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Annex 7 - Critical Success Factors  

 
This annex presents the critical success factors if future interoperability endeavours are to be 
successful. These can be considered as additional elements, collected during the interviews, with no 
direct impact on the results of phase 1 of the EIS elaboration.  
 
The reason for presenting these critical success factors collected during the interviews is the 
conviction that Member States’ current endeavours in the field of interoperability present insightful 
findings and solutions that should be taken into account while establishing the EIS. 
 
When deemed relevant, some best practices are also presented. 
 

 

Layer I: Political and Legal - Critical Success Factors 
 

TABLE 1 :  POLIT ICAL AND LEGAL CRITICAL SUCCESS  FACTORS 

Types of 

Political and Legal 

Critical Success Factors 

Critical Success Factors 

1) Sharing a common vision of 

interoperability 

“In 2015, interoperability has significantly fostered European 
Public Services delivery through: 

• Appropriate governance organisation and processes in 
line with European Union policies and objectives; 

• Trusted information exchange enabled by commonly 
agreed, cohesive and coordinated interoperability 
initiatives, including completion of the legal environment, 
elaboration of interoperability frameworks and 
agreements on interoperability standards and rules.” 

2) Political consensus at sector 

level among all Member States 

Political consensus at sector level among all Member States in 

order to improve interoperability. 

3) Identify and focus on major 

business needs and drivers 

Identification of and focus on major business needs and drivers 
in order to implement an interoperability strategy. 

4) Interoperability is  a driving 

force to trigger innovative 

applications and products 

which they will bring new jobs 

Interoperability extends beyond the field of European public 
administration, implying that to succeed: 

• Interoperability is a motor for growth and development 
– it should allow a variety of offerings, a diversification 
of the actors’ investment strategies 

• Interoperability is a factor of innovation – it could allow 
the actors to benefit from innovations developed by 
others  

• Interoperability enables users to make choices 
(economic choices, technological choices). 
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Layer II: Information Exchange - Critical Success Factors 
 

TABLE 2 :  INFORMATION EXCHANGE CRITICAL SUCCESS  FACTORS 

Types of 

Information Exchange 

Critical Success Factors 

Critical Success Factors 

5) Semantic building blocks Semantic building blocks are key for achieving cross-border 
European Public Services in the coming years.  

6) Technical standards and 

semantic interoperability 

Agreement on semantic interoperability and a European 
repository of common concepts used within sectors together 
with a common lexicon of concepts. 

7) Trust and privacy Trust and Privacy are essential preconditions for cross-border 

interoperability. 

8) Transparency and 

traceability of exchanged 

information 

EU citizens, businesses and administrations enjoy improved 
transparency and traceability of the use of their information.  

 
 

Layer II: Information Exchange – Best Practice 

 
A binding central repository of concepts 
 

A repository of common concepts used within the sectors: the vocabulary used in interoperability 

must be compliant with a binding central repository of concepts. This allows the harmonisation of 

understandings and of machines: 

• XML tags must be the same; 

• A common data model should set what information is important for exchange at EU level;  

Based on that, at EU level, the ISA should establish a minimum set of data and reach an agreement on 
the format those data should take (i.e. Semic1). 

                                                      
1 SEMIC.EU is a participatory platform and a service by the European Commission that supports the sharing of assets of 

interoperability to be used in public administration and eGovernment.  

See http://www.semic.eu/semic/view/snav/currentInformation.xhtml 
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Layer III: Organisation and Processes Critical Success Factors 
 

TABLE 3 :  ORGANISATION AND PROCESSES  CRITICAL SUCCESS 
FACTORS  

  

Types of 

Organisation and Processes 

Critical Success Factors 

Critical Success Factors 

1) Governance structure A strong government collaborative approach (i.e. binding 

collaborative fora) best serves this purpose.  

A flexible governance organisation to carry out the dynamic 
changes and the synchronicity involved in the design and 

management of the relevant processes. 

2) Promotion of cooperation,  

openness and sharing  

Establishing a list of guiding principles, best practices and 

recommendations. Cooperation, sharing and participating on 

common terms in a business community where openness and 
experiences are beneficial to all participants is the key to a more 

innovative and efficient public sector. The experts involved have 

to understand the added value of interoperability. This cannot be 

achieved via mandatory actions, but should be based on 

voluntary attendance and participation. 

3) EU Interoperability Portal An EU Portal as a single entry point to public information and 
services as SEMIC.EU offers a collaborative and participatory 

platform and constitutes an excellent tool for cooperation with 

existing partners and for the acquisition of new partner projects. 
This portal would be at the “front end”, aggregating all 

information and services in one place. 

4) EU Interoperability Secure 

Gateway 

An EU Interoperability Secure Gateway, through which 

interoperability of the various Government Information Systems 

would be achieved, is regarded as a critical success factor, by 
MS and EC representatives. The Secure Gateway would be a 

“middleware” providing the tier that enables interoperability, 

security and authentication, with web-based workflow for 

interconnection of back-end systems.  

5) Agreement on enterprise 

architecture and on service-

oriented architecture 

A generally agreed enterprise architecture (EA), and also 

service-oriented architecture (SOA), to refer to is a prerequisite. 
The people concerned have to work more closely together to 

reach a common understanding and an agreement on EA and 

SOA, covering all levels, from business to infrastructure. 

6) A network strategy To meet citizens’ and businesses’ needs means a radical change 

for government information networks. In order to deliver the 
best services, the processes and information used need to cross 

traditional boundaries, and support remote and mobile working. 

To allow a person to access the systems and tools they need, 

from wherever they are, decisions have to be based upon who 

that person is, what roles they are authorised to perform and the 

security of their access device. The public sector network needs 

to be a platform on which IT and other services can be built and 

shared amongst users throughout the public sector. 
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Types of 

Organisation and Processes 

Critical Success Factors 

Critical Success Factors 

7) Performance management 

and the use of KPIs 

Any progress made towards fulfilling a strategy must be 
properly assessed in the light of pre-established and agreed key 

performance indicators (KPIs). Performance management is 

important for managing projects within a strategic programme 

and for external communication with stakeholders.  

 
 
Layer III: Organisation and Processes Best Practice 

 
Sector-specific Crossroads Banks of information (registers and information broker) 
 
The Crossroads Bank (‘Banque Carrefour’) is an information broker for the social security 
organisations in Belgium. It is not a central system where data can be stored but a broker that refers to 
the data stored in local databases managed by the different social security organisations. The 
Crossroads Bank knows which files about which persons are stored in which local database and which 
data are stored in these files. It also knows who is authorised to retrieve certain data. A supervising 
board, consisting of members of parliament, representatives of science and society, is in place to 
monitor the retrieval of data. All Social Security organisations were connected one by one to the 
network of the Crossroads Bank, redesigning their processes2. 

 
 
Layer IV: Service Offering Critical Success Factors 
 

TABLE 4  –  SERVICE  OFFERING CRITICAL SUCCESS  FACTORS  

Types of 

Service Offering 

Critical Success Factors 

Critical Success Factors 

1) The definition of clear 

guidelines and architecture for 

cross-border interoperability 

Clear guidelines and architecture should include: 

• electronic identity; 

• security and privacy; 
• multilingualism and accessibility; 

• syntactic and semantic standardisation; 

• open technologies; 

• multi-channel services. 

                                                      
2For more information on the Crossroads Bank for Social Security (CBSS) in Belgium, see 

http://wiki.triastelematica.org/index.php/Case:CrossRoad_Bank_Belgium(2) 

 



5 
 

Types of 

Service Offering 

Critical Success Factors 

Critical Success Factors 

2) ISA as forerunner for fast 

delivery 

Playing as a fast mover or best practice setter when looking for, 
and establishing, standards: if the public sector wants to play a 

prominent role in this respect, it needs to offer ready-to-use 

solutions to players involved in the development of interoperable 

solutions. This is the case for example in the field of semantic 

interoperability and for data exchange protocols. 

3) The results of Large-Scale 

Pilots (CIP ICT PSP) are 

shared and reused 

Use these large scale pilot projects as building blocks towards 

the realisation of an internal market without borders: Those 

projects reflect a bottom-up approach, driven by widely agreed 
common specifications. Large-scale pilots promote best 

practices which have been developed in a specific sector. The 

emphasis should be on concrete use cases, proceeding with an 

iterative approach. It is about getting the granularity correct. 

Sector-related committees are the right means of ensuring 

everything is working well. Building the necessary 

interoperability building blocks should occur through iterations, 

and not via a ‘big-bang’, top-down approach. 

Best practices could be derived from the good results reached in 

the establishment of Early Warning and Response Systems 
(EWRS): 

• Cross-border cooperation in the field of Early Warning 

and Response is valuable in the development of standard 

operating procedures and decision-making processes; 

• Interoperability of cross-border alerts, early warning and 

response systems. 

4) Secure and resilient 

networks  

The availability of services 24/7 and delivery of public services 

via multiple channels (and nevertheless synchronised). 

5) 5) European Interoperability 

Platform 

Establishment of an effective European Interoperability Platform 

with effective governance.  

 
 
 
Layer IV: Service Offering Best Practices 
 
 
Integration enablers and enabling mechanisms 
 
The Internal Market Information system (IMI), which supplies the MS with a cross-border 
eGovernment application to support Internal Market legislation, is a good example of best practice at 
EU level. It provides MS administrations with a multilingual, open and flexible tool to support the 
mutual assistance and information exchange required to implement Internal Market legislation 
efficiently. The IMI overcomes many of the barriers to cooperation created by different administrative 
cultures, structures and languages, and provides identified partners and procedures. 
 
 
Process and data modelling 
 
Process and data modelling are two important best practices as well as success factors that are widely 
present in Member States’ Interoperability Frameworks. 
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Service Oriented Architecture (SOA) 
 
SOA describes families of design approaches providing policies, practices and frameworks enabling 
application functionality to be provided and consumed as sets of services. 


