecile says : “We made our CR available free of 

charge to the member states that wanted to 

take it.” 

ANT 
Translation/ 

agency 

Cecile says : “It’s just like a bank statement at 

the end of the day and checks that the 

transactions are completed on both sides; that 

everything is reconciled.” 

ANT 
Non-human 

agency 

Cecile says : “They have to “surrender”, it means 

give back the number in terms of CO2 that they 

have emitted.” 

ANT 
Translation / 

Power 

Cecile says : “the main change for us is that from 

the first of January 2012, all of these national 

registries become one union registry which is 

ANT 
Human agency on 

non-human 
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developed by us and hosted by us, also in 

Luxembourg” 

Cecile says : “It was always foreseen in the 

legislation that there might be an eventual 

international dimension” 

SCOT Stabilization 

Cecile says : “the change that we are in the 

process to introduce in 2012, does have an 

impact on the users and on many people.” 

ANT Agency 

Cecile says: “each have there own system that 

they know very well, and they are being ask to 

harmonize into one central registry  lets say 

the software is being imposed on them” 

SCOT / ANT 

Transformation / 

Agency / 

Translation 

Cecile says : “This is to try to come to “happy 

medium”, to consent about what the new 

software should incorporate.” 

SCOT Stabilization 

Cecile says : ”Financially they won’t have to 

maintain a set of hardware. That has a 

social impact on their employment, that’s why 

sometime we see some kind of resistance.” 

SCOT 
Conflict / 

Stabilization 

Cecile says : ”we cannot say straight that the 

system is the cause for the emissions 

reduction.” 

ANT Agency 

Cecile says: ”The performance goes down 

because of this fragmentation and we therefore 

have to consider with the UN to limit the 

number of transactions so that 99% of the 

transactions go through without major 

problem.” 

ANT 

Agency of humans 

on non-human 

actors 
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Cecile says : ”the UN has put together a change 

management board. Major changes need to be 

agreed.” 

ANT Translation, OPP 

Cecile says : ”I think its generally consensual, 

but there are different registry administrators 

as well as us on this board. We generally try to 

come to the best, whatever is best for the 

system as a whole; we try to implement 

changes that are beneficial to everybody” 

SCOT Stabilization 

Cecile says : ”you know, formal decisions exist, 

and we have formal legislation on top. But each 

was developed knowing the other constraints in 

a way” 

ANT 
Multilateral 

Agency 

Cecile says : ”It’s a bit complicated, but what we 

are trying to do is to consolidate the obligations 

of the member states under Kyoto, with their 

obligations under the ETS.” 

ANT 

 

Problematization/ 

Enrolment 

Cecile says : ”they have asked us to manage 

their registries within the new Union 

Registries.” 

ANT Enrolment 

Cecile says : ”We have been trying to reach 

consensus with the member states on what are 

the real requirements, what is the real core 

system we are going to build which is going to 

satisfy everybody.” 

ANT / SCOT 

Translation/ 

Agency / 

interpretive 

flexibility 

Cecile says : ”we are only doing it through the 

national registries administrators: the national 

experts who have been running their registries 

since 2005 and they in turn know how there 

users work and what their users require, 

because in fact, they act as a filter in a way.” 

ANT 
Translation/ 

Mobilization 



Analysis of the interview 

 

A SOCIO-TECHNICAL STUDY OF ORGANIZATIONAL BARRIERS TO PAN-EUROPEAN E-GOVERNMENT PROJECTS 144 

 

Cecile says : ”There are certain levels of 

governance in certain member states that are 

quite strict and there are others who are easier 

going on this.” 

SCOT 
Interpretive 

flexibility 

Cecile says : ”their rule for allowing somebody 

to open a person holding account and their fees 

where lower as well.” 

SCOT 
Interpretive 

flexibility 

Cecile says : ”the more person holding accounts 

you have, people just using the registry for 

trading and not to oblige the users for the 

legislation, they may be less careful about 

requests like that.” 

SCOT 
Interpretive 

flexibility 

Cecile says : ”for the new regulation, we have 

specified that we have to have two factor of 

identification, which is a hardware token as 

well as a password: what you know and what 

you have.  Like the banks have.” 

ANT / SCOT 

Agency of non-

human actors / 

stabilization 

Cecile says : ”I think our main goal is 

harmonization, but with the idea that the design 

has to be efficient and intuitive for the user” 

ANT OPP / Agency 

Cecile says : ”the political act can put 

constraints, barriers and costs if you like and 

impose obligations on individuals. Obviously 

our political motto is that its for the common 

good.” 

ANT 
Agency / 

Translation 

 

 




