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Annex E. Items of the interviews.

Hello, I am pleased to meet you. Thank you for taking the time to meet with me today.
First of all, thank you so much for your participation in this study, your input is really valuable for this research. I really value all your experience and knowledge.
I will go through the purpose of the interview briefly. The main purpose of this interview is to gather data about measures to improve the digital skills of the population to uptake the use of digital public services. I hope that the results of this research could influence policy-making of digital strategies that address digital inequalities in the use of digital public services. When I mention digital public services, I refer to the provision of public services using digital technologies wherein the interaction with a public sector organisation is mediated by an IT system.
The general objective of my research is to propose a set of recommendations for the design of strategies and programs aimed at facilitating citizen interaction with digital public services taking into account their digital competences. Therefore, this interview will have three main sections: barriers and enabling factors that impact the use of digital public services; the influence of digital skills in this use and what measures could be proposed to improve the interaction between citizens and digital public services. You can interrupt the interview at any point and respond to my questions in any way you feel is relevant. If you need clarification on any questions, please ask me.
The confidentiality of the information derived from this interview and your anonymity will be respected. To start with the interview, I need your permission to record the interview. Do you agree to this interview being recorded? The recording can be stopped at any time.
Then I will start with the questions.

General

Could you tell us about your current job responsibilities? How long have you been on this job?
What is your opinion about the quality of digital public services in (country of the interviewee)?
Barriers and drivers detected
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According to you, is the uptake of digital public services different for parts of the population? In other words, does the digital divide affect this uptake? What factors could be influencing the uptake?
What are in your opinion the most important barriers concerning the use of digital public services?
And, from your perspective, what are the most important enabling factors concerning the use of digital public services?
Which parts of the population do you believe that are most at risk of being left behind in the use of digital public services?
Digital skills

According to you, what makes someone digitally skilled for using digital public services? / What digital skills should you think citizens need in order to use them fully?
Is the level of digital skills of the population sufficient to use digital public services? Why (not)?
Which parts of the population do you think are most at risk of lacking digital skills?

Measures

What measures (interventions) could be launched to increase the digital inclusion of the population?
Who is responsible for these measures?

What do you think governments could do to contribute to the development of their digital skill levels? Do you have any advice about how improvement of the digital skills of the population should ideally be supported?
Do you have advice on how digital strategies and policies could take to bridge the social digital divide in the use of digital public services?
Finally, would you like to add something? Could you provide me with the contact of any expert that you think appropriate for this research?

