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Abstract
Reforming the administrative procedures 

through the implementation of an e-Government 
programe is an on-going important process for 
governments around the world. The benefits of 
using ICT as a catalyst for increasing the efficiency 
of administrative procedures are well known and 
confirmed.

The implementation of computer based 
information systems and providing a possibility 
for institutions to share data and documents among 
themselves will create conditions for introducing 
one stop shop electronic services, which will lead 
to simplifying administrative procedures.

The new simplified administrative services will 
be of great benefit to citizens. Yet, the institutions 
will face a significant reduction in the number 
of issued documents required for providing 
administrative services, which will lead to positive 
financial implications.

In that regard, the goal of this paper is 
to make an analysis of the financial aspects 
of introducing one stop shop services in the 
Republic of Macedonia by using computer based 
information systems. The analysis was conducted 
using public data for the administrative services 
which are currently provided by a closed set of 
16 Macedonian government institutions. In this 
analysis we calculate the financial implications on 
citizens, businesses, institutions, and other entities 
in the society. The result of the analysis is the 
calculation of the overall savings for the society, 
which can be used by decision-makers in order 
to adjust the degree of investments in information 
systems and necessary complementary assets 
needed for introduction of these services.

Keywords: information and communication 
technology, public sector, e-services, one stop shop 
administrative services, interoperability.
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1. Introduction
The Government and public administration, with their central position in the public 

sector, with their rigid hierarchy, red tape, and processes that originate from the 19th 
century, made for industrial society, should leverage the information technology in its 
own favor and in the favor of the society as a whole. Besides the managerial aspects 
of e-governance, increased efficiency, effectiveness, transparency, better informing of 
the citizens, lower costs, etc., which are widely proven outcomes of the application of 
the information technology, another aspect should be equally considered: building a 
client-oriented public administration with the citizen in the centre.

One stop shop, by definition, is a term used to describe the facility the government 
offers for the citizens and businesses to discuss and arrange services with government 
officials by providing a single point of contact (Costopoulou and Tambouris, 2004).

Electronic services, in their first stage of development (Kalsi et al., 2009; Layne and 
Lee, 2001; Spremić et al., 2009), are practically a replication of traditional, ‘old fashion’ 
administrative procedures. The electronic services follow the same principles, such as 
submitting the request, providing the necessary evidence and completing the service. 
On the other hand, the introduction of electronic services based on complicated ‘old 
fashion’ procedures is very difficult to achieve, especially if taken into account that a 
service usually requires other documents to be submitted as additional proof. Therefore, 
the introduction of electronic data exchange between institutions for the purpose of 
administrative procedures is of great importance for reduction of administrative barri-
ers in order to introduce one stop shop services and electronic administrative services 
(Veljković et al., 2012; Špaček, 2008).

There is strong evidence that e-government reforms are more likely to be a top-
down process rather than a result of citizen demand (Demczuk and Pawłowska, 2006; 
Reinsalu, 2006), even in highly developed countries as USA (Yun and Opheim, 2010). 
In the case of developing countries, this is even more emphasized, because of the 
modest number of e-services offered by the private companies, and underdeveloped 
awareness of their advantages. This puts even more responsibilities in the hands of the 
governments of developing countries.

Administrative services in the Republic of Macedonia today, despite the implement-
ed reforms in the administrative procedures for the last 20 years since its establishment 
as independent country, still prove to be complex. If one analyses the administrative 
services in the Republic of Macedonia, one will notice that for an average G2C (Govern-
ment to Citizen) administrative service, such as Income taxes, Job search services, Social 
security benefits, Personal documents, Birth and Marriage Certificates etc., the citizen 
must obtain and submit several required documents. For one administrative service, 
three documents in average are needed, and in some cases more than six documents 
are needed1. The documents submitted by the citizens contain data which is already 

1 Ministry of Information Society and Administration of the Republic of Macedonia, ‘Analysis 
for the e-Documents project’, 2010.
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stored in the registries and databases of other institutions (or in some cases the same 
institution). These complex administrative procedures are time and money consuming 
for the end-users of the services, and on the other hand produce costs for the institu-
tions as well (Ministry of Information Society and Administration of the Republic of 
Macedonia, 2010).

Another important point is that the administrative procedures in fact require only 
particular data of the required documents (whether a citizen is a citizen of the Repub-
lic of Macedonia, whether the citizen was born in Skopje, what is the name of his/her 
spouse and so on).

These processes would be significantly simplified if institutions share the data among 
themselves, and if citizens would only be asked to fill out an application and pay to 
complete the service (Gottschalk, 2009).

Interoperability is one of the most important back-office projects whose implementa-
tion will significantly ease the process of implementation of one stop shop services. It 
refers to implementing a single electronic mediatory system for exchange of data and 
documents between different institutions (Guĳarro, 2007). This kind of a system is used 
by institutions in the countries where e-services for standardized electronic exchange 
of data and documents are implemented for the purposes of completing one stop shop 
administrative services (Chatfield and Alhujran, 2009; Parna and Tunzelmann, 2007).

The Interoperability Project launched by the Ministry of Information Society of the 
Republic Macedonia shows a commitment from the Government to increase the effi-
ciency of institutions and improve the quality of administrative services. The changes 
in the Law on General Administrative Procedures, made in April 2011, introduced 
an obligation for institutions to provide one stop shop services, and eliminated the 
obligation of the citizens to submit documents that other institutions already possess 
(Law on General Administrative Procedures, 2011). It is the responsibility of the insti-
tutions to arrange how they will organize the exchange of data. According to the Law 
on Electronic Management, if the institutions are exchanging data and documents in 
electronic manner for the purposes of administrative services, this should be realized 
through the Interoperability system that is administered by the Ministry of Information 
Society and Administration (Law on Electronic Management, 2009).

Even though these new one stop shop services will provide improved efficiency 
and other significant benefits, yet they will create new challenges (Persson et al., 2006). 
If the Interoperability project is fully implemented and the processes of acquiring re-
quired documents are changed, from paper submission to electronic acquiring by the 
institutions, paying of administrative taxes and fees for the required documents will 
be eliminated. Even though, at first sight, it seems that these payments should be 
eliminated, and that the institutions should not charge for these back-office services, 
still, they need these revenues because these revenues cover a significant portion of 
the budgets of that particular institution.

The goal of this paper is to conduct an analysis of the financial consequences that 
the implementation of one stop shop services will have to the budget of the Republic 
of Macedonia, and to the citizens, businesses, public institutions and other entities. 
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The reason for this approach is that the introduction of this system will have financial 
consequences not just to institutions as service providers, but also to citizens and com-
panies as main service users. Additional positive implication of this analysis is that its 
findings can serve as a measure of eligibility of the Government investments in ICT, 
organizational reforms and other activities which will contribute to the implementa-
tion of this system.

2. Creating the framework of the financial analysis of introducing
          one stop shop administrative services

What would seem to be convenient for the citizens is to receive the service and pay 
for it in one place, and afterwards this single amount of money is to be distributed to 
institutions that issue the requested documents. One of the questions we try to answer 
here is how much will the citizens pay for the service. This question is not simple to 
answer due to the fact that the total price is not a simple sum of the price of all the 
documents, due to several reasons:

 – there are several forms of submission of the requested documents (some are 
requested as original documents, some as copies, some as notarial verifications or 
other are requested just for review and are returned to the citizen);

 – it should be taken into account that the new system will bring changes which will 
impose savings in one place and expenses in others; and

 – there is a psychological moment of paying the total price of all documents at once 
because the summed price of the new electronic service would seem very high to 
the citizen.

For the needs of the analysis of the financial implications of the proposed system, 
data was used from a previous analysis made by the Ministry of Information Society 
and Administration of the Republic of Macedonia for the e-Documents project. This 
analysis contains a sufficient amount of data for the administrative services provided 
by institutions and related documents which citizens need to submit to obtain these 
services (State Statistical Office of the Republic of Macedonia, 2012).

The analysis of the e-Documents project contains data for 16 government institu-
tions which represent most of the administrative service providers, including data for 
a total of 198 documents and services which are provided by these institutions. Given 
this frame, the analysis undertaken in this paper is based on a closed set of institutions 
and documents and services which are offered by these institutions, and thus the results 
are related to this closed set.

The following institutions are included:
1. Agency for Real Estate Cadaster;
2. Ministry of Interior;
3. Central Register;
4. Public Revenue Office;
5. Customs Administration;
6. Office for Managing of Birth, Marriage and Death Certificates;
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7. Health Insurance Fund;
8. Pension and Disability Insurance Fund;
9. Employment Agency;
10. Public Procurement Bureau;
11. Notarial Chamber;
12. Centre for Social Affairs;
13. City of Skopje;
14. Primary Court I;
15. Primary Court II; and
16. Administrative Court.

The analysis makes a distinction between documents and services, thus defining 
documents as paper proof of a certain attribute or state of the requesting side (e.g. 
birth certificate, citizenship certificate, property certificate etc.), while a service applies 
to a certain activity performed by an institution for the needs of the requesting side, 
by which a certain attribute or state is being changed (e.g. registration of a new-born, 
acquiring citizenship, registration of a company etc.). For the purpose of simplification 
of the matter in this paper, one term is used – ‘administrative service’ for both issuing 
documents and providing services as defined previously.

The main administrative services’ parameters that are used in this analysis are the 
following:

 – total price of the administrative service which consists of administrative taxes 
and fees;

 – total number of provided administrative services;
 – required documents for particular administrative service; and
 – form of submission of the requested document (original, plain copy, notarial 

verification etc.).

Administrative taxes are regulated according to the Law on administrative taxes. 
These charges are collected to the state budget as regular taxes.

Administrative fees are regulated by the laws on the services and institutions pro-
viding the respective services. These fees are collected to the budget of the institutions 
and relate to the calculated costs for providing respective services.

3. Financial analysis of introducing one stop shop administrative services
The financial analysis is carried out in several steps:
 – Calculations of the current annual revenues of providing administrative services;
 – Reduction of the total number of issued documents which will not be needed in 

the one stop shop system, as a result of the data exchange among the government 
institutions;

 – Developing scenarios of pricing methodologies of the new administrative services;
 – Calculations of future budget revenues from providing administrative services 

taking into account the reduction of the revenues because of the reduced issuing 
of documents, and the new prices of the administrative services;
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 – Calculations of savings for the institutions in terms of paper, printing and 
employee’s working hours;

 – Calculations of savings for the citizens in terms of transport and time; and
 – Calculations of overall savings taking into account all the previous items.

3.1. Total annual revenues of providing administrative services

Because of the numerous data, we will present the methodology of the calculations 
and the cumulative results. By multiplying the prices of the administrative services 
with the number of provided services on an annual level respectively, the total rev-
enues in the budget of providing administrative services (in the framework of the 16 
institutions included in the analysis) are calculated. The calculations are based on the 
already collected data which were organized as in Table 1.

Table 1: Calculation of total annual revenues of providing administrative services2

Institution that 
is providing the 
administrative 

service

Name of admin-
istrative service

Total services 
provided on an 

annual level

Administrative 
taxes Fees Total price of 

the service

Total annual 
revenues from 

services

Institution Administrative 
Service (Amount) (Amount) (Amount) (Amount) (Amount)

Total Σ Σ Σ Σ Σ

The amounts gained from these calculations are shown in Table 2.

Table 2: Results of the calculation of total annual revenues of providing administrative services3

Item Amount (EUR) Note
1. Total annual revenues in the bud-

get from providing administrative 
services

27,345,563.95
Correct amount calculated by multiplying the prices of ad-
ministrative services with the number of provided services 
on an annual level respectively.

2. Total provided administrative ser-
vices on an annual level 6,649,045 Correct amount as a sum of provided services on an an-

nual level.

3. Average price of an administrative 
service 4.11

Amount calculated by dividing the total annual revenues in 
the budget from providing administrative services with total 
provided services on an annual level.

3.2. Reduction of the total number of issued documents

The analysis includes data of all requested documents for the particular administra-
tive service, encompassing documents in the enclosed set of 16 institutions, but also 
documents out of this set. For the requested documents, we know the requested form 
of the document in the procedure (original, plain copy, notarial verification etc.). This 
data is important because it determines the value of the requested document.

2 Calculations are based on the data from the Ministry of Information Society and Adminis-
tration of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.

3 Calculations are based on the data from the Ministry of Information Society and Adminis-
tration of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.
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Further calculations were made with the number of the requested documents, with 
a purpose to find the amount of future reduction of the number of the yearly issued 
documents. These calculations are also based on the already collected data which are 
organized as in Table 3.

Table 3: Calculation of future reduction of the number of the yearly issued documents in first level4

Data for the issued document Data for the requested documents

Ins
titu

tio
n t

ha
t is

 is
su

ing
 th

e 
do

cu
me

nt

Name of 
document

Total issued 
documents on an 

annual level

Name of 
document Issued by

Form:
1-Original docu-
ment kept by the 

institution;
2-Notarial verifica-

tion kept by the 
institution;

3-Document copy; 
4-Returned to 

requester.

Utilization 
factor

Reduction of the 
number of the 

issued documents 
on annual basis in 

first level

Inst.1 Document1 (Amount) Document1 Inst.1 1 100% (Amount)
Inst.2 Document2 (Amount) Document2 Inst.2 2 50% (Amount)
Inst.3 Document3 (Amount) Document3 Inst.3 3 15% (Amount)
Inst.4 Document4 (Amount) Document4 Inst.4 4 15% (Amount)

Total Σ

The reduction of the number of the issued documents per year is based on the fol-
lowing criteria:

 – The specification of the required documents within the scope of the analysis;
 – According to the actual method of submitting the requested documents, the 

appropriate utilization factor is used for calculations of the number of the reduced 
documents per year, as follows:

• If the requested document is required in original form and is retained by the 
service provider institution, in that case an utilization factor of 100% is set 
because the document is fully ‘eliminated / utilized’;

• If the requested document is submitted as a notarized copy which is retained 
by the service provider institution, in that case an utilization factor of 50% is set 
based on an assumption that two notarized copies in average are being made for 
a document in its lifetime;

• If the requested document is a plain copy of the original document which is 
retained by the service provider institution, in that case an utilization factor of 
15% is set. This parameter is set as an average value because of the results of 
reducing the number of issued documents per year, which is within 10% to 20%;

• If the document is requested in its original form, but only an insight is required 
and it is returned to the applicant, an utilization factor of 15% is set. This 
parameter is set as an average value because of the results of reducing the 
number of issued documents per year, which is within 10% to 20%.

4 Calculations are based on the data from the Ministry of Information Society and Adminis-
tration of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.
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Main
document

Requested
document

1
Original document kept by

the institution

Copy of the document kept
by the institution

Issued to the requestor

Paper procedure
Reduced issuing in

electronic procedure

15%

50%

Returned to the requestor 15%

Copy of the document as
notarial verification kept

by the institution

100%

Requested
document

2

Requested
document

3

Requested
document

4

Figure 1: Reduction of issuing of requested documents in electronic
procedure according to the form of submitting the requested documents

As mentioned before, administrative services require documents to be submitted 
by the citizens as certain proofs. For the purpose of this paper, this will be referred to 
as the first level of required documents.

For obtaining some of the documents in the first level, citizens sometimes need to 
obtain other documents from different institutions. This new (second) set of required 
documents will be referred to as the second level of required documents.

The reduction of the number of the issued documents in the first level, multiplied by 
the respective utilization factor (according to the form of submission of the requested 
document – original, notarized copy, plain copy etc.), and multiplied by the price of 
the respective document gives the amount of reduction in revenue in the budget due 
to the elimination of the required documents in the first level.

Because of the fact that in some situations, these requested documents require other 
documents as the procedure goes on, the reduction of the number of the issued docu-
ments on annual level was made also in the second level. With the second level, the 
elimination was complete, since the analysis did not show a third level. The same uti-
lization factors are used for the reduction of the number in second level, and the same 
method is being used to calculate the reduction of the revenues in the budget with the 
elimination of the requested documents.
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Table 4: Calculation of future reduction of the number of the yearly issued documents5

Item Amount Note

Reduction of the number of issued docu-
ments on annual level (first level) 1,310,265 documents

Number of documents which will not be 
issued in the future on an annual level, by 
implementing electronic one stop shop (first 
level reduction) 

Reduced revenues because of the reduction 
of the number of issued documents 
(first level)

13,404,576.33 EUR
The reduction of revenues is calculated by 
multiplying the reduced documents issued in 
first level with the price of these documents

Reduction of the number of issued docu-
ments on annual level (second level) 213,032 documents

Number of documents which will not be 
issued in the future on an annual level, by 
implementing electronic one stop shop (sec-
ond level reduction)

Reduced revenues because of reduction of 
the number of issued documents 
(second level)

543,204.66 EUR

The reduction of revenues is calculated by 
multiplying the reduced documents issued 
in second level with the price of these docu-
ments

Reduction of the number of issued docu-
ments on annual level 1,523,297 documents Total number of documents which will not be 

issued in the future on an annual level
Total reduced revenues because of reduc-
tion of the number of issued documents 13,947,780.99 EUR

Total reduction of revenues on an annual 
level taking into account the reduced issued 
documents and the price of these documents

One can notice that there will be a relatively high reduction of the number of docu-
ments issued annually. If the institutions stop charging for these documents they will 
lose a substantial part of their revenues. Because of this fact, four scenarios are devel-
oped, which provide choices on how the requested documents should be charged in 
the future. The difference among these scenarios is based on how much will be charged 
for the administrative taxes and fees of the requested documents.

3.3. Scenarios for calculation of the price of the requested documents
As mentioned before, the following scenarios are introduced according to the level 

of charging administrative taxes and fees of the requested documents. The scenarios 
use a 0%/50%/100% ratio of charging administrative taxes of required documents and 
75%/25% ratio of charging administrative fees of required documents. Documents which 
were previously required in original form and kept by the institution are charged 75% 
of their administrative fee, as a simple discount on using electronic procedures. Docu-
ments which were previously required in plain copy or are returned to the citizen are 
charged 25% of their administrative fee according to a presumption that a document 
has an average ‘life cycle’ of four plain copies. Notarial verifications are charged 2.44 
EUR – as an average price of a notarial verification.

Administrative taxes are fixed amounts regulated in the Law of administrative 
taxes, and administrative fees are determined by the institutions which are provid-
ing the services according to their calculated costs. The selected scenario for a pricing 
methodology will imply a need for changes in the referred legislation.

5 Calculations based on the data from the Ministry of Information Society and Administration 
of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.
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Scenario 1
According to this scenario, administrative taxes for the requested documents are 

charged in full amount to a sum of the administrative taxes of all the identified re-
quested documents in the ‘traditional’ procedure. The fees are charged by the principle 
75% of the fee amount if the requested document is required as an original document 
that is kept by the institution and 25% of the fee amount if the requested document is 
required as a copy which is kept by the institution or if it is returned to the requestor. 
If the requested document is required as a notarial verification, in that case an amount 
of 150 denars (2.44 EUR) is calculated, as an average expense of a notarial verification.

Scenario 2
According to this scenario, the administrative taxes of the requested documents 

are not charged, only the administrative taxes of the frontal service will be charged. 
The fees are charged by the principle 75% of the fee amount if the requested document 
is required as an original document that is kept by the institution and 25% of the fee 
amount if the requested document is required as a copy which is kept by the institution 
or if it is returned to the requestor. If the requested document is required as a notarial 
verification, in that case an amount of 150 denars (2.44 EUR) is calculated, as an aver-
age expense of a notarial verification.

Scenario 3
According to this scenario, administrative taxes of the requested documents are 

charged in half amount. The fees are charged by the principle 75% of the fee amount 
if the requested document is required as an original document that is kept by the in-
stitution and 25% of the fee amount if the requested document is required as a copy 
which is kept by the institution or if it is returned to the requestor. In case the requested 
document is required as a notarial verification, the amount of 150 denars (2.44 EUR) is 
calculated, as an average expense of a notarial verification.

Scenario 4
According to this scenario, administrative taxes and fees of the requested documents 

are not charged, and these are charged only for the frontal service in full amount.

Example of calculation of a new price for a service
Below is an example of a real administrative procedure – a child adoption procedure 

– with a new pricing methodology applied. Scenario 2 is applied for this case, or more 
precisely, administrative taxes of requested documents are charged in full amount and 
the fees by the 75%-25% principle.

The child adoption procedure is as follows: a couple who wants to adopt a child 
should submit a request to the Commission for child adoption, which is a body under 
the Ministry of Labor and Social Policy. The following documents should be attached 
to the request:

• Citizenship certificate – Ministry of Internal Affairs;
• Birth certificate – Office for Managing of Birth, Marriage and Death Certificates;
• Marriage certificate – Office for Managing of Birth, Marriage and Death Certificates;
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• Medical certificate for health and psychophysical state of the marriage partners – 
Medical institution;

• Certificate that the partners are not deprived of parental rights – Primary Court;
• Certificate that the partners are not sentenced – Primary Court;
• Certificate that the partners are not deprived of working abilities – Primary Court 

and Center for Social Affairs;
• Certificate for material state of the married partners – Public Revenue Office;
• Proof of property – Real Estate Cadaster Agency;
• Certificate for level of education – Educational institution;
• Proof of monthly revenues and other revenues gained by the married partners; 

and
• Social report of the authorized service which holds an approval of the country, 

that the partners are suitable to adopt a child.

After the documents are received, the Commission for child adoption checks the 
documents and if it confirms that the appropriate conditions are fulfilled, a copy of 
the entire case is being sent to the authorized Center of Social Affairs according to the 
place of living of the partners.

If a pricing methodology is not applied, that would mean that in an electronic pro-
cedure for submitting a request for child adoption, the Ministry of Internal Affairs, the 
Office for Managing of Birth, Marriage and Death Certificates, the Primary Court, the 
Center for Social Affairs, the Public Revenue Office, the Real Estate Cadaster Agency 
and others would lose revenues from charging administrative taxes and fees that previ-
ously would be paid by the citizens who would submit the request.

If scenario 2 is applied to this service, administrative taxes for requested documents 
will not be charged. Below are the calculations for the new price of this service.

Table 5: Calculation of new price of the service for submitting a request for child adoption6

Administrative service

Price of the ‘traditional’ 
administrative service 

(EUR)

Form of submit-
ting the required 

document

Factor for 
charging the 

fee

New price of the ad-
ministrative service 

(EUR)
Admin. taxes Fee Admin. Taxes Fee

Service – Submitting a re-
quest for child adoption 0.81 2.44 / 100% 0.81 2.44

Citizenship certificate 0.81 1.63 original 75% 0.00 1.22
Birth certificate 1.63 0.81 original 75% 0.00 0.61
Marriage certificate 1.63 0.81 original 75% 0.00 0.61
Medical certificate for health 
and psychophysical state of 
the marriage partners

0.00 19.51 original 100% 0.00 19.51

Certificate that the partners 
are not deprived of parental 
rights

1.30 3.90 original 75% 0.00 2.93

6 Calculations based on the data from the Ministry of Information Society and Administration 
of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.
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Administrative service

Price of the ‘traditional’ 
administrative service 

(EUR)

Form of submit-
ting the required 

document

Factor for 
charging the 

fee

New price of the ad-
ministrative service 

(EUR)
Admin. taxes Fee Admin. Taxes Fee

Certificate that the partners 
are not sentenced 1.30 3.90 original 75% 0.00 2.93
Certificate that the partners are 
not deprived of working abilities 1.30 3.90 original 75% 0.00 2.93
Certificate for material state of 
the married partners 0.81 4.07 original 75% 0.00 3.05

Property certificate 0.81 2.03 original returned 
to requestor 25% 0.00 0.51

Certificate for level of educa-
tion 0.81 2.03 copy as a notarial 

verification / 0.00 2.44
Proof of monthly revenues 
and other revenues gained by 
the married partners

0.00 0.00 original 75% 0.00 0.00

Social report of the authorized 
service which holds an approval 
of the country, that the partners 
are suitable to adopt a child

0.00 0.00 original 75% 0.00 0.00

Total 11.22 45.04 0.81 39.17
Total price 56.26 Total price 39.98

One can conclude that the total price of the administrative service in an electronic 
procedure is lower than that in a ‘traditional’ paper procedure. In this case, the total 
price is lower by about 30%.

This example also shows an interesting fact – some of the documents cannot be 
exchanged electronically since they require a certain expertise to be conducted at the 
same time when the request for the service was submitted. This refers to the medical 
certificate for health and psychophysical state of the married partners which should 
be charged 100% because the procedure must be completed physically.

According to the table there is a difference between how much the citizen will pay 
in the paper procedure, and how much in the electronic procedure, not taking into 
account the savings that the citizen will make regarding the expenses for transporta-
tion, parking, time etc. After this sum is paid in one place – the central institution that 
provides the one stop shop service, the sum will be distributed to the institutions that 
provide the requested documents.

What will be different for the citizen from another perspective is that now he/she will 
pay a much higher price in one place, and thus he/she might feel that is paying much 
more for the same service. To avoid this, appropriate promotional activities should 
be conducted in order to emphasize the real savings for the citizens, institutions, etc.

3.4. Future revenues of providing administrative services
In the previous paragraphs an example of one administrative service was given 

and the differences in the present administrative service cost and Scenario 2 cost were 
calculated. Differences are due to the reduction in the number of issued documents 
and their respective revenues.
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In Table 6, we conduct a general assessment of revenue differences, for the enclosed 
set of 16 government institutions which represent most of the administrative service 
providers, including data for a total of 198 documents and services which are provided 
by these institutions, for all four scenarios. The starting point is the present annual rev-
enues from issuing documents in a ‘traditional’ way, which are then reduced because 
of reduced issuing of requested documents.

The final results show that there are almost no savings for the applicants (or losses 
on the budgets) in the Scenario 1, but total spending on administrative services in 
Scenario 4 are halved.

Table 6: Calculation of the future budget revenues according to different scenarios789

Scenario

Total ad-
ministrative 

services 
provided on 
an annual 

level

Total present 
revenues of 

providing admin-
istrative services 

(EUR)

Reduction of the 
revenues because 

of the reduced 
number of issued 
documents (EUR)

Total price 
of requested 
documents 

(EUR)8

Total future rev-
enues of provid-

ing administrative 
services (EUR)9

Ratio of 
revenues 

differences 

Current 
situation 6,649,045 27,345,563.95 0. 13,947,780.99 27,345,563.95 /

Scenario 1 5,125,748 27,345,563.95 -13,947,780.99 12,849,232.17 26,247,015.13 95.98%
Scenario 2 5,125,748 27,345,563.95 -13,947,780.99 3,753,172.66 17,150,955.61 62.72%
Scenario 3 5,125,748 27,345,563.95 -13,947,780.99 8,301,202.41 21,698,985.37 79.35%
Scenario 4 5,125,748 27,345,563.95 -13,947,780.99 0.00 13,397,782.96 48.99%

Other data that can be set out from these calculations is how much will the notaries 
lose because of the reduction of the number of requested documents required as notarial 
verifications. If average expenses for a notarial verification are 150 denars (2.44 EUR), 
in this case total year loses for the notaries would be 954,521.95 EUR. This calculation 
was made by separating the data of the requested documents which are requested as 
notarial verifications.

3.5. Savings for the institutions

Institutions will make savings in form of savings on paper, printing expenses, and 
labor. Savings are made as a result of the elimination of requested documents, which 
will be exchanged between the institutions in the new electronic procedure.

7 Calculations based on the data from the Ministry of Information Society and Administration 
of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.

8 The total price of requested documents refers to the total increase of the prices of administra-
tive services (when moving to one stop shop services), according to the rules for charging 
administrative taxes and fees for requested documents given the scenarios explained before.

9 Total future revenues of providing one stop shop administrative services are calculated 
when the present revenues of providing administrative services are reduced because of re-
duced number of issued documents and then increased for the total price of requested docu-
ments.
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Despite the obvious savings for the institution because of reduced paperwork, an 
assumption is being introduced that the new work process will release significant 
administrative labor, which in the future can be redistributed to other work. Because 
of this, the second part of the calculation is in fact valorization of the release of labor 
work time.

Table 7: Calculation of savings for institutions with introduction of electronic procedures10

Item Amount Note

1. Reduction of the number of issued 
documents on annual level 1,523,297

Total number of documents which will not be issued in the 
future on an annual level, by implementing electronic one stop 
shop

2. Average sheets of paper spent on 
one requested document 2

Assumption that in average two sheets of paper are spent on 
one requested document (minimum one sheet for requestor 
and one for institution) 

3. Price of one sheet of paper (EUR) 0.013 1 ream of paper of 500 sheets costs 6,5 EUR

4. Costs for printing per sheet of pa-
per (EUR) 0.0325 Average price of toner for a laser printer costs 65 EUR, which 

can be used for 2,000 sheets of paper
5. Total costs of paper and printing

for one document (EUR) 0.091 Average sheets of paper for one document x (Price for one 
sheet of paper + Cost for printing one sheet of paper)

6. Total savings of paper and toner 
(EUR)

138,706.76 Number of reduced issued documents on annual level x Total 
costs of paper and printing for one document 

7. Average number of branch offices 
for one service 30 Institutions in average have 30 branch offices across the 

country 

8. Average number of employees 
working for one service in branch 
office

1

In average there is a ratio of one employee per service (us-
ing an assumption that one employee works on two services, 
and there is one employee that has an approval role to two 
services)

9. Number of administrative services 198 Determined in the analysis

10. Number of employees working
on providing documents/services 5,940

Average number of branch offices for one service x Average 
number of employees working for one service in a branch 
office x Number of administrative services

11. Average gross salary (EUR) 488.33 Average gross salary, period 02.201111

12. Factor for work efficiency increase 
because of electronic procedures 25 % Assumption of increased work efficiency in institutions be-

cause of the new system 

13. Total staff savings (EUR) 8,701,955.12
Number of employees working on providing documents/servic-
es x Average gross salary х 12 (months in one year) x Factor 
for work efficiency increase because of electronic procedures

Total savings on paper, printing
and staff (EUR) 8,840,661.89 Total savings of paper and toner + Total staff savings

11

10 Calculations based on the data from the Ministry of Information Society and Administration 
of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.

11 Source: State Statistical Office of the Republic of Macedonia.
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An additional aspect in calculating savings for the institutions on paper is to trans-
pose these savings into environment savings, as a result of reduced demand for paper 
(just for the enclosed set in 16 institutions).

Table 8: Calculation of environment savings with introduction of electronic procedures12

Item Amount Note
1. Reduction of the number of total 

issued documents on annual 
level with electronic procedures

1,523,297 Total number of documents which will not be issued in the future 
on an annual level, by implementing electronic one stop shop

2. Average sheets of paper spent 
on one requested document 2

Assumption that in average two sheets of paper are spent on 
one requested document (minimum one sheet for requestor and 
one for institution)

3. Number of sheets of paper per 
requested documents 3,046,594

Reduced number of issued documents on annual level with 
electronic procedures x Average sheets of paper spent on one 
requested document

4. Average number of sheets of 
paper that are produced by one 
tree

80,500 Data from http://science.howstuffworks.com/environmental/
green-science/question16.htm13

Number of trees that are saved 
per year

38 Number of sheets of paper per requested documents / Average 
number of sheets of paper that are produced by one tree 

According to the reduced demand of quantity of paper, in the set of 16 institutions, 
38 trees will be saved per year.13

3.6. Savings for the citizens

Citizens will make savings because in the one stop shop procedures they will visit 
fewer institutions, and make savings on transportation and in time.

In the calculations of the savings for the citizens, the following parameters are taken 
into account:

 – valorization of previous time spent for acquiring the requested documents in 
different institutions, and

 – savings in form of gas and parking fees for acquiring requested documents.

Table 9: Calculations on additional savings for citizens with introduction of electronic procedures1415

Item Amount Note
1. Reduction of the number of total issued 

documents on an annual level with elec-
tronic procedures 

1,523,297
Total number of documents which will not be issued 
in the future on an annual level, by implementing 
electronic one stop shop

2. Average gross salary (EUR) 488.33 Average gross salary for the period 02.201115

3. Average gross salary per diem (EUR) 22.20 Average gross salary / 22 work days

12 Calculations based on the data from the Ministry of Information Society and Administration 
of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.

13 Accessed on May 25, 2011.
14 Calculations based on the data from the Ministry of Information Society and Administration 

of the Republic of Macedonia, ‘Analysis for the e-Documents project’, 2010.
15 Source: State Statistical Office of the Republic of Macedonia.
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Item Amount Note
4. Average working hour gross salary (EUR) 2.77 Average per diem / 8 work hours
5. Unemployment rate 30.9% Source: State Statistical Office, last quarter of 2010
6. Average working hour taking into account 

unemployment rate (EUR) 1.92 Average working hour – Average working hour х 
Unemployment rate.

7. Average effective time for one document 
in hours 4

This value is an approximate number calculated as 
the time that is needed for a citizen to: get info about 
the administrative service, fill required forms, go to 
bank, pay the administrative tax and fee, go to the 
institution, wait in line, get the service and return 
home.

8. Costs for lost time for one document 
(EUR) 7.67 Average working hour taking into account unemploy-

ment rate х Average effective time for one document

9. Gas and parking for one document (EUR) 1.63 Assumption that a citizen spends 100 denars (1.63 
EUR) for gas and parking to acquire one document 

10. Total costs for a citizen to acquire one 
requested document (EUR) 9.29

Costs for lost time for one document + Gas and 
parking for one document

Total savings for requested documents 
(EUR) 14,158,961.32

Reduced number of issued documents on an annual 
level with electronic procedures х Total costs for a 
citizen to acquire one requested document

3.7. Summarizing overall savings for the society

The aim of this paper, as previously mentioned, is not just to calculate the revenue 
difference in the budget of the Republic of Macedonia, but to calculate the produced 
savings for citizens, businesses, institutions and other entities in society.

To get a whole picture of the financial implications, previous calculations are taken 
into account, such as:

 – Total future revenues of providing documents and services according to different 
scenarios;

 – Total present revenues of providing documents and services;
 – Savings for institutions; and
 – Savings for citizens.

Moreover, additional calculations are made based on the determined parameters 
in the previous calculations. These additional calculations are included in Table 10.

In fact, Table 10 is summarizing all the figures, therefore presenting a global picture 
of costs and savings of the citizens and institutions by introducing full one stop shop 
system. Apart from the already analyzed scenarios, in Table 10 we introduce an ad-
ditional scenario that provides the same average price of administrative services, price 
paid by citizens as we have in the current situation. This scenario is introduced in order 
to avoid the psychological moment for the citizens of paying more with the introduc-
tion of one stop shop administrative services. From the viewpoint of the institutions, 
this scenario actually represents the limit average price that will avoid increasing the 
average cost of services, while enabling maximum revenue for institutions.

The first column of Table 10, named ‘Total future revenues of providing one stop 
shop administrative services’, represent the amount to be received in the budget of 



196

the institutions on an annual basis, depending on the price of charging the services 
and the number of services provided. Total future revenues are on the highest level 
in Scenario 1, and on the lowest in Scenario 4 (administrative taxes and fees for the 
requested documents are not charged), where the revenues decrease by around 50%. 
The second column shows the decrease of revenue in percentage.

‘Total number of provided administrative services on an annual level’ is the third 
column, and it shows that there is a decrease of the number of administrative services 
in a one stop shop system because there will be a decreased number of issued docu-
ments. The total of 5,125,748, represents the number of ‘frontal’ administrative services 
which are requested by the citizens on an annual level and it is a reduction of 23%.

The average price of an administrative service (column 4) in the current system is 
4.11 EUR. The change of the average price throughout the scenarios is based on the 
change of the total number of administrative services provided on an annual level, and 
the method of charging for the requested documents.

It is of interest to emphasize the psychological moment for the citizen of paying 
more in one place in some cases, which should not be overcome when introducing the 
system and selecting the right option for the pricing. Taking this into consideration, we 
have added the ‘Same average price scenario’. In order to calculate the right percentage 
of charging for the administrative taxes we reversed the calculations. First we put the 
same average prices as we have in the current situation, and then we go back in our 
calculations and we calculate that the total future revenues generated by providing 
administrative services need to be 21,062,261 EUR. Based on this amount we calculated 
that the right percentage of charging for the administrative taxes of the requested docu-
ments needs to be 43%. This adjusted scenario is very close to scenario 3.

Column 5 represents the ‘Reduced revenue for institution (Savings for citizens)’. 
In each scenario, total revenues are lower than in the current system. Yet, the amount 
of reduced revenues is in fact equal to what the citizens will save on the prices which 
they will pay for the services.

Total savings on paper, printing and staff (column 6) is the amount calculated for 
the reduced costs for paper, printing and staff for the documents which will not be is-
sued anymore and the free time of the staff because of increased efficiency which can 
be valorized for other job tasks.

In order to see the financial effect of different scenarios we added the column 7 ‘Net 
surplus for institutions’. The total savings on paper, printing and staff decreased by the 
difference in the revenues received will provide the net surplus that the institutions 
will acquire. The institutions will not gain surplus in scenarios 2 and 4. It is interesting 
to emphasize that in ‘Same average price scenario’ the institutions will have a positive 
surplus of 2,557,359 EUR.

Total savings on time and transportation for citizens (column 8) is an amount around 
14 million EUR and represent the calculated savings for the time lost and the trans-
portation needed for obtaining additional documents in the current system (details 
are given in Table 9).
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The total savings which the citizens gain (column 9) is the sum of the savings on 
the reduced price and the savings on time and transportation for the additional docu-
ments in the current system.

Actually, because the new system is just moving the loss of revenues from the in-
stitutions to financial gain for the citizens, this does not provide new added value to 
the whole system. The elements which will provide new value to the system (which 
did not exist before) are the savings on paper, printing and staff for the institutions 
and time and transportation for citizens, which sum up to around of 23 million EUR.

Taking the side of the Government in order to justify the investments made in a 
new electronic system, organizational reforms, and different activities in order to intro-
duce full one stop shop, the loss of revenues should also be considered. Thus, the last 
column of this table is the overall savings for the society by providing one stop shop 
administrative services. This amount is determined by summing up the total projected 
savings for citizens and institutions and the (negative) difference of the present and 
future revenues.

4. Conclusions
As the analysis conducted in this paper shows, introduction of one stop shop ad-

ministrative services would have a positive impact for the citizens when fulfilling 
their administrative obligations and exercising their rights, and on the other side it 
will contribute as a significant step forward towards building a client-oriented public 
administration.

Yet, providing one stop shop services will impose side effects which should not 
be neglected. These side effects on which we focus are reduction of revenues for is-
suing documents, but also savings for citizens and institutions because of simplified 
procedures.

In that regard, the goal of this paper was to make a comprehensive financial analysis 
of introducing ICT supported one stop shop administrative services, by calculating 
the overall savings for the society, taking into account changes of revenues and costs 
reduction/savings for different entities in society.

The financial analysis started with the calculation of the current revenues in the 
national budget which originate from providing administrative services / issuing docu-
ments and estimating the reduction of revenues because of future reduced issuing of 
documents. Pricing methodologies were proposed, in order to set new prices for the one 
stop shop administrative services, which will provide additional changes to the budget. 
Printing costs for the institutions and costs for staff working on providing services were 
calculated. The costs for the citizens were estimated in terms of costs for transportation 
and the time lost for obtaining services. Additional side effects were projected as well, 
such as environmental savings, losses for the notaries etc. These calculations were based 
on real data from a closed set of 16 institutions, official data from the State Statistical 
Office of the Republic of Macedonia and real market prices on some items.
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The purpose of the analysis was to highlight the reduction of costs and the value 
added that will be created. The overall savings for the society were estimated by cal-
culating the difference in revenues in the national budget for issuing documents and 
providing administrative services, adding the savings produced for citizens and institu-
tions because of the simplified procedures and lowered number of issued documents.

The final results of the analysis show that, using any pricing methodology for the 
new administrative services, different entities in the society (citizens, institutions, envi-
ronment etc.) will have a positive gain. Savings for the institutions, in terms of savings 
on staff are almost 9 million EUR, and in terms of savings on paper and printing around 
139,000 EUR. Citizens will also benefit significantly because services will be provided in 
one place, which brings savings in terms of time and transportation that amount to 14 
million EUR. The final calculations show that the overall savings for society can be in 
the range of 9 to 21 million EUR, depending on how the new services will be charged. 
Taking out the reduction of revenues which, on the other side, represent savings for the 
citizens, will give the fixed value added of close to 23 million EUR, which represents 
the clear new benefit provided to the system.

A summary of the potential benefits and losses by introducing one stop shop system 
is given below:

 – Institutions will have fewer costs for printing because of reduced issuing of 
documents to citizens. The increased efficiency of the employees will mean 
that more time can be devoted to other work tasks. Also, providing simplified 
and more efficient services will show an improved image of the institutions for 
their determination towards better quality service. Directly, institutions will face 
reduced revenues to their budget because the full price of the new service will be 
lower;

 – Citizens will save time because of simplified procedures, but also going to fewer 
places to obtain administrative services will reduce the costs for transportation. 
On the other hand, citizens will pay a higher price (in one place) for the ‘frontal’ 
administrative services, which can have a psychological effect of paying more for 
the same service;

 – Notaries will lose because of the reduction of the number of requested documents 
required as notarial verifications. The total per year amount of these loses sums 
up to almost 1 million EUR; and

 – The projected reduction of printed paper defines the positive impact towards a 
greener society.

These results can serve as a valuable input for the Government in making decisions 
on different aspects related to introducing ICT enabled one stop shop. One of the parts 
of the analysis can serve as a starting point for the Government to determine its pric-
ing methodology for the new administrative services. In this direction we conduct an 
analysis and create the scenario that provides the same average price of administra-
tive services price paid by citizens as we have in the current situation. This scenario is 
introduced in order to avoid the psychological moment of paying more for the citizens 
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with the introduction of one stop shop administrative services, but in the same time 
minimizing the decreases in revenue for institutions.

Moreover, by using the same parameters in the analysis, the scope of the network 
calculations can be broaden to encompass all institutions which provide administrative 
services, and thus provide an estimate of the total value added. The estimated overall 
savings will contribute significantly in justification for the government investments in 
new ICT systems, as well as the organizational reforms needed for introducing one 
stop shop services.
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