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Preface

The last two years have given us a deeper understanding why digitization is necessary to be a part of our
daily duties. Digital processes/services are proven to be faster and save time, as well as assist in a more
efficient work, be that individual or collective. Digitalization became a must for many (public) services during
the COVID-19 pandemic, and it also brought more awareness for the lack of e-services in the country level.
As the need for digitalization becomes more evident, supporting mechanisms towards this process are noted
as well. Enhancing digital skills and understanding is also an important part of the digitization process as a
whole.

The Digital Agenda (DA) is an extensive term referring to the development of the information society. In order
to exemplify the current issues relating to the DA in the countries of the Western Balkans, as well as to place
focus on the engagement of the civil society in this process, the project Increasing Civic Engagement in the
Digital Agenda - ICEDA is currently being implemented. The ICEDA project is co-financed by the European
Union (EU) and implemented by the Metamorphosis Foundation (North Macedonia) as a leading partner,
then by the e-Governance Academy (Estonia), Partners for Democratic Change Serbia - (Serbia), NGO 35mm
(Montenegro), Open Data Kosovo (Kosovo) and by Lévizja Mjaft! (Albania).

In line with the topics within the DA, the activities and studies of the ICEDA project are focused on the
implementation of: e-government, raising public awareness, digital literacy and e-participation. Within this
framework, in the period March - May 2022, research consistent with the previous studies (conducted in
2020, and 2021) was conducted. The aim of the research is to provide a comprehensive overview depicting
the progress made regarding the implementation of the DA in the country during the past few years, and
incorporate the efforts made in terms of the ICEDA project.






Research methodology

The research methodology of the Digital Agenda Observatory (DAO 2022) follows the methodology of the
previous editions of the DAO country reports and the Roadmap for Digital Agenda advancement in Kosovo.
In this year’s edition the methodology not only builds on what has been identified previously, but also focuses
further on the topics that the local CSOs have contributed most during the period of 2021-2022 regarding
the implementation of the Digital Agenda in the country. The research is conducted based on the key
indicators as identified in the assessment questionnaire developed by the e-Governance Academy (eGA) as
the project partner from Estonia. These indicators should enable a regional comparison between the selected
countries from the Western Balkans, which will contribute to a positive competition and will be a motive for
further implementation of the DA in the region.

The research consists of the desk research (review of conducted research; existing policy documents; national
strategies; programs of the Government and central institutions of the Republic of Kosovo (RKS); publicly
available reports and other relevant sources), then semi-structured interviews with persons directly involved
and affected by the digitization process, as well as the testing of three electronic services (e-services).

Based on these research steps, the report has been compiled in order to provide a general overview of the
implementation of the Digital Agenda (DA) in Kosovo, and as a result a roadmap with further
recommendations has been prepared. Another significant part of the report consists of the insights given by
the local CSOs that are a part of the ICEDA network, which played a role in the implementation of the DA in
the country. The report and the roadmap as such should be seen as a basis for further research, and also
serve as a fresh reference regarding the creation of strategic documents that aim to enhance the digital
transformation in Kosovo.

This document also lists two annexes: 1. List of Interviewed Stakeholders and 2. Executive Summary of the
report.
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1. PRECONDITIONS FOR THE
IMPLEMENTATION OF THE E-

N
. GOVERNANCE

1.1 Internet penetration

As noted in the two previous country reports, Kosovo has a high level of internet connectivity. According to

4

the Agency of Statistics of Kosovo (ASK), the internet connectivity among the households in Kosovo is at

96.1% as reported for 2021%. A rough similar percentage has also been presented previously in the other

representative samples regarding the level of internet connectivity in the country?. The high internet
k penetration in the country serves as a positive precondition for the implementation of e-governance.

In 2020, the internet connectivity among the households was reported to be at 96.4%, which shows a slight
k decrease when comparing to the figure from 2021. When comparing the type of access to the internet, a

higher number of households are reported to have access to the fixed connection than the mobile
k connection. According to ASK, from 2020 to 2021, there has been an increase in the number of households
reported to have access to the mobile connection by 8.3%.

While it is reported that Kosovo has an expanded level of internet connectivity, the state-institutions also

work towards this aspect in order to deploy a high-speed infrastructure, and improve the accessibility and
quality of the internet in the uncovered areas. The Ministry of Economy is directly placing efforts in this
regard by implementing the KODE Project® with the support of the World Bank. The implementation period
of this project is from 2019-2023. As it was reported in the previous Observatory research for 2021, this
project aims to deploy the infrastructure for the high-speed internet in the uncovered areas, as well as to
support projects which aim to deploy 5G networks. In line with the key developments achieved previously,
during 2021 the additional achievements have been noted:
e Covering the remaining 15 white areas (uncovered areas - villages) with FTTH?;
o In total 203 villages (2019-2022) have been covered including school and medical centers -
benefited access to internet;
o Additional number of businesses and households have received access to the fixed
broadband internet;
e 3 Calls for Applications to connect mobile towers - 5G ready (period of 2020-2022 regarding mobile
infrastructure)
O Current operators: Telekomi i Kosoves, and IPKO;
o Atotal of 22 mobile towers connected till now;
o For 2022 new call for operators will be opened;
e Other types of infrastructure to be supported through the Grant Scheme:
O Being under consideration during 2022

! Access the link: https://bit.ly/3winWxg
2 Access the link: https://bit.ly/3IHercx

3 Access the link: https://bit.ly/3MOboer
4 FTTH: Fiber to the Home
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1.2. Users of e-government services

The most significant change regarding the e-government services provided in Kosovo has been the creation
of the national portal: e-Kosova® by the Agency of Information Society (AlS) as part of the Ministry of Internal
Affairs in Kosovo. Although the portal was launched a year ago - March 2021, during its first year of function,
the portal enabled additional services in a timely-basis. From a very limited number of e-services provided at
its time of launching, the e-Kosova portal now numbers more than 30 e-governmental services which are key
to the citizens of the country. Below is the data behind the users and services of the e-Kosova portal as
provided by the AIS (as of March 2022):

e +648,939 registered users (citizens and businesses);

e +1,300,000 platform visits;

e +693,109 citizens and businesses have received services (from 8 service categories);
o 409,117 citizens received services (Health - regarding the COVID-19 vaccination)

114,730 citizens received services (Family - new mothers)

84,182 citizens received services (Taxes)

64,219 citizens received services (Police)

9,490 citizens received services (Public Administration)

4,239 citizens received services (Residence Permit)

2,998 citizens received services (Education)

4,134 citizens received services (Public Grants)

O O O O 0O 0o

As it was mentioned already, the e-Kosova portal is aiming to be the main and only address of the e-
governmental services. For instance, a widely used category which has been added recently is the electronic
payments of the public services that will be offered as a service in e-Kosova by the end of 2021. The AIS is
currently working towards the process of launching another number of electronic services in the portal.
According to the information provided by them, in the upcoming period, the services which relate to the civil
status, registering vehicles, as well as the vaccination register (including all of the vaccines), will be offered
through e-Kosova. It is expected that all the citizens of the country will benefit from these services, and as an
expected result, 200,000 new users are expected to be registered in the e-Kosova portal. In addition to the
list of services which are expected to be launched soon, services referring to the local NGOs, businesses, the
judiciary, and other important stakeholders are expected to benefit among the citizens.

Although e-Kosova is becoming the main address of the provision of e-government services, many other
public services remain under the website of the state-institutions, or agencies. As it has been reported in the
previous DAO reports, key institutional platforms in Kosovo that continue to provide their services online
remain the Tax Administration of Kosovo®, Kosovo Pension Saving Trust’, The Business Registration Agency?®,
to name a few. While there is no clear data on how many e-governmental services are provided online in the
country, some of these services are met with technical issues during the process of obtaining them. More
details regarding the testing of e-services will be provided in Section 5.

> Access the link here: https://ekosova.rks-gov.net

6 Access the link here: https://www.atk-ks.org/en/

7 Access the link here: http://www.trusti.org/en/

8 Access the link here: https://arbk.rks-gov.net/page.aspx?id=2,1
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2. POLITICAL WILL AND STRATEGY

From the year of 2018, when Kosovo joined the EU Digital Agenda for the Western Balkans, it can be said
that the country has demonstrated political will and commitment towards the digitization processes. This
can be supported through the respective strategies and initiatives which have been prepared during this
period.

As reported in the previous DAO report for 2020, the Ministry of Economy in Kosovo is the leading body for
the implementation of the Digital Agenda in the country. Since 2013, Kosovo has adopted its own Digital
Agenda Strategy which covered the period 2013-2020°, with the strategic priorities being the enhancement
of the digital transformation through the Kosovar ICT sector: citizens, businesses, and the country's economy
as a whole. The overall commitment through this strategy has been demonstrated in the first section of this
report, as the internet connectivity is at a high level and serves as a positive pre-condition for the
implementation and development of the ICT sector. Enabling access to the internet, and providing the
infrastructure for ICT development has been at the center of the last strategy.

N
A
A

As for the current situation, the Ministry of Economy together with other institutional stakeholders have
drafted the new Kosovo Draft Digital Agenda 2030 and the Action Plan?®, which is to be expected for approval
by the Government during 2022. Regarding the draft-strategy of the Digital Agenda 2030, it is reported to
have five strategic objectives:

Advanced and secure digital transformation (5g technologies, 10T, Artificial Intelligence, etc.)
Digital Transformation of Businesses (as a cross-sectorial strategy);

Digitalization of the public services (e-governance);

Digital Skills and Innovative Ecosystem for R&D;

Strengthening the cybersecurity system.

In terms of the national strategies that enhance the digital transformation in the country, political will also
exists regarding the digitalization of the public services. As reported previously, the "Strategy of the
Modernization of Public Administration (2015-2020)" was seen as a strategic commitment from the public
institutions in order to enhance e-Government. A component of this strategy aimed to implement reforms
in the public administration and as such support digitalization in this sector. The responsible department for
monitoring the reforms of this department is the Department for Reforms of Public Administration which
shared the information that there is a current Action Plan which came into force during the transitional period
of 2021. This action plan consisted of the measures which have not been implemented during the previous
strategy, and has been shared with all the relevant stakeholders. The launch of the platform e-Kosova has
been a part of this strategic point, with AIS being the responsible party for its implementation. As the
Department for Reforms of Public Administration reports, they are currently preparing the new Strategy
2021-2026 which also includes the goal of enhancing the digitalization of public services.

The switch of political powers during the year 2021 in the Kosovo government in both levels: central and
local level, as well as the effects of the COVID-19 pandemic, have inevitably hindered the effective
implementation of the strategic processes. This has caused a delay in the preparations of the new strategies

9 Access Strategy here: https://bit.ly/3mjiiOu
10 Access link here: https://bit.ly/3MQojNg
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which refer to the implementation of the Digital Agenda in the country, since most of them were valid until
2020. It has been noted by the state-institutions that the strategies of the coming years will be more inclusive,
where certain points such as e-Governance are considered to be as sub-strategic points of the strategies
which are under preparation. Regardless, the roles of the responsible institutions which are set to implement
the strategies should be clearly defined in order for each of them to incorporate e-governance into their work
processes.

Although the previously mentioned situations have had an impact regarding the punctuality of the upcoming
strategies, important efforts have been made by the Government of Kosovo towards its initiative to become
amember of the Open Government Partnership (OGP)*. Becoming a part of OGP contributes to a more open,
transparent, and modern governance. The National Coordination Committee for drafting of Kosovo's
National Action Plan (NAP) 2022-2024 in the framework of the OGP has been formed, consisting of
representatives from Government Institutions, CSOs, the media and other relevant institutions. ODK is a
member of this committee and a contributor to the preparation of the NAP. All the stakeholders that are part
of this Committee will provide concrete proposals for actions that will be included in the National Action Plan
of the Republic of Kosovo??.

In line with such efforts, workshops and public debates were held with the aim of consulting with

N
A
A

representatives of key state institutions, NGOs, businesses, academia and citizens on key pillars of NAP: anti-
corruption, digital governance, data openness and civic participation in decision-making. The National Action
Plan 2022-2024 will be a product of this co-creation process which aims to fulfill the principles of the OGP,
envisaging concrete actions and broad results, and paving the way for cross-sectoral cooperation in decision-

making. As the NAP plan is being developed, Kosovo aims to apply for membership in the OGP during the
final months of 2022.

The current institutional plans and efforts demonstrate a political will and strategic commitment from their
side towards the digital transformation in the country. Although the plans in place present a positive picture,
concrete steps should be taken in terms of implementing the strategic commitments, which as a result will
push forward e-governance and digitization processes. Digital Skills, Cybersecurity, Digital ID, etc, remain
priority areas for Kosovo.

11 Access the platform here: https://www.opengovpartnership.org
12 Access the platform for OGP Kosovo here: https://ogpkosova.org/
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3. COORDINATION FOR IMPLEMENTING E-
GOVERNANCE

As noted until now, the most significant institutions responsible for the implementation of the Digital Agenda
in Kosovo are the Ministry of Economy, the Agency of Information Society (AlS), as well as the Ministry of
Internal Affairs!3. AIS is responsible for the technical implementation of the strategies which relate to e-
governance, and is constantly in coordination with the other institutions which tackle the implementation of
the Digital Agenda in the country. AIS used to operate as an agency under the Ministry of Public
Administration which served as a separate institution during the previous governments, however, since
March 2021 as part of the current government, the Ministry of Public Administration has become a part of
the Ministry of Internal Affairs. AlS now operates as part of the joint ministry.

Since the strategy for e-government continues to be considered as a sub-strategy, it is included under the
strategies relating to ICT as a sector. As reported in the previous DAO country report, a strategy referring to

N
A
A

Electronic Governance has been a part of the "Kosovo's Strategy for IT", developed by the Ministry of
Economy. This strategy however has been prepared to cover the period until 2020. Until now, a new updated
version of the strategies relating to e-governance in Kosovo hasn't been adopted. AIS reports that it is
preparing a draft where new activities are added in regard to the e-governance/digitalization of public
services in the country.

What can be reported for now is that there's no stand-alone e-government strategy in Kosovo, since it is
considered to be a part of a more extensive strategy. Considering the transitional period during the change
of governments in recent years, there has not been a full commitment towards the advancement of the e-
government plans in Kosovo. However, if taking into consideration the launch of e-Kosova platform, and the
services being added to this platform, this can be taken as a promising indicator towards the digitalization of
the public services.

On another note, it can be considered that most of the public institutions in the country, especially those
responsible for the implementation of the Digital Agenda, have the human resources to support ICT
processes within their ministries. The institutions have designated units, or public officials supporting this
part, which are assigned based on the needs of their institutions.

13 Access the website here: https://mpb.rks-gov.net
20
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LEGAL FRAMEWORK

As reported previously, Kosovo through the Stabilization and Association Agreement!* with the European
Union (EU), aims to harmonize its legislation with the EU standards, which is considered as a precondition
towards the process of joining the EU. The government of Kosovo is reported to have its legislation designed
In line with the EU values. As mentioned in the previous sections, also the draft-strategies which are under
preparation, take into consideration the strategic documents of the EU.

In the second section of this report, referring to the "Political Will and Strategy" it is mentioned that Kosovo
continues to be working towards the new strategy for the modernization of the public administration, which
foresees an advancement of the digitization process within the public administration. The finalization of this
strategy and adaptation is expected to start during 2022.

The current legal framework which supports the implementation of e-governance is considered to lack a few
important details which would ensure a proactive approach when referring to the implementation of the e-

N
A
A

governance plans. For many public services available in the country, citizens are required to show up to the
respective institutions in order to receive the wanted documents. The state portal of e-Kosova has in its plan
to digitize important services, such as obtaining documents regarding the civil status; as well as the
registration of vehicles, seen as one of the most required services among the citizens. Agency of Information

and Society (AlS) is working towards this process, ensuring the technical infrastructure through e-Kosova.
The administrative guidelines to regulate the provision of civil status online has been drafted already.

It has been reported previously that important details were missing in the legislative level which would
enable the digitalization of public services in the country such as the electronic identification as well as
cybersecurity regulations. However, during last year in 2021 after the initiating of the Draft-Law on Electronic
Identification and Trusted Services in Electronic Transactions, this law has been approved by the Assembly
of Kosovo®.

This is a huge step in the legal framework of the country in regulating the elD, and the rest of the digital
services.

4.1. Description of the Law No. 08/L-022 on Electronic Identification and
Trust Services in Electronic Transactions

For the purpose of this research the recently adopted law on Electronic Identification and Trust Services in
Electronic Transactions will be analyzed in terms of e-governance. According to the Official Gazette of the
Republic of Kosovo, this law regulates the following:

1.1. identification method and electronic identification schemes;
1.2. the conditions on the use of electronic signature, electronic seal, electronic time stamp and equipment
for creating them;

14 Access link here: https://data.consilium.europa.eu/doc/document/ST-10728-2015-REV-1/en/pdf
15 Access link here: https://gzk.rks-gov.net/ActDocumentDetail.aspx?ActiD=51618
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1.3. electronic registered delivery service for judicial proceedings and other proceedings;
1.4. conditions for issuing and using qualified certificates for service certification and website authentication;
1.5. trust services in electronic transactions and electronic documents.

As the Article 2 of this law points out, electronic identification schemes and electronic transactions services
providers will be beneficiaries of this law. In line with this, responsible institutions responsible for the
provision of electronic transactions services now have the legal basis in conducting their practices for the
provision of services which shall include the public ones as well. The law also regulates the Digital Signature
which will enable even more convenience when it comes to obtaining the set of electronic services. In line
with this, the Electronic Stamp, as well as the Electronic Documents are set to enable citizens easy access to
services provided electronically, and shall save a lot of time.

Bearing in mind that this law has recently been adapted (July 2021), time will be needed in order to see the
effects of its implementation among the relevant institutions, and the impact it will have towards the public
services. The Ministry of Economy informs that through the IPA 2019, a project regarding the national e-ID
system is set to be implemented , however not many details are provided for now, since the project is in the
procurement phase. It should also be noted of the regulations and punishments set in case there is breach

N
A
A

of this law. For more details, please refer to the full description of the law through footnote 12.

4.2. elDAS regulations

Regarding the electronic services provided in a cross-border level, eIDAS regulation aims to provide a
common legal framework for a recognition of electronic services in such a level. The Ministry of Economy
informs that Kosovo has adopted its law on elDAS regulations by the end of 2021. It is reported by far that
Kosovo is committed to transform the elDAS legislation and other corresponding standards set by the EU into
its own legal framework. Now that the law on Electronic Identification and Trust Services in Electronic
Transactions is in place, it is expected that the country will reach a readiness level for cross-country
interoperability. The implementation of this part is expected to be monitored in the upcoming years.
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5. STATUS OF E-SERVICES

5.1. Digital Databases, interoperability, secure data exchange

As reported by the Agency of Information and Society (AlS) most of the public institutions in the country have
their own database consisting of collected data (electronic records). Additionally, some of the institutions
have a well developed system which enables them the management of documents and the respective data.
AIS oversees the server where the public data is stored. AlS is also set to support the institutions which lack
the databases or digital processes in such terms. Institutions in the country which provide electronic services
are reported to have their own databases, such as the Tax Administration of Kosovo (TAK)®; Kosovo Business
Registration Agency (KBRA); Kosovo Pension Saving (KPST); Electronic System of Non-Governmental
Organizations (ESNGOs)Y, etc. Regarding the status (testing) of e-services, some of the mentioned
institutions will be taken into consideration with an additional elaboration which will be provided in the
Section 5.2.

The existing institutional databases, and the number of data stored in these databases should be linked

N
A
A

through the interoperability platform in order to ensure data exchange between all institutions. The
interoperability platform links together the electronic systems of institutions (currently counting 24 systems),
which enables the data-exchange among them. For instance, the Civil Registration Agency (CRA), and other
institutions which are key in the provision of digital services in the country, are already a part of this platform.

The state portal of e-kosova functions through the interoperability platform. As stated by the representative
of the AIS, the platform as such should list other institutions which are currently not a part of it, in order to
foster communication and enable data exchange among all of them, because this would easen the process
of data exchange from one source. Addressing the lack of interoperability among the institutions is an issue
which continues to be tackled through the project funded by the World Bank. This is expected to advance
the interoperability platform in place.

Regarding the secure data exchange, the Law on Data Protection®® allows citizens to access their data which
is shared with the data controllers, as well as it legally binds the latter entities in providing additional
information to the data subject (individual) about the processing of their data, in case it occurs. AlS informs
that, all data that is gathered from the public institutions are those that are willingly shared by the individuals
themselves. The agency responsible for the monitoring of the Law on Data Protection is the Agency of
Information and Privacy (AIP)®. Since now the legislation regulating the Electronic Identification, including
here the digital signature, is being adopted, personal data protection remains an important area to be
considered with the adoption of this law. In this regard, the Ministry of Economy is also responsible to
oversee the implementation of this law. Currently there is no major promotion of the law being adapted,
however a monitoring report of its implementation should be made available soon.

5.2 Testing e-services in Kosovo: description of the cases by users

16 Access the link here: https://www.atk-ks.org

7 Access the link here: https://0jq.rks-gov.net/Login2.aspx

18 Access the Law: https://gzk.rks-gov.net/ActDocumentDetail.aspx?Act|D=18616
19 AIP: https://aip.rks-gov.net/en/aip-english/
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In continuation with the DAO country report from the previous year (2021), this year's edition of the DAO
country report will also showcase three different e-services which are available in Kosovo, which the citizens
are mostly exposed to. Two of the e-services are public, whereas one of them is an online service designated
by a local CSO aiming to support the e-government services (at the local level).

5.2.1. Obtaining the Wor