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Annex D. Items of the questionnaire  
This questionnaire is part of a doctoral dissertation called "Digital public services and citizenship: an approach from digital skills", within the research group on Communication and Digital Information (GICID) of the University of Zaragoza.
The objective of this questionnaire is to find out the main factors that can influence the use of digital public services by the people with whom you work, identify especially vulnerable groups and consider various initiatives to improve citizens' digital skills.
The responses will be anonymous.
Thank you very much for your help
P1. Gender
· Male/Female/I prefer not to say
P2. Age (in years) 
P3. Recoded age (in subsequent analyses)
· 18 a 30
· 31 a 40
· 41 a 50
· 51 a 60
· Más de 60
P4. Level of education  
· No schooling
· Primary education 
· Secondary education 
· Upper secondary education/ Vocational training  
· University studies
P5. Employment situation
· Employed
· Self-employed
· Unemployed
· Retired
Q6. In which autonomous community do you live? (drop down)
Q7. Population of your workplace, in number of inhabitants
· Less than 1.000
· From 1.000 to 5.000
· From 5.001 to 20.000
· From 20.001 to 100.000
· From 100.001 to 500.000 
· More than 500.000
P8. From 1 to 5, how would you rate the importance of these factors in the use and interaction of citizens with digital public services? Being 1= Not at all important, 2=Slightly important, 3=Moderately important, 4=Very important, 5=Extremely important.
· Economic resources
· Level of education
· Level of digital skills
· Age
· Being employed
· Being long-term unemployed
· Being retired
· Attitude towards technologies
· Motivation 
· Having internet 
· Having mobile digital devices
· Having performed previous e-government activities
· Simplification of administrative procedures
· Design of digital public services
· Language used in digital public services
· Government payroll systems
· Trust in public administration
· Privacy and security of the data
· Digital certificate 
· Ease of use of digital certificate
· Communication campaigns
· Having support from the social environment (family, friends...)
· Having third parties who carry out the administrative procedures
· Having the support of civil servants who carry out the procedures
P9. Could you add other factors that could contribute to this improvement? Which ones, if so?...
[bookmark: _Hlk144402163]P10. From 1 to 5, how would you rate the difficulty for the users of your services or for the people you interact with to perform the following tasks? Being 1= Not at all difficult, 2=Slightly difficult, 3=Moderately difficult, 4=Very difficult, 5=Extremely difficult.
· Obtaining a digital certificate
· Finding out the appropriate administrative procedure
· Choosing the appropriate administrative procedure
· Understanding the instructions of the administrative procedure
· Filling out a form 
· Asking for digital assistance 
· Submitting documentation through an electronic registry
· Obtaining proof of the submission
· Making an electronic payment
· [bookmark: _Hlk144402193]Contacting a civil servant
· Making an appointment request for a face-to-face service
P11. From 1 to 5, what is your degree of satisfaction with the design and operation of the following digital public services? Being 1= Not at all satisfied, 2=Slightly satisfied, 3=Moderately satisfied, 4=Very satisfied, 5=Extremely satisfied.
· Local administration
· Regional administration
· Central administration
· European administration
· Education services
· Health services
· Social services
· Employment services
· Tax services
· Cultural services
P12. What degree of difficulty do you think these population groups have in using digital public services? Being 1= None, 2=Little, 3=Moderate, 4=Quite, 5=A lot. 
· Older people
· Young people 
· Long-term unemployed
· Retired 
· People with a low level of education
· People with a low socioeconomic status
· Migrants
· Homeless 
· People who live in rural areas
· People with little experience in using the Internet
· People with disabilities
· Others (…)
P13. From 1 to 5, how would you rate the importance of these initiatives for improving citizens' digital skills for the use of digital public services? Being 1= Not at all important, 2=Slightly important, 3=Moderately important, 4=Very important, 5=Extremely important.
· Awareness campaigns about digital public services
· Collaboration between the public administration and the private sector
· Development of a digital skills certificate
· Offering free training personalised to the needs of the users
· Supporting the third sector in initiatives to improve digital skills
· Training to mediating agents 
· Specific training courses by mediating agents
· Collaboration with local centres that offer access to the Internet and training
· Creation of digital competence centers
· Training since the early stages of education
· Lifelong learning
· Training through MOOCs
· Quality access to the Internet
· Affordable connectivity
· Financial support for the acquisition of technological devices
· Periodic assessment of the results of the actions to improve digital skills.

