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1. Introduction

The goal of the research of the municipalities of Lithuanian regions is to identify the position of the
services provided of public libraries among other public services financially supported by municipalities.

The main goal of the research was split into the following more detailed tasks:
e To find out the residents' usage of public services provided by municipalities
e To find out how the residents evaluate the public services provided by the municipality
e To determine the frequency and means of residents appeal to the municipality

e To identify how much the residents are informed about the services provided by the municipality
or the services provided online nationally

e To determine what are the public online services used by the residents
e To investigate the computer and Internet usage peculiarities of municipality residents

2. Research Methodology

Methodological research implementation guidelines, technical report of the survey conduction and the
descriptions of data analysis principles are presented further in the report.

2.1. The Survey Method

The municipality residents survey was conducted by using the method of a direct interview at
respondent's home using the CAPI (computer assisted personal interview) technology.

2.2. Target Groups

During the research, the residents of age 15-74 of five Lithuanian regions’ municipalities (Kedainiai,
Kupiskis, Prienai, Ukmerge and Silale) were interviewed.

2.3. Sample Size and Sampling

Approximately 400 residents were interviewed in every municipality. In total, 2005 residents participated
in the survey.

Both rural and urban residents participated in the survey. The sampling was formed so that the final
random sampling would meet the statistical distribution of rural and urban residents in the researched
municipalities based on the latest data of the Department of Statistics of the Republic of Lithuania.

The respondents were chosen for the research by applying the stratified sampling (195 initial sampling
point). In households, the respondents were chosen by applying the rule of the youngest man.

Technical Report of the Survey Conduction

The survey was conducted by 35 interviewers.

The survey was started on 25" January, 2012. It was planned to finish on 17™ February, 2012. It was
finished on 20" February, 2012.

The address was not found/ it does NOt EXISt ...iviviviiiiiiiii 300
NODOAY Was @t NOMIE. ... e e e e e et e e et e e e e 1067
The interview did not take place due to the objective reasonS......ccvviiiiiiii i e 198
The members of the household refused to talk to the interviewer ..o 538

February, 2012 Page 3



The person chosen refused to PartiCiPate ......o.viii i e s 372
The person chosen did not meet the recruitment criteria ......ccooiiiiii e 1142

[t oo alo (=] ) R 8 | V2= A= T PPN 2005

2.4. Research Instrument

While conducting the survey, a standardized questionnaire provided by the Client was used (Instrument
13).

2.5. Ensuring Quality Control

The following means were used to ensure the quality of the research conduction and data:

v' The interviewers were provided with a research guide, where the project “Libraries for
Innovation” was introduced, the importance of researches in a broad context, methodological
principles of the research conduction were introduced, the explanations of more complicated
terms and the contacts of people who were able to clear the uncertainties of the researchers were
provided.

v Before the conduction of the research, the interviewers’ trainings were organized.

v" During the research conduction period, constant consultations were provided in terms of sampling
and filling in the questionnaires by a free of charge telephone line of the Contractor.

v After finishing the research, 10% of the sample was checked by phone (PIA users were contacted
by phone and were asked if they actually participated in the survey; control questions from the
questionnaire were asked).

v Collected “paper” questionnaires were checked twice physically (it was audited, if all the questions
were answered and all the necessary information was filled in).

v After entering the collected data to the SPSS file, 10% questionnaires’ data entry quality was
checked.

2.6. Data Analysis

While analyzing the respondents’ answers to the questions, general distribution of the answers is
presented in the report. Answer distribution according various respondent characteristics is provided in a
separate Appendix (Excel) distinguishing the more important characteristics.

Statistically significant differences were calculated using the statistical data processing program SPSS.
The variables were cross tabulated. Then, by using the y2 criterion, it was being inspected, whether
statistical significant relation between the variables (the significance coefficient p is not greater than 0.05)
existed. If a statistically significant relation existed, then it was being inspected in which cells (by using
function “Adjusted Residuals”).

In graphical illustrations provided, the statistically significant changes are market only for the research
results of 2012. Green circles denote positive significant changes (increase in value) during the year and
red (or yellow) circles denote negative significant changes (decrease in value).

2.7. Statistical Data Bias

When evaluating the results, it is necessary to pay attention to statistical bias. It occurs due to the fact
that respondent sampling is done. This bias is calculated mathematically. The table below presents the
biases when there is a different number of respondents and the distribution of answers. The biggest
statistical bias while considering the answers of all respondents (1100 people) is equal to £ 3% (when the
confidence level equals to 95%).
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Distribution of answers
Sample size

50 45/55]140/60|35/65|30/70(25/75|20/80|15/85|10/90| 5/95
100 9.8 9.8 9.6 9.3 9 8.5 7.8 7 5.9 4.3
200 6.9 6.9 6.8 6.6 6.4 6 5.5 4.9 4.2 3
500 4.4 4.4 4.3 4.2 4 3.8 3.5 3.1 2.6 1.9
600 4 4 3.9 3.8 3.7 3.5 3.2 2.9 2.4 1.7
700 3.7 3.7 3.6 3.5 3.4 3.2 3 2.6 2.2 1.6
800 3.5 3.4 3.4 3.3 3.2 3 2.8 2.5 2.1 1.5
900 3.3 3.2 3.2 3.1 3 2.8 2.6 2.3 2 1.4
1000 3.1 3.1 3 3 2.8 2.7 2.5 2.2 1.9 1.4
1100 3.0 2.9 2.9 2.8 2.7 2.6 2.4 2.1 1.8 1.3
1300 2.7 2.7 2.7 2.6 2.5 2.4 2.2 1.9 1.6 1.2
1500 2.5 2.5 2.5 2.4 2.3 2.2 2.0 1.8 1.5 1.1
1800 2.3 2.3 2.3 2.2 2.1 2.0 1.8 1.6 1.4 1
2000 2.2 2.2 2.1 2.1 2 1.9 1.7 1.6 1.3 1

Example: Suppose that 2000 residents answered to the question if they used the computer in the library.
Suppose that 36% of them told that they did. It means that with the probability of 95% we can allege
that 36% =+ 2,1% of the residents used the computer in the library.
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3. Summary of the Research Findings

Services Provided by Municipalities
The usage of services provided by municipalities

Environmental services (the collection of rubbish, cleaning streets, etc.) are the services used by most
(95%) of the residents of municipalities.

Slightly more than every second municipality resident uses the leisure and culture services (60%) and
public transport services (57%) of municipalities. 42% of residents are using education services.

Residents use accommodation services the least often (3%).

Culture and leisure services are one of the most often used services provided by municipalities. Almost all
social groups of residents attend museums and public libraries, however, the youth 15-29 years old, the
employed and people having higher disposable income do it slightly more often.

Municipalities: the leisure and culture services provided by municipalities are used the most by the
residents of Kedainiai municipality (71%) and the least - by residents of Ukmerge municipality (55%).

Urban vs rural: the usage of services provided by municipalities is very similar in urban and rural areas,
only slightly more of urban residents are using sports services (U:36%, R:28%).

Groups at social disjuncture: the retired, the disabled and the unemployed use the culture and leisure
services less often than other resident groups (R:46%; D:44%; U:43%).

2012 vs. 2011: the usage of culture and leisure services provided by municipalities increase (2012:60%,
2011:54%). The usage of education services diminished (2012:42%, 2011:47).

2009-2012: during the four years of Project implementation the usage of environmental services
increased (2012:95%, 2009:88%).

The evaluation of services provided by municipalities

While analyzing how much the residents are satisfied with the provision of particular services they have
used, we can claim that these residents are the most satisfied with the provision of education (91%),
culture and leisure (89%) and sports (88%) services.

82-84% of residents using environmental and social services are satisfied with their provision. 78% of
residents using the services of public transport are satisfied with these services.

Satisfaction with the provision of culture and leisure services: the youth using these services more
actively are more satisfied with the provision of culture and leisure services.

Municipalities: the residents of Kupiskis are the most satisfied with the provision of leisure and culture
services (95%) and the residents of the municipality of Silale are satisfied with it the least (77%).

Urban vs rural: urban residents are slightly more satisfied with the provision of culture and leisure
services (U:92%; R:87%).

Groups at social disjuncture: the satisfaction of the retired, the disabled and the unemployed with the
culture and leisure services does not differ from that of other resident groups (R:93%; D:91%; U:86%).

2012 vs. 2011: residents who used particular services provided by municipalities evaluated all services
provided by municipalities more positively.

2009-2012: a more significant improvement in evaluation in the context of the entire Project
implementation period was recorded discussing the services of public transport (2012:78%, 2009:68%),
sports (2012:88%, 2009:80%) and accommodation (2012:64%, 2009:42%).
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The allocation of funding proposed by residents to financially support the services
provided by municipalities

If the residents of municipalities had a nominal budged of 100Lt, they would allocate nearly one fifth of it
(19Lt) to education (kindergartens, schools). Slightly less of the budget (18Lt) would be intended for the
enhancement of social services. The provision of culture and environmental services would be allocated
16Lt each. Residents would allocate the least money for the services of accommodation (6Lt), public
transport (11Lt) and sports (12Lt).

Culture and leisure services: people having higher income, the employed, specialists and office employees
would provide slightly more money for the funding of culture and leisure services.

Municipalities: the residents of Prienai municipality would allocate a slightly higher funding to leisure and
culture services (18Lt). Residents of Silale and Ukmerge municipalities would allocate a slightly smaller
amount (14Lt each).

Urban vs rural: urban and rural residents would allocate the same share of the budget for funding leisure
and culture services - 15-16Lt.

Groups at social disjuncture: the retired, the disabled and the unemployed would allocate a greater part
of the budget to the provision of social services (R:24Lt; D:26Lt, U:21Lt). Culture and leisure services are
slightly less relevant to groups at social disjuncture in comparison to other social groups (R: 16Lt, D:
13Lt, U: 14Lt).

2012 vs. 2011: during the last year, the residents of municipalities would have allocated a slightly greater
share of the budget for funding culture and leisure services (2012:16Lt, 2011:13Lt) and a slightly smaller
amount for funding education services (2012:19Lt, 2011:22Lt).

2009-2012: during the entire period of Project implementation, the share of the budget which the
residents of the municipalities would allocate to the funding of environmental services (2012:16Lt,
2009:14Lt), public transport services (2012:11Lt, 2009:9Lt) and culture and leisure services (2012:16Lt,
2009:14Lt) slightly increased.

Culture and Leisure Services Provided by Municipalities
The usage of culture and leisure services provided by municipalities

The culture and leisure places that the municipality residents visit the most often are culture centers,
leisure halls (41% of residents visit them more than once a year) and public libraries (35% of residents,
respectively). 45% of residents visited libraries at least once during the last year. In comparison to other
places, libraries are visited the most actively.

Residents visit objects of cultural heritage (22% of residents visit them once a year) or museums (21% of
residents, respectively) less often.

Municipalities: the most active libraries’ visitors are the residents of Prienai municipality (at least once a
year: 53%) and the most passive visitors are the residents of Kedainiai and Ukmerge municipalities (38-
39%).

Urban vs rural: urban residents visit public libraries less often than rural residents (visiting a library at
least once a year: U:37%; R:50%).

Groups at social disjuncture: the retired, the disabled and the unemployed visited libraries less often than
the other resident groups during the last year (visited at least once: R:35%; D:31%; U:41%).

2012 vs. 2011: the total number of the municipality residents who visited libraries (2012:45%,
2011:49%). However, the number of those visiting libraries actively (not less than once a month) slightly
increased (2012:22%, 2011:17%).

2009-2012: during the period starting with the beginning of Project implementation, the tendencies and
frequency of the usage of culture and leisure services provided by municipalities generally did not change.

The satisfaction with the culture and leisure services provided by municipalities

While analyzing the change in the evaluation of the provision of culture and leisure services of
municipalities during the last year, the evaluations of residents using the services did not change
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dramatically (only some of the “more satisfied” switched to the “satisfied”). Both the previous and last
year, the biggest share of residents using these services was satisfied with the services mentioned and
the most positively evaluated services were the services of public libraries.

Residents who used respective culture and leisure services provided by municipalities were satisfied the
most with the services of libraries (96%) and museums (92%).

75% of all residents are satisfied with the services provided by libraries.

The satisfaction with the services of the objects of cultural heritage (91%) or culture centers/ concert
halls (87%) is also high (among the residents who used respective services).

Commonly, residents who are using particular services are more satisfied with them, rather than the non-
users.

The satisfaction with services provided by libraries. As it has been mentioned, nearly all residents who
used libraries’ services were satisfied with them. However, females and the youth (15-29 years old) were
more often satisfied with these services than other resident groups.

Municipalities: the residents of Kedainiai municipality are slightly more satisfied with the services provided
by libraries (98%) and those from Silale municipality are satisfied slightly less (93%).

Urban vs rural: the satisfaction with the services provided by libraries does not differ in urban and rural
areas (96% each).

2012 vs. 2011: the satisfaction of residents who used libraries’ services during the last year did not
change (2012:96%, 2011:95%).

2009-2012: during the period starting with the beginning of the Project implementation, the satisfaction
with culture and leisure services provided by municipalities basically did not change.

The allocation of funding proposed by residents to financially support the culture and
leisure services

If the residents of municipalities had a nominal budged of 100Lt, for funding culture and leisure services,
they would allocate the biggest amount of the budget - one third of it (32Lt) - to funding culture centers
and leisure halls of municipalities.

Residents would allocate slightly more than one fourth of the budget for (27Lt) funding libraries, 22Lt for
funding culture heritage and 19Lt to museums and galleries.

Residents who used particular services tend to allocate a greater funding to those services, rather than
the non-users.

Funding of public libraries: all resident groups would allocate a similar share of the budget (approximately
27Lt) to support libraries in their municipalities. PIA users in libraries would allocate mainly the biggest
part of the nominal budget - 32Lt - to public libraries. Residents of age 30-39 would also allocate more
money to libraries (30Lt).

Municipalities: residents of Silale municipality would allocate a slightly bigger funding to public libraries
(28Lt) and residents of Ukmerge municipality would provide a slightly smaller financial support (25Lt).

Urban vs rural: urban and rural residents would allocate the same share of the budget for funding public
libraries —26-27Lt.

Groups at social disjuncture: in the context of culture services (in lack of choice for social services), the
way the retired, the disabled and the unemployed allocate budget for public libraries does not differ from
the opinion of the general population (R: 27Lt, D: 28Lt, U: 28Lt).

2012 vs. 2011: no changes of residents allocating funding to public libraries was recorded during the
research year (2012:28Lt, 2011:28Lt).

2009-2012: during the period from the beginning of Project implementation, the budget allocated by
residents to libraries did not change.

Communication with Local Municipality

The frequency of approaching the municipality
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During the last year, every second resident of the municipality (50%) approached it. One fifth (18%) of
residents approached a municipality once a year and one fourth of residents (24%) approached it 2-4
times. 8% of residents approached a municipality 5 times or more.

Socio-demographic characteristics of those approaching municipalities: people interested in municipalities
are more often females and residents of average age (30-49 years old).

Municipalities: during the last year, the residents of Prienai municipality approached the municipalities
slightly more often (57%) and residents of Kupiskis and Kedainiai municipalities - slightly less often
(46%).

Urban vs rural: rural residents approach municipalities slightly more often (U:47%; R:53%).

Groups at social disjuncture: during the last year, most of the unemployed and every second disabled
approached municipalities. In comparison to other resident groups, there were slightly less of the retired
who approached municipalities (R:48%; D:54%; U:65%).

2012 vs. 2011: during 2011, more people interested approached municipalities than in 2010 (2012:50%,
2011:43%).

2009-2012: during the period from the beginning of Project implementation, the share of residents who
approached the local municipality at least once was growing (2012:50%, 2009:38%).

Issue due to which the municipality was approached the last time

Most of the residents who approached municipalities last time approached them because of a particular
service (63%). One fourth of the residents (25%) looked for help, a piece of advice or a consultation in
the municipality.

Urban vs rural: the issues solved by urban and rural residents in municipalities basically do not differ.
Most of the residents approach municipalities due to particular relevant questions that they have.

2009-2012: the reasons for approaching municipalities generally did not change during the research year.

The ways of approaching municipalities

The prevailing way of approaching municipalities is visiting them (94%). 4% of residents called
municipalities and only 0,3% of residents sent online requests (e-mails or requests in municipality’s
website).

Urban vs rural: in both urban and rural areas, the municipalities are approached by visiting them directly
(U:96%; R:92%).

Groups at social disjuncture: the ways the retired, the disabled and the unemployed approach
municipalities do not differ from those of other residents — the most often they communicate with people
from municipalities by visiting them directly (R:94%; D:93%; U:95%).

2009-2012: the ways of approaching municipalities did not change during the Project implementation
period.

The evaluation of the quality of resident service and the provision of services in
municipalities

Three fourths of municipalities’ residents who approached a local municipality either personally or on the
telephone evaluated the quality of service positively (75% each).

2012 vs. 2011: the evaluations of the quality of the service of both personal kind and on the telephone
improved (personally: 2012:75%, 2011:62%; on the phone: 2012:75%, 2011:47%).

Urban vs rural: rural residents who approached a municipality personally evaluated the quality of service
slightly better than urban residents (U:66%, R:80%).

The quality of services provided was evaluated by residents of municipalities slightly better when
considering approaching the municipality in person rather than making a call (the quality of services
provided was evaluated as good by 71% and 64% of respondents, respectively).
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2012 vs. 2011: the evaluations of the quality of service provision both personally and on the phone
improved (personally: 2012:71%, 2011:60%; on the phone: 2012:64%, 2011:38%).

Urban vs rural: most of both urban and rural residents evaluated the quality of services provided by
municipalities when approached in person as meeting their expectations (U:69%, R:73%).

The Peculiarities of Internet Usage
The usage of Internet

64% of residents of municipalities are using the Internet.

Municipalities: the residents of Prienai municipality are using the Internet slightly more actively (70%)
and those of Silale are using the Internet more passively (60%).

Urban vs rural: there are more Internet users among urban residents (U:68%; R:61%).

Groups at social disjuncture: only 17% of the retired and every third disabled (31%) is using the
Internet. Internet usage by the unemployed does not differ significantly from other groups (58%).

2012 vs. 2011: the share of Internet users did not change during the last year (2012:64%, 2011:63%).

2009-2012: during the Project implementation period, the share of residents of municipalities using the
Internet increased slightly (2012:64%, 2009:58%). During the four years, Internet usage grew more in
rural areas (2012:61%, 2009:54%), rather than in urban areas (2012:68%, 2009:64%).

The intensity of Internet usage

Three fourths (72%) of residents who use the Internet are active Internet users - they use Internet every
day. Nearly one fifth (19%) of residents use the Internet at an average frequency - a few times per
week. 10% of residents use the Internet passively — once a week or less often.

Municipalities: residents of Ukmerge municipality use the Internet slightly more actively (79% of
residents are using the Internet every day).

Urban vs rural: urban residents use the Internet more actively than rural residents (on a daily basis:
U:75%; R:69%).

Groups at social disjuncture: 52% of the retired Internet users, 59% of the disabled Internet users and
62% of the unemployed Internet users use the Internet every day (R:52%, D:59%, U:62%). In other
words, although only a small share of residents considered as those at social disjuncture (especially the
retired) are using the Internet. However, after starting using the Internet, it is used relatively actively.

2012 vs. 2011: the intensity of Internet usage in municipalities that participated in the research increased
slightly during 2011-2012. In other words, more Internet users started using the Internet every day
(2012:72%, 2011:68%).

2009-2012: the activeness of Internet usage increased during the Project implementation (on a daily
basis: 2012:72%, 2009:63%). The activeness of Internet usage increased in both urban (on a daily
basis: 2012:75%, 2009:67%) and rural (on a daily basis: 2012:69%, 2009:61%) areas.

The opportunity to use the Internet at home or at work

A bigger share of the residents of municipalities (64%) has the opportunity to use Internet at home or at
work. Nearly all of those who have such an opportunity have Internet access at home (63%). 12% of
residents have the opportunity to use the Internet at work as well.

Socio-demographic characteristics of residents who do not have the opportunity to use the Internet: the
opportunities to use the Internet mostly relate to the age of the residents (the youth have the greatest
opportunities to use the Internet and seniors have the smallest ones), their income (residents receiving
lower income have smaller opportunities to use the Internet at home or at work) and occupation (the
unemployed and people from groups at social disjuncture more often do not have the opportunity to use
the Internet at home or at work).
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Municipalities: more residents have the opportunity to use the Internet at home in the municipalities of
Prienai (69%) and Kedainiai (68%). In the municipality of Kupiskis there are slightly more residents who
do not have the opportunity to use the Internet neither at home, nor at work (42%).

Urban vs rural: urban residents have slightly better opportunities to use the Internet at home or at work
(U:68%; R:62%).

Groups at social disjuncture: in comparison to other resident groups, the retired have substantially
smaller opportunities to use the Internet at home or at work. Every third disabled and every second
unemployed has the opportunity to use the Internet at home or at work (have the opportunity: R:20%;
D:37%; U:54%).

2012 vs. 2011: in 2011, slightly more residents had the opportunity to use the Internet at home
(2012:63%, 2011:60%).

2009-2012: during the Project implementation period, the opportunities of residents to use the Internet
at home were gradually increasing (2012:63%, 2009:49%). In the perspective of four years, Internet
penetration in households was especially intense in rural areas (2012:61%, 2009:46%). The
opportunities to use the Internet at home in urban areas increased as well (2012:66%, 2009:55%).

Places where residents use the Internet

The most (58%) of residents of municipalities use the Internet at home. 11% of residents use the
Internet at work and 10% of residents use it at educational institutions or libraries.

Municipalities: the greatest number of people using the Internet in libraries is among the residents of
Kupiskis municipality (14%) and the lowest number of those - among the residents of Kedainiai
municipality (6%).

Urban vs rural: although only a small share of either urban or rural residents are using the Internet in
public libraries, rural residents use the Internet in libraries more often than the urban ones (U:6%;
R:12%).

Groups at social disjuncture: only single retired or disabled use the Internet in libraries (R:3%; D:1%).
The way the unemployed use the Internet in libraries reflects the general level in the country how
residents use the Internet (12%).

2012 vs. 2011: Internet usage in libraries did not change during the year (2012:10%, 2011:10%).

2009-2012: the usage of Internet in libraries by residents mainly did not change during the entire Project
implementation period (2012:10%, 2009:10%). A slightly bigger flow of Internet users in libraries was
recorded in 2010 (2010: 13%). Internet usage in urban libraries slightly diminished (2012:6%, 2009:8%)
and did not change in rural libraries (2012:12%, 2009:12%).

The Usage of Websites of Municipalities’ Institutions

A small share of residents of the municipalities is visiting Internet websites of municipalities’ institutions.
Slightly more residents (22%) visited the websites of the municipalities and substantially fewer residents
visited the websites of other institutions of municipalities (3%), libraries (8%) or museums (6%).

Visiting libraries’ Internet websites: the most active Internet users - the youth - visited libraries’ websites
more often and seniors — the least often. Every third PIA user in libraries (33%) also visited libraries’
websites.

Municipalities: the residents of Kedainiai municipality visited libraries’ Internet websites slightly more
often than the residents of other municipalities (26%).

Urban vs rural: rural residents visited libraries’ Internet websites slightly more often than urban residents
(U:7%; R:9%).

2012 vs. 2011: visits to libraries’ Internet websites did not change during the last year (2012:8%,
2011:9%).

2009-2012: visits to libraries’ Internet websites remained low in numbers during the entire Project
implementation period (2012:8%, 2009:7%).
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The Usage of E-services

The awareness of e-services

From all the e-services offered, residents are aware the most of the ones related to one’s social situation:
the opportunity to make online appointments at doctors’ (59%), the opportunity to find information online
regarding benefits and how to get them (54%), information about receiving various compensations,
fulfilling applications (53%), registering civil status (51%) and organizing the general education of
children, youth and adults (46%).

The awareness of all services related to the management of one’s wealth or property is similar.
Depending on a particular service, 33-39% of residents are aware of them. Relatively more residents
(39%) are aware of the service of the supervision of the building usage and the issue of construction
work. Relatively less known service (33%) is the implementation of government guarantees to tenants
who are leaving the houses or flats returnable to their owners.

The awareness of e-services related to the opportunity to provided particular services is also similar (it
fluctuates from 41% to 35%). Relatively more residents (41%) are aware of the opportunity to receive
information about the occupation or residents, the organization of gaining or changing qualification or the
organization of public or seasonal works. Relatively fewer residents are aware of the provision of
information regarding the organization of heating and drinking water provision and the collection and
cleaning of the outgo (35%).

Urban vs rural: the awareness of all services provided by municipalities basically does not differ between
urban and rural residents.

2012 vs. 2011: the awareness of all services provided by municipalities increased during the last one
year.

The usage of e-services provided by municipalities

While looking in general at the usage of online services provided by municipalities by residents or their
family members, one service used by residents the most often distinguishes - making appointments at
doctors’. 7% of residents are using this service themselves and 5% of residents indicated that their family
members used this service.

All other services were used by single residents (not more than 3%).

2011 vs. 2010: the usage of e-services provided by municipalities basically did not change during the last
year. In other words, it remained at the same low level.

The place where online services of municipalities are used

The vast majority of residents using these services use them from home (32%). Even every second
Internet user (47%) indicated that although he/ she uses the Internet, he/ she does not use the online
services offered by the municipality.

5% of residents are using the services provided by municipalities in libraries.

Urban vs rural: the usage of e-services generally does not differ between urban and rural libraries (U:4%;
R:6%).

2012 vs. 2011: the usage of online services of municipalities in libraries did not change during the year
(2012:5%, 2011:6%).

2009-2012: the usage of online services of municipalities in libraries did not change during the entire
Project implementation period (2012:5%, 2009:5%). The share of residents of municipalities who have
the opportunity to use the Internet, but who are not using the online services provided by municipalities,
increased during the period of 2009-2012 (2011:31%, 2009:21%).
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4. Characteristics of the Residents of Municipalities
who Participated in the Survey

During the research of residents of
municipalities, residents of 5
municipalities (Kedainiai, Kupiskis,
Prienai, Ukmerge and Silale) were
interviewed. 400 residents were
interviewed in every municipality.

51% females and 49% males were
interviewed during the research.

Similar shares of residents of 15-34
years old and 55-74 years old (29%
and 32%, respectively) were
interviewed. The share of residents of
35-54 years old is relatively bigger
(39%).

Nearly every second resident who
participated in the survey has
secondary or special secondary
education. 22% of the interviewed
have primary or basic education and
31% of the interviewed have higher
education or a university degree.

62% of residents of municipalities are
currently unemployed. Meanwhile, the
share of the unemployed country wise
is smaller (54%).

The greatest share of the unemployed
residents is the unemployed (21%)
and the retired due to age (18%).

Average monthly income per person
of one fourth of the residents who
participated in the survey (24%) are
only 400 Lt. 43% of residents of
municipalities have 401-800 Lt of
monthly income per person for
disposal and 24% of residents have
the highest income (over 800 Lt) *.

In rural areas 0 in villages having up
3000 of residents - a greater share of
residents (59%) was interviewed.
12% of residents were interviewed in
small towns and 29% of residents
were talked to in cities.

Region
Municipality of Silale region 20%
Municipality of Ukmerge region 20%
Municipality of Kupiskis region 20%
Municipality of Prienai region 20%
Municipality of Kedainiai region 20%
Gender:
Male 51%
Female 49%
Age:
15 - 34 years old 29%
35 - 54 years old 39%
55 - 74 years old 32%

Education
Primary, basic
Secondary, special secondary 47%

Higher

University degree
Are you currently employed?

Yes 38%
No 62%

Top or middle level manager

Social status

Specialist, office employee 15%
Worker, technical worker 18%
Housewife, on maternity leave
Student
Schoolchild

An unemployed registered at the job center 21%
Retired due to disability
Retired due to age 18%

Farmer

Self-employed
Average monthly income per family member
Under 400 Lt
401 - 800 Lt
Over 800 Lt
Did not indicate
Number of residents 1
10 001 - 50 000 29%
3 000 - 10 000 12%
Under 3 000 59%

Urban 41%
Rural 59%

43%

Number of residents 2

! While analyzing the data according to the average monthly income per family member further on in the
report, the following terms are used: /ow income — when monthly income per member of a household
which is under 400Lt; average income - when monthly income per member of a household are 401-
800Lt; high income - when monthly income of a household member are over 801Lt.
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5. The Usage of Services Provided by Municipalities
and Their evaluation

5.1. The Usage of Services

- The greatest share of residents of municipalities use
environmental services -

Almost all residents of municipalities who

were interviewed used one of the services The usage of services provided by
provided by municipalities during the last 12 municipalities(during the last 12 months)
months. The most frequently used services % of all of the interviewed

are  environmental services (collecting F g

rubbish, cleaning the streets, etc.) (95%). §81§;Q;§8‘1’§ '3833;2;3833

However, in comparison to other services
(e.g. culture and leisure, social, sports or
accommodation services), the usage of
environment related services is passive. In
other words, these services are usually
provided independently from the wishes or
opinion of the individual.

95%
N 94%
| 88%
88%

Environmental services

Public transport services

. . Culture and leisure services
Slightly more than every second resident of

the municipality who was interviewed used
the culture and leisure services of
municipalities (60%). In other words, he or
she visited museums, libraries, parks, etc. A
similar share (57%) of residents used public
transport services during the last year.

Sports services

Education services

The usage of more specialized services of
municipalities is used by residents less often:
education (42%), social (33%) or sports
(31%) services.

Social services

Accom odation services

The least residents used the services of social

accommodation (3%). Other services

Other services provided by municipalities that

were used by residents during the last year

included planning, declaring land or other wealth, territory planning, approaching State Enterprise Center
of Registers, preparing geodesic plans and arranging documents for purchasing land and medicine related
services.

While comparing the usage of services provided by municipalities according to different socio-
demographic characteristics, the following peculiarities regarding the usage of various services provided
by municipalities were recorded:

= Public transport was slightly more often used by schoolchildren, students and the retired and also
by people having lower disposable income.

2 Specialists, office employees, housewives, schoolchildren and students and people having higher
disposable income visit museums, libraries and parks and use other culture and leisure related
services more often.

Males, specialists, office employees or students tend to use sports services more often.

Educational services are more used by residents of 15-19 years old and their parents - people
aged 30-49, workers, housewives and people having lower disposable income.
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2 During the last year, social or accommodation services were used the most often by residents of
15-49 years old, people having lower disposable income, housewives, schoolchildren or the
unemployed.

In comparison to 2010, slightly more residents used the culture and leisure services provided by
municipalities. However, there were less people who used educational services. In terms of the changes
that took place during the four years of Project implementation, no major changes regarding the usage of
services provided were recorded.

The usage of services of municipalities is very similar in urban and rural areas. Only slightly more of
urban residents are using sports services. During the last one year, there were more of urban residents
who used social services provided by municipalities and in rural areas there were slightly more of
residents who use culture and leisure services. During the last 12 months, residents of rural areas used
the educational services provided by municipalities less often than a year ago.

The usage of services provided by governments (during the last 12 months)

% of the interviewed of the target groups

Urban residents ®2012 ®2011 Rural residents
2012, n=820 2011, n=855 ®2010 2009 2012, n=1185 2011, n=1168
2010, n=838 2009, n=791 2010, n=1180 2009, n=1234

Environmental services

Public transport services

Culture and leisure
services

Sports services

Education services

Social services

Accomodation services

Other services

5.2. The Evaluation of Services

During the research, the residents of municipalities were asked to evaluate how satisfied they were with
various services provided by municipalities irrespective of the fact whether they were using these services
or not. While analyzing the answers of most of the respondents, the greatest share of them was satisfied
with the provision of environmental (81% of people were satisfied or nearly satisfied with this service),
culture and leisure (72%) and education (67%) services. Residents are satisfied the least with the quality
of accommodation (24%) services.

The analysis of the data collected during the research and presented above regarding the satisfaction with
the services provided by municipalities is difficult due to a great share of residents who were unable to
express their opinion about the services analyzed. Therefore, it is more purposeful to analyze the
satisfaction with the services in the context of the residents who were able to evaluate these services.
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The vast majority of residents who evaluated the services provided by municipalities were satisfied with
the provision of these services.

Residents are the most satisfied with the following services provided by municipalities: education, culture
and leisure services and social services (satisfied or nearly satisfied: 93%, 88% and 87% of residents,
respectively). The provision of sports and accommodation services (85% each) meets the expectations of
the residents less. Relatively the least residents are satisfied with the provision of environmental (82%)
and public transport (76%) services.

In comparison to the research data of 2011, the satisfaction with all services provided by municipalities
increased dramatically and reached the level of 2010 again. However, we cannot be talking about a
significant improvement of the evaluation of services in the context of four years (the improvement was
only recorded while discussing the evaluation of the provision of accommodation and social services).
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The satisfaction with services provided by

municipalities

% of all those who evaluated the satisfactionwith a
particular service

B Dissatisfied

= More satisfied

= More dissatisfied

= Satisfied

30%

2012, n=1972 pRIFECTINEL 50% |
Environmental 2011, n=1973 149% 33% 43%
services 2010, n=1925 24% 56%
2009, n=1984 13% 25% 51%
2012, n=1610 13% 30% 46%
Public transport 2011, n=1633 20% 34%
services 2010, n=1516 13% 23% 46%
2009, n=1716
2012, n=1627 Yo 8% 31%
Culture and leisure 2011, n=1628 & . L0 40%
services 2010, n=1622 B} GREONSEL
2009, n=1755 e i SRl
2012, n=1329 o
. 2011, n=1333 M L0 39%
Sports services 2010, n=1369 FEIEEIEESTT
2009, n=1599 WLl cllEEl)
2012, n=1398 | i)
) . 2011, n=1525 el 34%
Education services
2010, n=1511 W AR Al
2009, n=1/17 pELIANRISILA
2012, n=1119
Social services 2011, n=1295
2010, n=1086
2009, n=1482
2012, n=572
Accomodation 2011, n=798
services 2010, n=421
2009, n=876

Usually, respondents who used
particular services are much
more satisfied with them,
rather than those who have
not used them.

The tendencies of service
evaluation by residents who
used the services generally do
not differ from all respondents
who evaluated the services.
The most positively evaluated

services are education,
culture, leisure and sports
services and the most

negatively evaluated services
are accommodation and public
transport services.

It is interesting that the factor
of using a particular service
has a different impact on the
evaluation of services. The
usage of service determines

The satisfaction with the services provided by

Environmental
services

= Satisfied

the government
% ofthe interviewed of the target groups

= Dissatisfied Difficult to say

Used, n=1913..
Did not use, n=92

Public transport
services

Used, n=1136..
Did not use, n=869

43%

Culture and leisure
services

Used, n=1173..
Did not use, n=832

0% 43%

Sports services

Used, n=574.

Did not use, n=1431 % 46%

Education services

Used, n=801..
Did not use, n=1204

Social services

Used, n=640..
Did not use, n=1365

Accomodation services Did not use, n=1944

Used, n=61..
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the evaluation of this service the most when considering education, social and accommodation services.
The differences of evaluations of these services between the residents who used these services during the
last year or who did not use them are the biggest.

While analyzing the satisfaction with the services based on different socio-demographic characteristics,
the tendencies remain similar to those while analyzing the usage of particular services.

Residents who used particular services of municipalities during the last year evaluated all services
provided by municipalities better. However, during the entire Project implementation period a more
significant improvement in evaluation was only recorded while analyzing the quality of the education and
accommodation services.

The satisfaction with services provided by
municipalities
% of all those who evaluated the satisfactionwith a
particular service

H Dissatisfied " More dissatisfied
=More satisfied = Satisfied

2012, n=1972 QL TSR

Environmental 2011, n=1973 149 33%
services 2010, n=1925 10%  24%
2009, n=1984 ¥ 13% 25%
2012, n=1610 13%  30%
Public transport 2011, n=1633 ‘o I 20% 34%

services 2010, n=1516 Yo [ 13% 23%
2009, n=1716 [
2012, n=1627 g . =i
Culture and leisure 2011, n=1628 [ a8l 40%
services 2010, n=1622 By EEARVELE
2009, n=1755 RUIELANEEES
2012, n=1329 B D
2011, n=1333 & 0 39%
2010, n=1369 WLl il
2009, n=1599 |[FT EIAEEL
2012, n=1398 oA
2011, n=1525 [ 34%
2010, n=1511 W ARERA R
2009, n=1717 e/ BGLARRALT
2012, n=1119
2011, n=1295
2010, n=1086

Sports services

Education services

Social services

2009, n=1482

2012, n=572

Accomodation 2011, n=798
services 2010, n=421
2009, n=876
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- Urban residents are satisfied more than rural residents with the
provision of public transport and sports services -

While comparing the satisfaction with the services provided by municipalities in urban and rural areas, we
may make an assumption that the system of transport and sports services is developed and supported
better in urban areas (more urban residents are satisfied with the provision of these services than rural
residents). Both urban and rural residents are equally satisfied with all the other services provided by
governments.

It is also important to note that the satisfaction with all the services provided by municipalities increased
in 2011 (it came back to the level of 2010) in both urban and rural areas.

The satisfaction with the services provided by municipalities
% of all those who evaluated the satisfaction with a particular service
m Dissatisfied = More dissatisfied
Urban Rural
B More satisfied B Satisfied

2012, n=809 2012, n=1163
SFEMEEEEA 2011, n=825  Environmental 2011, n=1148
2010, n=822 services 2010, n=1104
2009, n=782 2009, n=1202
2012, n=617 2012, n=993
2011, n=630 Public transport 2011, n=1003
2010, n=614 services 2010, n=902
2009, n=630 2009, n=1086
2012, n=645 2012, =982
2011, n=657 Culture and leisure 2011, n=971
2010, n=699 services 2010, n=923
2009, n=662 2009, n=1093
2012, n=563 2012, n=766 |G L B
3% PSPV EE 2011, n=571 ) 2011, n=762
TR 2010, n=612  OPOMS Services o, 757
SRR EEPEEA 2009, n=590 2009, n=1009
64% PLL/ Al 2012, n=550 PRI % % 23% 1/0%1 |
SRR A 2011, n=634 ) ) 2011, n=891
2010, n=614 Cducation services ., " _oo;
G 2009, n=630 2009, n=1087
'56% | LA/ 2012, n=459 2012, n=660
VL VL) 2011, n=521 ) ) 2011, n=774
46% FI MR 2010, n=431 Soclal services 2010, n=655 ; % % %
45% PI = EE 2009, n=533 2009, n=949 139 on 439
52% | 33% 10% 5% Ikl 2012, n=338  |WATMCETS 2000 e |
00/ AU 2011, n=338 Accomodation 2011, n=460 6% A0, A%, /a
2010, n=203 services 2010, n=218 30k 0% 9oy 4104
2009, n=275 2009, n=601 9  14% A47%
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5.3. The Allocation of Funding Proposed by Residents to

Financially Support the Services Provided by

Municipalities

- Residents of municipalities would allocate the greatest financial

support to education and social services -

Residents of municipalities were asked to indicate how they
would distribute a nominal budget of 100 litas for all services
provided by their municipality. While analyzing the average
sum of money allocated to a particular service, we see that
the greatest financial support, in the opinion of residents,
should be allocated to education services. Residents would
allocate nearly one fifth of the total service budget for this
service (18,9Lt). a slightly smaller share of the total budget
would go to social services (17,6Lt).

Residents of municipalities would allocate environmental
(16,4Lt) and culture/ leisure (15,8Lt) services one sixth of
the nominal budget each. Slightly less money would be
allocated to support sports and public transport services
(12,4Lt and 11Lt, respectively). The smallest funding would
be allocated to the social accommodation services (6 Lt).

Financial support to various services provided by
municipalities is closely related to the usage of particular
services. A person who is using a particular service tends to
allocate a greater budget to its funding than a person who
has not used this service. The most influence of the service
usage on the size of the budget allocated is while discussing
the sports and social accommodation services.

- This year, residents would allocate a
greater funding to culture and leisure
services -

The distribution of financial support for
services provided by municipalities
Averages are calculated based on the

number of all of the interviewed
mUsing
mNot using

The distribution of financial support for

services provided by municipalities
Averages are calculated based on the number
of all of the interviewed

® 2012, n=2005
®2010, n=2018

Environmental services

Public transport services

Culture and leisure
services

Sports services

Education services

Social services

Accomodation services

Other services

®2011, n=2023
2009, n=2025

Environmental
services

n=1913 16,4 Lt
n=92 16,5 Lt

Public transport
services

n=1136 13,5 Lt
7,7 Lt

Culture and leisure
services

n=869
n=1173 18,5 Lt
11,7 Lt

n=832

n=574
Sports services 20,7 Lt
n=1431
' i n=801 24,11t
Education services .
n=1204 15,2 Lt
n=640
Social services 23,6Lt
n=1365 14,7 Lt
n=61 18,3 Lt

Accomodation services

n=1944

Other services

n=248
n=1757 |

In comparison to the previous year, during the
last year, residents would allocate averagely a
greater part of the nominal budget to culture and
leisure services. Meanwhile, the funding of
education services, according to the will of
residents, would decrease.

During entire Project implementation period, the
share of the budget of 100Lt intended for funding
environmental, public transport and culture and
leisure services slightly increased.
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Tendencies of providing financial support to various services are similar in urban and rural areas,
however, urban residents would allocate a slightly greater sum to support the provision of social services

and rural residents would allocate a greater share of the budget to the development of public transport
services.

Moreover, in comparison to the previous year, during the last year, urban residents would allocate a
relatively lower sum of money for funding educational services. Meanwhile, in rural areas, the funding of
environmental and culture and leisure services would grow.

The distribution of financial support for services provided by municipalities
Averages are calculated based on the number of all of the interviewed

Urban E2012 ®2011 Rural
[ ]
2012 (n=820), 2011 (n=855), 2010 72009 5515 (h=1185), 2011 (n=1168),
2010 (n=838), 2009 (n=791) 2010 (n=1180), 2009 (n=1234)

Environmental
services

Public transport
services

Culture and leisure
services

Sports services

Education services

Social services

Accomodation
services

Other services
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6. The Usage of Culture and Leisure Services
Provided by Municipalities and Their Evaluation

6.1. The Usage of Culture and Leisure Services

- Although the general number of Ilibraries’ visitors slightly
diminished, the share of libraries’ visitors who visit them frequently
slightly increased -

In terms of the usage of culture and leisure The frequency of culture and leisure
services, the most often, the residents of services provided by municipalities
municipalities visit culture centers and leisure % of all of the interviewed

halls (62% of residents have visited those). The

Ieasot residents visited museums and galleries B At least once a week

(31%). = 1-2 times per month
2-3 times in 6 months

At least once a year

46% of residents of municipalities used Have not used

libraries” services during the last year. It is ® There is no such service (the service is unavailable)
important to note that every second visitor of a 2012 8% 21% 3%
library visits it not less than once a month.

There);ore, in the context of culture and leisure  VISiting museums or 2011 — = 4%
services provided by municipalities, services galleries 2010 9%21% 65% 3%
provided by libraries are used more often by 2009 9% 21% 65% 1%
residents. It was noticed that the total share 2012 17%22% 5204 3%
residents who visited libraries in 2011

diminished. It was due to the diminished share Visiting objects of 2011 b 93% kL
of people who were visiting libraries rarely (a cultural heritage 3010 12% 29%  52% 2%
few times a year). Meanwhile, the share of 2009 18% 25%  52% 1%
libraries’ visitors visiting a library not less often 012 13% 10% [53%] 1%

than once a month slightly increased.
20% 12% 48% 3%

12% 8%  59% |
14%10%  54% |

Visiting public 2011
People having higher disposable income, libraries 2010
specialists, office employees, managers, 2000
schoolchildren or students use all leisure and

2012

Visiting culture 2011

. . centers and leisure
In comparison to the previous year, the number halls 2010

of residents visiting libraries, galleries or 2000 [I7A
museums diminished slightly. Moreover, during
the last year, objects of cultural heritage were  x 2012 (h=2005), 2011 (n=2023),
visited more actively. 2010 (n=2018), 2009 (n=2025)

29% 21% 37% 1%
26% 25% 38% 3%
28% 21%  40% |
30%  20% 35% 1%

culture related services slightly more often.

During the period from the beginning of Project
implementation, the tendencies and the frequency of the usage of culture and leisure services provided
by the municipality generally did not change.
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- During the last year, rural residents visited libraries more often
than urban residents -

While analyzing the peculiarities of the usage of culture and leisure services provided by municipalities
among urban and rural residents, it was noted that slightly more of urban residents indicated that they
visited museums and galleries and slightly more of rural residents indicated that they visited public
libraries. In terms of residents visiting public libraries, in 2011 there were less urban residents visiting
them than during the previous year. The frequency of rural residents visiting public libraries did not
change.

In 2011, almost all services provided by municipalities were used by slightly less urban residents than in
2010. Only objects of cultural heritage were visited by urban residents slightly more often than during the
previous year. Slightly more rural residents visited culture centers, leisure halls and objects of cultural
heritage during the last year. Rural residents visited libraries more often during the last year as well.

The frequency of culture and leisure services provided by municipalities

% of the residents of the target groups
m At least once a week

m1-2 times per month

m2-3 times in 6 months

Urban Rural
2012 (n=820), 2011 (n=855), At least once 3 year 2012 (n=1185), 2011 (n=1168),
2010 (n=838), 2009 (n=791) 2010 (n=1180), 2009 (n=1234)
[1% 22% 9% X 2012 2012 8% 20% 67% 4%l
Ho% 59%  28% 9% 2011 Visiting museums or 2011 K 5% 22%  65% 6%
[1% 64% 21%11% 2010 galleries 2010 7% 21% 65% 5%
| 63% 21% 11% 2009 2009 8% 22%  67% 2%

2012 2012
B% 51% 33% 9% 2011 Visiting objects of cultural 2011
h% 53% 27% 2010 heritage 2010 11% 30% 51% 2%
[1% 48%  23%22 2009 2009 75 % 26%  55% 2%
1% |60% [11%11% 2012 2012 | B BE15% 8% 49% 1%
20t Visiting public libraries R mem— a8% 4o
2010 2010 ERAPLAH%8%  58%

58% 11%13° 2009 CEPEIEVi4%9%  52%

20%  35%2%
1% 35% 26%3 Visiting culture centers El51128%23% 40% 5%
[37% 1 20% BEEEEA 2010 and leisure halls 2010 [EEPNETB5% 23%  42% 1%

SEL18%21% 51% 5%
¥ 7% 25% 58% 8%

|1% 53% 24% 15%:

36% 19% 30% 100 LN 5% 8% 21% 34% 24
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6.2. The Evaluation of Culture and Leisure Services

- ReSidentS Of muniCipa”tieS are The satisfaction with the culture and
icfi i leisure services provided in
the r_nost sat|§f|ed W|th the_ ol b
services provided by libraries - % of all of the interviewed
B Dissatisfied More dissatisfied

The vast majority of residents are satisfied with the
culture and leisure services provided by .
municipalities.  Only  single residents were Difficult to say

dissatisfied with these services. 2012 la%e 219 45% 1 29%
2011 |3% 36% ['33% | 27%

Not less than two thirds of residents were satisfied Museums or galleries

More satisfied m Satisfied

with the services of public libraries (75%), services 2010 2% 20% 40%  35%
of culture centers and leisure halls (72%), services 2009 EU27% INAERN 23%
of objects of cultural heritage (70%) and the work 2012 |5% 21% | 49% [ 249%

1 [o)
of museums or galleries (66%). Objects of cultural 2011 7% 35% I29% 27%

heritage 2010 E76% 2380NE6TI 21%

Analyzing the culture and leisure services is the

same as analyzing the satisfaction with all services 2009 7%30% [[11144% 11 16%
provided by municipalities. In order to compare 2012 |3%18% 57% | 22%
howd various selzjvicesd meeIt expec;atior:\s 01f= N 2011 | 3%31% [ 46% | 19%
residents, we would need to eliminate the share o ublic libraries
donte, - Lo 2010 [3%17% 50% | 28%

residents who did not express their opinion.

2009 |4% 25% 5% 1 18%
While analyzing the opinion of residents who 2012 9% 21%  50% = 16%
evaluated culture and leisure services, we noticed ¢ 1. o canters and 2011 [l6% 379  IINEGORNIN15%
thaF t.he majority of reS|d¢nts of mu'n|C|paI|t|es were leisure halls 5010 6%23%  48%  17%
satisfied with the services provided by public
libraries (73% of respondents were satisfied and 2009 ] 6% 29% [[111150% 11%

another 23% were more satisfied). % 2012 (n=2005), 2011 (n=2023)

2010 (n=2018), 2009 (n=2025)

The satisfaction with the culture and leisure
services provided in municipalities

% of all the respondents who evaluated the usage of a Although the vast majority of residents were
particular service also satisfied with the provision of other culture

and leisure entertainment activities provided by

= Dissatisfied More dissatisfied municipalities, however, the level of satisfaction

is slightly lower (the shares of people who

More satisfied ™ Satisfied indicated that they were satisfied were lower

and the shares of those who were more satisfied
2012, n=1409 |5%  30% NI 65%! NN were higher) as while evaluating the satisfaction
2011, n=1439 J4% 49%  WESHIN  with public libraries.

2010, n=1318 ) 3% s09NINNNGI%IN
2009, n=1561 350 s While evaluating the changes of evaluation of

Museums or galleries

culture and leisure services provided by
2012, n=1527 27% [ 6a% [ municipalities in 2011, it was noted that

Objects of cultural 2011, N=1435 48% PEE9%  substantially more residents were satisfied with

heritage 2010, n=1587 8% 29%  58% the provision of all services. During the process

2000, n=1608 US98 365 IS ANNN of PFOJEFt |mp_Iementat|on, the ggneral Ieve.I of
satisfaction with culture and leisure services

2012, n=1562 |4% 237NN 73% mainly did not change, but the share of

2011, n=1611 |3%39% G700 residents who had no doubts regarding a
Public libraries e ; ; ;

2010, n=1445 [4% 230NoaN positive evaluation of these services slightly

increased (“satisfied”).
2009, n=1651 5% 31% NG

2012, n=1669 [I11 119206000000 0% N
Culture centers and 2011, n=1684 8% 43% [146%
leisure halls 2010, n=1677 [/ 8% 28% 585
2009, n=1796 A7 7% 33% IINNSENN
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The satisfaction with the culture
and leisure services provided by
municipalities is related to the
usage of respective services. In
other words, residents are more
satisfied with those services
that they had used. Meanwhile,
there are less of the satisfied
with particular services among
those people who had not used
respective services.

The satisfaction with the culture and leisure
services provided in municipalities
% of the surveyed ofthe target groups

Museums or
galleries

m Satisfied u Dissatisfied
Difficult to say

Used (n=592)

Not used (n=1137)

Objects of cultural
heritage

Used (n=869)

Not used (n=1055)

Public libraries

Used (n=873)

Not used (n=1096)

Culture centers
and leisure halls

Used (n=1213)

Not used (n=757)

While comparing the change of the evaluation of culture and leisure services provided by municipalities in
2011, the evaluation of services by residents who used these services does differ significantly (only some
of the more satisfied shifted to the satisfied). Both in 2010 and 2011, the vast majority of residents who
used particular services were satisfied with the provision of them. The most positively evaluated services

were those of public libraries.

The satisfaction with the culture and leisure
services provided in municipalities

% of all the respondents who evaluated the usage ofa
particular service

B Dissatisfied
More satisfied
Difficult to say

2012, n=592
2011, n=0670

Museums or galleries

2010, n=650
2009, n=0667

= More dissatisfied
m Satisfied

28% | 64% 3%
% 46% | 48% 3%
% 29% [ 61% 5%
29% [ e3%

2012, n=869

Objects of cultural 2011, n=761

heritage

2010, n=925
2009, n=927

5% 25%] 1 66% (3%
%  47%  [1142% 4%

2012, n=873
2011, n=990

Public libraries

2010, n=826
2009, n=915

Culture centers and

2012, n=1213
2011, n=1189

leisure halls 2010, n=1198

2009, n=1296

Most of urban and rural residents are satisfied with the culture and leisure services provided by
municipalities. It was only noted that there are slightly less rural residents who are satisfied with the
services provided by culture centers and leisure halls, in comparison to urban residents. The general
satisfaction with the provision of culture and leisure services did not change dramatically in 2011 neither

in urban, nor in rural areas.
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The satisfaction with the culture and leisure services provided in municipalities
% of allthe respondents who evaluated the usage of a particular service

H Dissatisfied More dissatisfied

Urban More satisfied u Satisfied Rural
Difficult to say

N 66% MIN29% 492012, n=572 2012, n=837 [[7% 31% I 6i% I
[Ta0% T s50% 2011, n=617 Museums or 2011, n=822 |[[6% 49% . 43%
G 32% 3%l 2010, n=586 galleries 2010, n=732 4% 29%  61% |
[NETS 33% 5% 2009, n=576 2009, n=985 7% 36% | 54%
N 67% I 25% 6%l 2012, n=612 2012, n=915 7% 28% [ 63% |
[38% | 54% 7%l|2011, n=589 Objects of cultural 2011, n=846 11% 44% [ 42%
SAENE5% 8% 582010, n=668 heritage 2010, n=920 |[E18% 27 NNG2%
PSssNs5%  10%]| 2009, n=631 2009, N=1067 7% 36% [ 500%
[ 7456 IN22% 3% 2012, n=576 2012, n=986 ||49%24% N 729
S8 % 37% 4% (2011, n=635 bublic libraries 2011, n=976 ||3% 39% [NSEN
G 26% 4% | 2010, n=591 2010, n=854 [EI 4% 21z
E5%I26% 8% 2009, n=584 2009, n=1067 3% 34% IINES7N
[ 669 I 25% 79%) 2012, n=646 2012, n=1023 [E713% 26% I 56%
SIS 44%  5%| 2011, n=707  Culture centers 2011, n=977 9% 43% | 43% |

and leisure halls 2010, n=976 9% 28% [ 54%

NGETINZ5% 6%3% 2010, n=701
NG07N33% 5%} 2009, n=679 8% 33% [154% |

6.3. The Allocation of Funding Proposed by Residents to
Financially Support the Culture and Leisure Services

2009, n=1117

- Residents would allocate the greatest part of the budget to
financially support the services provided by culture centers and
leisure halls -

If the funding of leisure and culture services provided
by municipalities depended on residents, the greatest
financial support (one third of all resources intended
for culture and leisure services) would be allocated to
culture centers and leisure halls. Slightly more than
one fourth of the funding would go to public libraries
(27Lt). The objects of cultural heritage would be
allocated slightly more than one fifth of the budget
(22Lt). Museums and galleries would receive the least
financial support - they would be allocated less than
one fifth of all funds intended for culture and leisure
services.

The distribution of financial support
for culture and leisure services
provided by municipalities
Averages are calculated based on
the number of all of the interviewed
2012, n=2005 ™ 2011, n=2023

= 2010, n=2018

2009, n=2025

Museums or galleries

Objects of cultural

In comparison to the previous year, during the last heritage

year, residents of municipalities would allocate slightly
more finance for museums and galleries. Meanwhile,
culture centers and leisure halls would get smaller
financial support. Public libraries and cultural heritage
would be provided a similar financial support as during
the previous year.

Public libraries

Culture centers and
leisure halls

During the period from the beginning of the Project implementation, the budget residents allocated to
public libraries by their free will did not change.
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The research data reveal that the amount
allocated for each service by residents depends
on the fact if they have used this service.
Residents who are using the service usually
allocate a bigger budget to support it than the
non-users. The greatest difference was recorded
between funding public libraries by their visitors
and non-visitors.

Urban and rural residents would distribute the
budget intended for supporting culture and
leisure services in the same way. Rural residents
would only allocate slightly more finance to
support culture centers and leisure halls.

During thy last year, in comparison to the
previous year, both rural and urban residents

The distribution of financial support
for culture and leisure services
provided by municipalities
Averages are calculated based on the
number of the interviewed of the target
groups

mUsed ®Not used

Museums or n=592

galleries n=1137
Objects of cultural n=869

heritage n=1055
n=873

Public libraries  _, ¢

Culture centers n=1213
and leisure halls n=757

would allocate more finance to support museums and galleries and would allocate less money for
supporting culture centers and leisure halls. The finance allocated to public libraries did not change
dramatically neither during the last one year, nor during the period from the beginning of the Project

implementation.

The distribution of financial support for culture and leisure services provided
by municipalities
Averages are calculated based on the number of all of the interviewed

Urban residents E2012 ®20i1 Rural residents

2012 (n=820), 2011 (n=855),
2010 (n=838), 2009 (n=791)

®2010

Museums or
galleries

Objects of cultural
heritage

Public libraries

Culture centers
and leisure halls

2009 2012 (n=1185), 2011 (n=1168),

2010 (n=1180), 2009 (n=1234)
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7. Communication with Local Municipalities

7.1. The Frequency of Approaching Local Municipalities

- Residents are communicating with municipalities more and more

actively -

The frequency of approaching a local
municipality (inthe last 12 months)
% of all of the interviewed

® 2012, n=2005 ®2011, n=2023
= 2010, n=2018 2009, n=2025

Never

Once

Twice

3-4 times

5 or more times

I do not remember

Residents of municipalities do not tend to actively
participate with municipalities. Half of the residents of
municipalities (49%) did not approach municipalities even
once during the last 12 months. Another one third of the
surveyed (30%) approached a municipality 1-2 times
during the last year. Only every fifth (20%) resident of
the municipality communicated more actively with the
local municipality and approached it more than twice
during the last year.

Residents of 30-49 years old, housewives and the most
socially vulnerable resident groups - the unemployed and
people receiving lower income - communicate with
municipalities the most often (more than 3 times during
the last 12 months). Municipalities are approached the
least often (not a single time during the last year) by
workers and people having higher disposable income.

In 2011, communication with the municipalities is
becoming more intense. In other words, more and more
residents of municipalities claimed during the last year

that they approached a local municipality at least for three times during the last year. The share of
residents who did not approach a municipality once, in turn, is diminishing.

In both urban and rural areas, every second resident claimed to have communicated with a local
government during the last year and the share of such residents is only growing. Rural residents
approached municipality institutions in 2011 slightly more often than urban residents.

The frequency of approaching a local municipality (in the last 12 months)
% of the residents of the target groups

Urban

2012 (n=820), 2011 (n=855),
2010 (n=838), 2009 (n=791)

5 or more times

I do not remember

=2012 ®2011 Rural

2010 W2000 2012 (n=1185), 2011 (n=1168),

2010 (n=1180), 2009 (n=1234)

46%
53%
Never 50%
58%
Once
Twice
3-4 times
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7.2. Reasons and Ways of Approaching a Local Municipality

- Usually municipalities are approached due to particular reasons -

Residents approach a local municipality due to
particular services the most often (63%). Every
fourth (25%) resident who approached a local
municipality was looking for help, a piece of advice or
simply some information. 5% of residents approach
municipalities in order to report problems. Not more
than 4% of residents approach municipalities due to
other reasons. Other reasons, according to residents,
include approaching a municipality due to a
compensation for heating, due to planning issues,
paying taxes, receiving a benefit, issues regarding
the job center or in order to participate in the
municipality meeting or the election of the manager
of the ward.

Resident groups having different socio-demographic
characteristics commonly approach municipalities
due to the same reasons.

The
basically did
implementation period. In 2011, slightly more
residents indicated that they approached a
municipality in order to be provided a particular
service.

local
during

reasons of approaching
not change

municipalities
the Project

The reasons of approaching the
municipality for the last time
% of the interviewed who indicated that they
approached a local municipality at least once
or could not remember this fact
= 2012, n=1035 = 2011, n=891

¥ 2010, n=935 2009, n=785
0,
To complain about the %;gaj?,

municipality work
To report a problem

To request help, a piece of
advice or information

Due to a particular service

Other

Did not indicate/ difficult to
say

Urban residents approached a municipality slightly more often than rural residents while asking for help, a
piece of advice or some information. Meanwhile, rural residents approached municipalities more often in
order to report a problem. Both urban and rural residents approached municipalities much more often due
to getting a particular service.

The reasons of approaching the municipality for the last time
% of the residents of the target groups

Urban Rural

m2012 m2011

|
2010 72009 2012 (n=646), 2011 (n=549),

2010 (n=586), 2009 (n=510)

2012 (n=389), 2011 (n=342),
2010 (n=349), 2009 (n=275)

0% 1%

To complain about

0,2% o 0,3%

° the municipality 1%
0,5% work

6%

To report a 7%

8%

problem 6%

To request help, a
piece of advice or

information
64%
Due to a particular 52%
service 51%
57%
Other

Did not indicate/
difficult to say
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- The most often municipalities are being communicated with by
approaching them personally -

Usually, residents approach local municipalities personally (94%) and the habits of residents of
communicating with this institution did not change during the entire Project implementation period. Only
5% of residents approached a municipality for the last time on the phone or by other means (e-mail, on
an Internet website or by sending a letter).

The ways of approaching the
municipality for the last time
% of the interviewed who indicated that they
approached a local municipality at least once
or could not remember this fact

® 2012, n=1035 m 2011, n=891
® 2010, n=935 2009, n=785
94%
In person 994%}2’“
92%

4%
6%
4%
4%
0,1%
1%
0,2%
0,3%
. 4%
Through an Internet website 0,1%
0,2%
1%
0,3%
0,3%
1,8%
1
SEF 0
Difficult to say 1%
1%

Via telephone

By e-mail

By e-mail

While comparing the communication of urban and rural residents with local community, no major
differences were recorded. In both urban and rural areas, the vast majority of residents communicate
with local municipalities in person. This tendency did not change in 2008-2011.
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The ways of approaching the municipality for the last time
% of the residents of the target groups

Urban m2012 ®m2011 Rural

®2010 2009

2012 (n=389), 2011 (n=342), 2012 (n=646), 2011 (n=549),

2010 (n=349), 2009 (n=275) 2010 (n=586), 2009 (n=510)
96% 92%
90% 93%
94%, In person 94%,
92% 92%
2% 6%
6% _ 5%
3% Via telephone 4%
5% 4%
0,3%
1% 0%
By e-mail 0,3%
1%
0,3% 0,2%
0,4% Through an 80'20/
1% | Intermet website e
1% 0,8%
) 0%
1% By e-mail 0,2%
1% 2%
1% 0,5%
3% ) 1%
ey | Difficult to say 1%
1% 2%

- The quality of resident service in municipalities is improving -

Residents who visited a local municipality at least once during the year were asked in 2011 and 2012 to
evaluate the quality of service and its provision. Bearing in mind that the vast majority of people, who
approached the local municipality, did that in person or on the telephone, the quality of service provision
by e-mail, on the Internet website or by mail will not be analyzed. The analysis according to the place of
residence by those who approached a municipality on the phone will not be analyzed either, because only
4% or the interviewed approached a local municipality on the phone.

Three fourths of the residents of municipalities who approached municipalities both in person or on the
telephone evaluated the quality of the service positively (75% each). In comparison to the data of 2011,
the evaluations of the quality improved.

Rural residents who approached a local municipality in person evaluated the quality of the service slightly

better than urban residents. In both urban and rural areas, in comparison to the previous year, an
improvement of the quality of the service was recorded as well.

The evaluation of the quality of the

The evaluation of the quality of service service
% of all of the interviewedwhoapporached a local % of all of the interviewed who apporached a
municipa lity in a particular way local municipality in person
Poor ™ Average ¥ Good ©=Did notindicate Poor Average " Good
| 2012, n-074 % ZoRMIMESTININN  § 2012 n-o7> (8% 25% HNNIGe% NN
n person - s
P 2011, n=819 |Foa"30% _ S 2011, n=311 | 5% 38%

2012, n=601 |4% 1caNil so% NN
2011, n=524 |7%  32% DG

Rural

Viatelephone

2012, n=42 [[10% 159NN 75% NN
2011, n=45 [% 39% a7 0%

The residents of the municipalities evaluated quality of service provision while approaching the
municipality in person slightly better than while approaching the municipality on the phone (the service
provision was evaluated positively by 71% and 64% residents, respectively). In comparison to the data of
2011, the evaluations of the quality of the service provision were improving.
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Most of urban and rural residents evaluated the quality of service provision when approaching a local
municipality as the one that meets their expectations.

The evaluation of the quality of the service The evaluation of the quality of the
provision service provision
% of all of the interviewed who apporached a local % of all of the interviewed who apporached a
municipality in a particular way local municipality in person
Poor © Average ™ Good Did not indicate Poor Average ™ Good
2012, n=974 |[7% 22900 71% N 5 2012, n=373 0% 22% NN 0% NN
£
2011, n=819 |9% 30% G0 S5 2011, n=311 [10% 30% IININSSHENN
2012, n=42 |110% 24%0 64% T 2012, n=601 [5% 22040 75% I
2011, n=45 [5%  47% SE%MNE0% £ 2011, n=524 |8% 30% INGTSN

8. The Usage of Internet
8.1. The Opportunity to Use Internet at Home or at Work

- The opportunities to use Internet at home are increasing,
especially in rural areas -

Having a computer with Internet
access

More than half (63%) of residents of the municipalities > ,
% of all of the interviewed

interviewed have the opportunity to use the Internet at home.

Every tenth resident (12%) has Internet access at work. ® 2011, n=2005 ®2011, n=2023
Almost one third of residents of municipalities (36%) do not = 2010, n=2018 = 2009, n=2025
have the opportunity to use the Internet neither at home, nor

at work. At work

The opportunities of the groups of the society considered as

groups at social disjuncture (the disabled, the retired and the At home
unemployed) to use the Internet are the most limited. Usually

they do not have the opportunity to use the Internet neither pgither at home, nor
at home, nor at work. at work

Specialists, managers and office employees have the
opportunity to use the Internet both at work and at home more often and schoolchildren, students or
workers - only at home.

In comparison to 2011, the total share of residents having Internet access at home and at work generally
did not change, however, Internet usage is moving to the private space of people - to their home. The
share of residents who are able to use the Internet at home is constantly increasing. For example, in the
beginning of Project implementation, 49% of residents could use Internet at home. During the last year of
Project implementation, already 63% of residents had such an opportunity. Respectively, the number of
residents who did not have Internet access neither at home, nor at work decreased from the beginning of
Project implementation (from 45% in 2009 to 36% in 2012).

During earlier years of Project implementation, it was noticed that urban residents had greater
opportunities to use the Internet at home. During the last year, however, there is no such a difference
anymore - the share of rural residents who were able to use the Internet at home increased significantly
during 2008-2011.
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Having a computer with Internet access
% of the residents of the target groups

Urban 2012 m 2011 Rural

2012 (n=820), 2011 (n=855), m2010 2009 5012 (n=1185), 2011 (n=1168),
2010 (n=838), 2009 (n=791) 2010 (n=1180), 2009 (n=1234)
At work

0
0% At home
55%

Neither at home,
nor at work

8.2. The Places of Internet Usage

- The main Internet usage place is home -

The most often, residents of municipalities use the Places where a computer with Internet
Internet at home (58%). Only a small share of access is used
residents use the Internet in other places: every tenth % of all of the interviewed

resident uses it at work (11%), in the library (10%) or

at the educational institution (10%). ®2011, n=2005  ®2011, n=2023

w2010, n=2018 2009, n=2025

36% of residents of municipalities claimed that they did

not use Internet at all. At work
While comparing Internet usage places of groups of At h
different  socio-demographic  characteristics, the ome
following tendencies were noticed:
In the library
= Specialists, office employees, company
managers and people having the highest _ _
disposable income use the Internet at work the PIA not in the library

most often.

- . ) Internet cafes
= The employed, people receiving higher income

and all people from groups at social disjuncture

use Internet access at home more often. Wifi access points
= Schoolchildren and students use the Internet at At educational

educational institutions more often than other institutions

social groups.

Elsewhere

= The youth, people receiving lower income and

the unemployed use the Internet in libraries Have not used the

more often. Internet

= Internet is usually not used at all by residents
considered as belonging to groups at social disjuncture: the unemployed, the disabled and the
retired.

- The share of people using the Internet in libraries did not change
from the beginning of the Project implementation -
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No major changes took place in terms of the places of Internet usage during 2011-2012. However, while
analyzing the changes of the places of Internet usage in the perspective of the four years, it was noticed
that the share of residents who used the Internet at home was increasing gradually. The habits of
Internet usage in other places did not change that dramatically. It could only be mentioned that while the
opportunities to use the Internet at home are growing, the share of residents who are using the Internet
at work is diminishing. Internet usage in libraries did not change from the beginning of the Project
implementation.

While comparing Internet usage places in urban and rural areas in 2011, it was noticed that rural
residents use public Internet access in libraries more often than urban residents. In urban areas, in turn,
slightly more residents are using the Internet at home.

While comparing to the research data of 2011, the research data of 2012 show that slightly less of urban
residents indicated that they used the Internet at home or at work. However, slightly more of urban
residents claimed that they used the Internet at Wi-Fi access points. During the last year, rural residents
indicated that they used the Internet at home slightly more often. Internet usage in libraries during the
last one year did not change neither in urban, nor in rural areas.

While analyzing the changes of Internet usage in urban and rural areas during the entire Project
implementation period, it was noticed that, in both urban and rural areas, the share of residents who
were constantly using the Internet at home was increasing. Internet usage in other places generally did
not change during the four years. Internet usage in urban and rural libraries did not change from the
beginning of the Project implementation either.

Places where a computer with Internet access is used
% of the residents of the target groups

Urban =2012 = 2011 Rural
2012 (n=820), 2011 (n=855), =2010 5000 2012 (n=1185), 2011 (n=1168),
2010 (n=838), 2009 (n=791) 2010 (n=1180), 2009 (n=1234)
At work
At home

In the library

2%
PIA not in the libra ryl 3%
Internet cafes 10

Wifi access points 1%

At educational
institutions

A place where a computer with

Internet access is used the most often

% of all of the interviewed

In terms of the place where Internet is used by residents the
most often, similar tendencies were recorded. For most of
the residents of municipalities home is the main Internet
usage place. 55% of residents of municipalities claimed that

® 2011, n=2005
w2010, n=2018

®2011, n=2023
2009, n=2025

they used Internet there the most often. 4% of residents At work
used the Internet at work the most often and only 3% of
residents used it in libraries. At home

In comparison to the previous year, during the last year,
slightly fewer residents indicated that they used the Internet
at work the most often. While analyzing the data in the
perspective of Project implementation, the growing tendency

Neither at home, nor
at work

Elsewhere
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of Internet usage at home was confirmed once more as well as the unchanging Internet usage in libraries.

Public Internet access in libraries was indicated as the main Internet usage place in rural areas slightly
more often. Meanwhile, urban residents indicated home as the main Internet usage place more often.

A place where a computer with Internet access is used the most often
% of the residents of the target groups

Urban Rural

m2012 ®2011
2012 (n=820), 2011 (n=855), 2012 (n=1185), 2011 (n=1168),

2010 (n=838), 2009 (n=791) ®m2010 m2009 2010 (n=1180), 2009 (n=1234)

At work
e
At home ¢
Neither at
home, nor at
work

8.3. The Intensity of Internet Usage

- The activity of Internet usage is growing gradually -

Three out of four (72%) residents using the Internet

use it every day. Another 19% of the surveyed

The frequency of Internet usage claimed that they used the Internet once a week.

% of the interviewed who use the Internet, 16% of residents of municipalities used the Internet
n=1213 once a week or less often.

In general, the intensity of Internet usage can be
Every day 72% grouped to:

A few times per week
= Active usage when the Internet is used on a

Once a week daily basis.

A few times per month

= Average usage when Internet is used a few
times per week.

Once a month

A few times in half a year

Less often =>» Passive usage when Internet is used not

more than once a week.

Specialists, office employees, managers, schoolchildren and students are usually active Internet users.
Workers usually use the Internet at an average frequency. The retired, the disabled and the unemployed
more often are passive Internet users.

The activity of Internet usage has been growing The frequency of Internet usage
gradually since the beginning of the Project 0 of theinterviewed who are using the
implementation. In 2009, 63% of residents indicated . Ir?tern.et

that they were using the Internet actively (every day). :82:28 :E g\fté;’aeé\ély actively

In 2012, these residents constituted 72%. Using it passively

Did not indicate

Although the share of active Internet users is slightly 5515 =1213 - 1005 TS
bigger in urban areas, there are no grounds to report a

difference between the activity of Internet usage in 2011, n=1280
urban and rural areas. From the beginning of Project
implementation, the share of active Internet users 2010, n=1188
increased slightly more in urban areas of the
municipalities researched.

1LEE019% 5%
s 16% 5%

2009, n=1168 AL 15%
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The frequency of Internet usage in libraries
% of the residents of the target groups

B Using it actively

Urban

mUsing it averagely actively
Using it passively

Did not indicate

2012 (n=529), 2011 (n=611),
2010 (n=535), 2009 (n=502)

2012
2011
2010
2009

2012 (n=684), 2011 (n=669),
2010 (n=653), 2009 (n=666)

Rural

21% 1IFAD)

21% L0

PAL 0% 4%

1%

2%

9. The Usage of the Services of Municipalities and

Their Institutions

- Visiting libraries’ websites is rare (8%). This tendency has not

changed since 2009 -

After asking the residents of municipalities, if they
visited the Internet websites of their municipalities’
institutions in the last 6 months, 27% of them
indicated that they did not use the Internet at all in
general. It is more often the older people (over 50
years old), the disabled and the retired.

Every second (26%) resident of researched
municipalities visited at least one of the Internet
websites of municipalities or their institutions. The
vast majority of these residents visited the websites
of urban or regional municipalities (22%). Visiting the
websites of other institutions of municipalities is much
lower. 8% of residents visited public libraries’
websites during the last half a year, 6% of residents
visited the websites of museums or galleries and only
3% of residents visited the websites of other
institutions of municipalities.

Specialists, office employees, schoolchildren and
students visited the websites of municipalities
institutions more often than other social groups.

During the last four years, no major changes were
recorded in terms of analyzing how the residents of
researched municipalities visit the websites of
municipalities or their institutions. We can only note
that during the last year slightly more residents

Visiting Internet websites of

municipalities (in the last 6 months)
% of all of the interviewed

mYes, he/she visited it

No, he/ she did not visit it

He/ she does not use the Internet
Difficult to say

2012 50% 27%
Internet website of 5014 459, 36%
the (city or regional)
municipality 2010 50% 30%3%
2009 42% 42%
2012 64% 27%
Internet website of a 2011 53% 36%
public library 2010 60% 30%3%
2009 50% 42%
2012 66% 27%
Internet website of a 2011 57% 36% 2%
museum or a gallery 2010 63% 30%3%
2009 52% 42%
2012 68% 27%
Internet website of 5011 8% 36%
another municipality
institution 2010 60% 30% 4%
2009 49% 42%

¥ 2012 (n=2005), 2011 (n=2023),
2010 (n=2018), 2009 (n=2025)

indicated that they visited the websites of their municipalities.

Low frequency of visits to the websites of municipalities or their institutions is common not only for urban,
but for rural residents as well. A similar share of urban and rural residents is visiting all researched
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Internet websites. In 2011, slightly more of rural residents visited the websites of municipalities and/or
their institutions.

Visiting Internet websites of municipalities (in the last 6 months)

% of the residents of the target groups
BYes, he/she visited it
mNo, he/ she did not visit it

Urban He/ she does not use the Internet Rural

2012 (n=820), 2011 (n=855), " Difficultto say 2012 (n=1185), 2011 (n=1168),

2010 (n=838), 2009 (n=791) 2010 (n=1180), 2009 (n=1234)

. 30
2012 1hternet website of 2012 -
2011 the (city or 2011 42% |
2010 regio ”all) 2010 33% 4%

municipa lit
2009 palty 2009 6% |
2012 2012 30% |
2011 Internet website of 2011 42% |
2010 @ publiclibrary 5519 33%4%
2009 2009 46% |
2012 2012 30% |
5011 Internet website of 5011 42% 2%
a museum or a
2010 gallery 2010 33% 4%
2009 2009 6% |
T |2012 1nternet website of 2012 30% |
2011 another 2011 42%
2010 municipality 5010 33% 4%
institution

2009 2009 46% |

In the website of the municipality, a greater share of residents (20%) were looking for information about
events that were taking place in the municipality, about current affairs, they were reading the
municipality news, etc. 8% of residents indicated that they were reading the legal acts regulating the
activities of the municipality. Only single residents were watching the broadcasts of the board meetings of
the municipality online (4%), provided suggestions or initiatives online (2%), commented (2%) or
ordered the news of the Internet website of the municipality (2%).
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The usage of e-domocracy services of the municipality
% of all of the interviewed

B Yes, he/she visited it
" No, he/ she did not visit it

Checking events organized and the latest 2012 |RAEL
news in the website of the municipality 5011

Watching online broadcasts of the board 2012
meetings of municipalities 2011

Providing an online propoal or initiative to 2012
the municipality 2011

2012
2011

Reading the legal acts of the municipality 2012
online 2011

Providing a complaint online

Ordering news from an Internet website 2012
of the municipality which are sent by e-

; 2011
mail
_ _ 2012 fI7 28% |
Leaving a comment in the Internet
website of the municipality 2011 oo 36% |

¥ 2012, n=2005; 2011, n=2023

In 2011, the practice of using municipalities’ websites or the websites of their institutions basically did not
change.

The usage of the services of the Internet websites of the municipalities does not differ between urban and
rural resident. However, it was noted that in 2011 there were more of those interested in the current
news of the municipality or those reading legal acts of the municipalities online among rural residents.

The usage of e-domocracy services of the municipality
% of the residents of the target groups
mYes, hefshe visited it

Urban HNo, he/ she did not visit it Rural
2012, n=820 2012, n=1185
2011, n=855 He/ she does not use the Internet 2011, n=1168

24% 5012 Checking events organized and the

2012

latest news in the website of the
29% 2011 municipality 2011
24% 2012 Watching online broadcasts of the 2012

board meetings of municipalities

| 29% 2011 2011

| 24% 2012 Providing an online propoal or initiative
to the municipality

| 29% A 2011
| 24%
Providing a complaint online
| 20% 2011
| 24% SN 2012 Reading the legal acts of the 2012 EEL

municipality online

“ECY 2011 2011 220

Ordering news from an Internet
website of the municipality which are

sent by e-mail 201180

Leaving a commentin the Internet 201220
website of the municipality 2011k
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10. The Awareness of E-services and Their Usage
10.1. E-services Related to Social Status of an Individual

- The awareness of services related to social status of an individual
increased significantly during the year -

Quite a lot of residents (from 43% to 59%) are aware of nearly all the online services provided by
municipalities to residents (especially bearing in mind that every third resident does not use Internet in
general). 67% of residents claim to be aware of at least one service related to social status of an
individual provided by municipality. Every third (33%) resident states that he or she is aware of all
services of such kind.

Most residents (59%) are aware of the provision of online services related to primary health of an
individual or the community. 51%-54% of residents are aware of the calculation and reception
opportunities of various social benefits, compensations and other social support. 41%-43% of residents
are aware of the opportunity to use other social status related services of municipalities that are provided
online.

People who are communicating with the municipality more actively (during the last year, they approached
a municipality at least 3 times), specialists, office employees, managers, schoolchildren or students are
aware of the opportunity to use the social status related services more often. Moreover, the awareness of
the services mentioned is related to Internet usage of residents. Residents who have Internet at home or
at work and those who are using it more often than other social groups of residents are aware of the e-
services related to social information about an individual. Furthermore, residents who attend libraries
know about e-services more often.

- The awareness of e-services related to one’s social information
does not differ in urban and rural areas -

During the last year, the awareness of all e-services related to one’s social information increased.

The awareness of online services provided by municipalities regarding the social status of an individual
basically does not differ between urban and rural residents. The awareness of all these services increased
among both urban and rural residents during the last year.
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The awareness of the e-services related to social status of an individual
% of the residents of the target groups

Urban

2012 (n=820), 2011 (n=855),
2010 (n=838), 2009 (n=791)

H Are aware of

= Are not aware
of

Rural

2012 (n=1185), 2011 (n=1168),
2010 (n=1180), 2009 (n=1234)

2012 2012
2011 Registering the acts of civil 2011
2010 status 2010
2009 2009
2012 2012
2011 Providing social benefits and 2011
2010 other social support 2010
2009 2009
2012 2012
2011  Calculating and providing 2011
2010 compensations 2010
2009 2009
2012 2012
2011 The prevention of the rights 2011
5010 of the children and the youth 549
2009 2009
2012 Dealing with state support 2012
2011 for purchasing property and 2011
2010 the provision of social 2010
accommodation
2009 2009
2012 2012
2011 Preparing documents for 2011
2010 getting citizenship 2010
2009 2009
2012 2012
2011 Administering achival 2011
2010 documents 2010
2009 2009
2012 confirmation of san tary and 2012
2011 hygiene regulations and the 2011
2010 controland ensurance of 54549
following them
2009 2009
2012 2012
5011 The controlofusing the
state language and
2010 correctness 2010
2009 2009
2012 e organization of the 2012
2011 generaleducation ofthe 2011
2010  children, the youth and 54549
adults
2009 2009
2012 2012
2011 Primary healthcare ofan 2011
2010 individual and the community 5549
2009 2009
2012 2012
2011 2011
Registering birth of a child
2010 2010
2009 2009
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The usage of the e-services related to social status of an

individual (during the lastl12 months)
% of all of the interviewed

EUsed by him/herself ®Used by family members

Registering the acts of civil
status

2012
2011
2010
2009

The service is unavailable

Providing social benefits and
other social support

2012
2011
2010
2009

Calculating and providing
compensations

2012
2011
2010
2009

The prevention of the rights of
the children and the youth

2012
2011
2010
2009

Dealing with state support for
purchasing property and the
provision of social
accommodation

2012
2011
2010
2009

1% 3%

Preparing documents for getting
citizenship

2012
2011
2010
2009

2%
1% 1%
il 1% 3%

Administering achival documents

2012
2011
2010
2009

Confirmation of sanitary and
hygiene regulations and the
control and ensurance of
following them

2012
2011
2010
2009

2%
1% 1%
3%

The control of using the state
language and correctness

2012
2011
2010

2%

1% 1%
3%

Despite the fact that the awareness
of the online social status related
services is relatively high, the usage
of these services is extremely low.
11% of the residents of municipalities
used the services related to one’s
social status during the last 12
months themselves. Another 8% of
residents claim that their family
members used at least one of these
services.

The most often used services from
this the primary healthcare of
individuals and the community (7%
of residents used this service during
the last year themselves and 5% of
residents indicated that this service
was used by their family members).

Not more than 3% of the residents of
municipalities use the rest of the
services. Internet is used the least
often for registering children, taking
care of the protection of the rights of
children and the youth, organizing
their education, checking archived
material, etc.

While analyzing the data of residents
having different socio-demographic
characteristics, it was noticed that
Internet is wused for using the
services related to personal
information more often by residents
who have Internet access at home or
at work, public Internet access users
in libraries and individuals
communicating with the municipality
more actively. Specialists and office
employees mentioned more often
that they used e-services
themselves. Meanwhile, children and
students mentioned more often that
it was their family members who

2009 c
2012 used the e-services.
The organization of the general 5541
education of the children, the The usage of services related to one’s
youth and adults 2010 social status online by the
2009 municipality basically did not change
2012 during the last year.
Primary healthcare ofan 2011
individual and the community 2010
2009
2012
2011
Registering birth of a child
2010
2009
2011 (n=2005), 2010 (n=2023), 2009 (n=2018), 2008 (n=2025)
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The tendencies of the usage of e-services related to one's social information does not differ in urban and

rural areas.

The usage of the e-services related to social status of an individual (during the last12

months)

9% of the residents of the target groups

Urban

2012 (n=820), 2011 (n=855),
2010 (n=838), 2009 (n=791)

B Used by him/herself
u Used by family members
The service is unavailable

Rural

2012 (n=1185), 2011 (n=1168),
2010 (n=1180), 2009 (n=1234)

2012 2012 % 1%
2011 Registering the acts of civil 2011 1%
2010 status 2010 PEIRL% 4%
2009 2009
2012 2012 EEi1% 1%
2011 Providing social benefits and 2011
5010 other social support 5010
2009 2009
2012 2012
2011 Calculating and providing 2011
2010 compensations 2010
2009 2009
2012 2012
2011 The prevention of the rights 2011
2010 of the children and the youth 519
2009 2009
2012 Dealing with state support 2012
2011 for purchasing property and 2011
2010 the provision of social 2010
accommodation
2009 2009
2012 2012
2011 Preparing documents for 2011
2010 getting citizenship 2010 4%
2009 2009 1%
2012 2012
2011 Administering achival 2011
2010 documents 2010
2009 2009
2012 confirmation of sanitary and 2012
2011 hyglene regulations and the 2011
5010 controland ensurance of  5q1g
following them
2009 2009
2012 2012
2011 The control of using the 2011
state language and
2010 correctness 2010
2009 2009
2012 The organization of the 2012
2011 general education ofthe 2011
2010  children, the youth and 504
adults

2009 2009
2012 2012
2011 Primary healthcare ofan 2011
2010 Individual and the communtty 544g
2009 2009
2012 2012
2011 2011 1%

Registering birth of a child ?
2010 2010
2009 2009
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10.2. E-services Related to the Management of One'’s

Wealth/ Property

The awareness of services related to the management E-services that are related to the

and adminitstration of wealth/ of an individual
% of all of the interviewed

B Are aware of ®Are not aware of

2012
Supervision of the building usage

and the issue of construction work 2011
permissions according to the 2010

competence
2009

2012
Administration and protection of the

landscape, immovable cultural 2011
valuables and protected territories 2010

established by the municipalit
b pality 2000

2012
Investigation of citizen applications

to renew proprietary rights to real 2011
estate and making decisions about 5010

the renewal of proprietary rights
2000

2012
Implementation of government

guarantees to tenants who are 2011
leaving the houses or flats 2010

returnable to their owners
2009

2012
Territory planning, the establishment

of decisions of the general plan of 2011
the municipality territory and the 510

detailed plans
2009

2012

The improvement of the quality of 2011
the environment and its protection 2010

2009

2012

Management, usage and disposal of 2011
land and other wealth belonging to

the municipality by proprietorship 2010

2000

2012
Management, usage and disposal of

land and other wealth belonging to 2011
the municipality by proprietorship by 5910

the right of trust
2009

¥ 2011 (n=2005), 2010 (n=2023),
2009 (n=2018), 2008 (n=2025)

the improvement of the quality and the protection of the environment.

management of the wealth or
property of an individual are
known less by residents than the
e-services related to social
information of an individual. 46%
of the residents of municipalities
are aware of at least one of the
analyzed e-services related to the
management of one’s wealth or
property and even 29% of the
residents claim that they are
aware of all the analyzed services
related to the management of
one’s property.

In general, it can be claimed that
the awareness of all e-services
related to the management of
one’s wealth or property is similar.
Depending on a particular service,
these e-services are known by 33-
39% of residents.

Relatively more residents (39%)
are aware of the service of the
supervision of the building usage
and the issue of construction work
permissions. Implementation of
government guarantees to tenants
who are leaving the houses or flats
returnable to their owners is a
relatively less known service
(33%).

E-services related to the
management of one’s wealth or
property are more often known by
individuals who have Internet
access at home, at work or who
can use public Internet access in
libraries. Moreover, specialists,
office employees or managers are
more often aware of the
opportunity to use the Internet for
mentioned services.
Schoolchildren and students
distinguish  from other social
groups slightly by a greater
knowledge of e-services related to

In 2011, the awareness of all e-services related to one’s wealth or property provided by municipalities

increased significantly.

The awareness of e-services related to the management of one’s wealth or property does not differ
between urban and rural residents. The awareness of these services increased in both urban and rural

areas in 2011.
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The awareness of services related to the management and adminitstration of wealth/ of an

individual

% of the residents of the target groups

Urban

2012 (n=820), 2011 (n=855),
2010 (n=838), 2009 (n=791)

2012
2011

2010
2009

H Are aware of
= Are not aware of

Supervision of the building usage
and the issue of construction work
permissions according to the
competence

Rural

2012 (n=1185), 2011 (n=1168),
2010 (n=1180), 2009 (n=1234)

2012
2011
2010
2009

2012
2011
2010
2009

Administration and protection of the
landscape, immovable cultural
valuables and protected territories
established by the municipality

2012
2011
2010
2009

2012
2011
2010
2009

Investigation of citizen applications
to renew proprietary rights to real
estate and making decisions about
the renewal of proprietary rights

2012
2011
2010
2009

2012
2011
2010
2009

Implementation of government
guarantees to tenants who are
leaving the houses or flats
returnable to their owners

2012
2011
2010
2009

2012
2011
2010
2009

Territory planning, the
establishment of decisions of the
general plan of the municipality
territory and the detailed plans

2012
2011
2010
2009

2012
2011
2010
2009

The improvement of the quality of
the environment and its protection

2012
2011
2010
2009

2012
2011
2010
2009

Management, usage and disposal of
land and other wealth belonging to
the municipality by proprietorship

2012
2011
2010
2009

2012
2011
2010
2009

Management, usage and disposal of
land and other wealth belonging to
the municipality by proprietorship

by the right of trust

2012
2011
2010
2009
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- Only individual persons use e-services related to the management
of one’s wealth or property -

The usage of services related to the management and
adminitstration of wealth/ of an individual (during the last12

months)
% of all of the interviewed

Hlsed personally  ®Used by family members

2012
Supervision of the building usage

and the issue of construction work 2011
permissions according to the 2010

competence
2009

1% 180

2%

The service is unavailable

2012
Administration and protection of the

landscape, immovable cultural 2011
valuables and protected territories 2010

established by the municipalit
4 ety 2009

2012
Investigation of citizen applications

to renew proprietary rights to real 2011
estate and making decisions about  5gqq
the renewal of proprietary rights

2009
2012

Implementation of government
guarantees to tenants who are 2011
leaving the houses or flats 2010

returnable to their owners
2009

2012
Territory planning, the establishment

of decisions of the general plan of 2011
the municipality territory and the 5010

detailed plans
2009

2012

The improvement of the quality of 2011
the environment and its protection 3010

2009

1%

2%

1%

2012

Management, usage and disposal of 2011
land and other wealth belonging to

the municipality by proprietorship 2010

2009

2012

Management, usage and disposal of
land and other wealth belonging to 2011
the municipality by proprietorship by 3010

the right of trust
2009

2%

* 2011 (n=2005), 2010 (n=2023),
2009 (n=2018), 2008 (n=2025)

During the last year, 2% of
residents of the
municipalities used the
services related to the
management of one’s
wealth or property (they
used at least one of the
services analyzed). Another
2% of residents claimed
that their family members
used these services.

Not more than 2% of
residents of municipalities
are using all e-services
related to the management
of one’s wealth or property.
When the share of users is
so small, more detailed
analysis of each e-service
does not make sense. The
samples are too small to
discuss significant
differences or changes.
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10.3.E-services Related to the Opportunity to Provide
Particular Services

48% of residents of the municipalities are aware of at least one of the e-services related to the
opportunity to provide particular services. Thus, the awareness of these services is similar to the
awareness of e-services related to one’s social information, but lower than that of e-services related to
the management of one’s wealth. 29% of residents claimed that they were aware of all the e-services of
municipalities related to the opportunity to provide particular services.

The awareness of all services analyzed is similar (it varies from 41% to 35%). Relatively more residents
(41%) are aware of the opportunity to receive information about the occupation of residents, gaining
qualification or the organization of the change of qualification or public and seasonal work. Relatively
fewer residents are aware of the provision of information regarding the organization providing heating
and drinking water, the collection of nuotéky and the organization of cleaning.

Residents who have Internet access at home, at work or who can use public Internet access in libraries,
specialists and office employees are aware of the e-services of municipalities related to the opportunity to
provide particular services to residents more often.

In 2011, the awareness of all other services provided by municipalities increased significantly.

- The awareness of e-services related to the opportunity to provide
the residents with particular services does not differ in urban and
rural areas -

The awareness of services related to the opportunity to provide particular services to residents basically

does not differ between the residents located in urban and rural areas. It is also worth paying attention to
the fact that the awareness of all analyzed services increased in both urban and rural areas in 2011.
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The awareness of e-services related to the opportunity to provide particular services to
% of the residents of the target groups

Urban

2012 (n=820), 2011 (n=855),
2010 (n=838), 2009 (n=791)

HAre aware of

WAre not aware of

Rural

2012 (n=1185), 2011 (n=1168),
2010 (n=1180), 2009 (n=1234)

2012 Establishment the order of providing 2012
2011 trade and other serv.lces in 5011
marketplaces and public places,

2010  jssue of permissions (licence) in 2010
2009 cases regulated by law 2000
2012 2012
2011 Organizing of passenger carriage 2011
2010 following local routs 2010
2009 2009
2012 2012
2011 Control of alcohol and tobacco 2011
2010 advertising 2010
2009 2009
2012 Organizing tourism and resident 2012
2011 |eisure development of gaining or 2011
2010 changing qualification, organizing 2010
public and seasonal work
2009 2009
2012 Information about organizing 2012
2011 resident occupation, development of 2011
2p10 9aining or changing qualification, 5410
organizing public and seasonal work
2009 2009
2012 2012
2011 Participating while ensuring the 2011
2010 public order and resident peace 2010
2009 2009
2012 Information about the provision of 2012
2011 heating and drinkingwater and 2011
2010 organization of collecting and 2010
cleaning the outgo
2009 2009
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- An especially small share of residents (few individuals) are using
the e-services related to the opportunity to provide particular

services to residents -

The usage of e-services related to the opportunity to provide

particular services to residents (during the last12 months)
% of all of the interviewed

B Used personally ®Used by family members

Establishment the order of providing 2012

trade and other services in
marketplaces and public places,
issue of permissions (licence) in
cases regulated by law

1% 2%
2011
2010
2009

2%

The service is unavailable

QOrganizing of passenger carriage
following local routs

2012
2011
2010
2009

1%

Control of alcohol and tobacco
advertising

2012
2011
2010
2009

Organizing tourism and resident

leisure development of gaining or

changing qualification, organizing
public and seasonal work

2012
2011
2010
2009

Information about organizing

resident occupation, development of 2011

gaining or changing qualification,

organizing public and seasonal work

2012

2010

Participating while ensuring the
public order and resident peace

2012
2011
2010
2009

2%
1% 1%

2%

Information about the provision of
heating and drinkingwater and
organization of collecting and

cleaning the outgo

2012
2011
2010
2009

* 2011 (n=2005), 2010 (n=2023),
2009 (n=2018), 2008 (n=2025)

5% of residents of
municipalities claimed to
have used at least one of the
services provided online by
municipalities during the last
year. Another 3%  of
residents claimed that the
mentioned e-services were
used by their family
members.

Residents use the services of
municipalities related to the
provision of particular online
services especially rarely.
Not more than 3% of
residents (in the case of the
provision of organization of
information about the
occupation of residents, the
organization of gaining or
changing qualification or
public or seasonal works)
claimed to have used these
services themselves. Not a
single resident (or his/ her
family member) stated that
he or she used the e-service
of the restrictions of the
alcohol and tobacco
advertising.

Individuals having Internet
access at home or at work or
people using the public
Internet access in public
libraries, specialists, office
employees, schoolchildren
and students are using the
e-services more often. It is
important to note that the

unemployed look for
information online about the
organization of the

occupation of residents, gaining or changing qualification, organization of public and seasonal work more
often than other social groups of respondents.

The samples of urban and rural residents are too small for the analysis of the changes and the usage of

these services during the year.
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10.4. The Most Well Known and the Most Frequently Used E-
Services

While analyzing all e-services provided by municipalities, it was noticed that the e-services related to
social information of an individual are known the best.

Of all the online services provided by municipalities, the most well known services include the ones
related to healthcare, providing social benefits or other social support, calculating and providing
compensations, registering the acts of civil status and organizing the general education of children, youth
and adults.

The most well known services provided to
municipalities
% of all of the interviewed, n=2005

Primary healthcare of an individual

and the community 9%
Providing social benefits and other
. 54%
social support
Calculating and providing o
compensations 3%
Registering the acts of civil status 51%
Organizing the general education 46%

of children, the youth and adults

In terms of the usage of e-services provided by municipalities by residents, it can be noted that the usage
of all these services is especially low. The service that is used the most often by residents and their family
members is related to the services of primary healthcare of individuals and the community (7% of
residents indicated that they used this service themselves or that it was used by their family members).
3% of residents (or their family members) used the service of the provision of information regarding the
occupation of residents, gaining or changing qualification and the organization of seasonal works. 2% of
residents used the services of registering the acts of civil status and organizing transportation for
passengers using local routes each.

The most frequently used e-services of municipalities
% of all of the interviewed, n=2005

B Used personally or by family members

Primary healthcare of an individual and the 20,
community °
Information about organizing resident
occupation, development of gaining or
changing qualification, organizing public and
seasonal work

Registering the acts of civil status

Organizing of passenger carriage following
local routs

2%
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10.5. The Places of the Usage of E-Services

- Every second resident using the Internet is not using any e-
service provided by municipality at all -

Places where the e-services provided by

municipalities are used
% of all of the interviewed

® 2011, n=2005
2010, n=2018

At work

At home

In the library

PIA not in the library

In Internet cafes

Wi-fi (wireless Internet) access
points

At educational institutions

Elsewhere

Does not use the Internet at all

Does not use the e-services
provided by municipalities

= 2011, n=2023
2009, n=2025

0%

8%
10%
Yo
28%
24%

I 5%
6%
6%
5%
2%
1%
2%
0%
0%
1%
0%
0%
' 1%
1%
1%

4%
5%
6%

4%

0%
1%
2%
1%

36%
40%
42%

g
O Yo

25%
20%

Residents use the e-services provided by
municipalities at home the most often (32%).
6% of residents use these services at work and
5% of residents use these services in libraries
or educational institutions (4%). Only individual
residents use the online services of
municipalities in other places.

47% of Internet users do not use online
services of municipalities.

While comparing the places of the usage of e-
services  according to different  socio-
demographic characteristics, the following
differences were recorded:

. Specialists, office employees and
managers use e-services at work and at
home more often than the other social
groups.

. Schoolchildren and students use e-
services in libraries more often than at
home.

. Groups at social disjuncture (the
unemployed, the retired and the
disabled) do not use Internet at all more
often.

In 2011, slightly less residents indicated that
they used the e-services of municipalities at
work or at home.

- There are more Internet non-users among rural residents and
there are more Internet users not using the e-services among the

urban residents -

While comparing the places where urban and rural residents use the services provided by municipalities,
it was noted that the general tendencies of the Internet usage places do not differ. It was also recorded
that rural residents indicated more often that they did not use Internet at all, rather than urban
residents. There are more residents who are using the Internet, but who are not using the e-services
provided by municipalities among urban residents.
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Places where the e-services provided by municipalities are used
% of the residents of the target groups

Urban Rural
2012 (n=820), 2011 (n=855), 2012 (n=1185), 2011 (n=1168),
2010 (n=838), 2009 (n=791) m2012 m2011 ®=2010 =2009 2010 (n=1180), 2009 (n=1234)
At work
At home

A%
é‘;"g" In the library
2%
1%
219%' PIA not inthe library
0%
0%
%% In Internet cafes
0%
1% . .
1% Wi-fi (wireless Internet) access
1% points
3%
ﬁ% I At educational institutions
5%
0%
-}:Eé Elsewhere
1%
29%
352985 Does not use the Internet at all
36%
%%%,2 Does not use the e-services
270 8 provided by municipalities
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11. Conclusions

The Usage of Culture and Leisure Services Provided by Municipalities

In the context of culture and leisure services provided by municipalities, the services of public libraries
are being used averagely actively. Residents indicated that they visited culture and leisure halls the most
often and museums and galleries — the least often. During the last year, 46% of residents visited a library
at least once. Nearly every second visitor attended libraries rather often - not less often than once a
month. After summarizing the practices of the municipality residents of attending libraries, the changes
were not dramatic. The share of residents who visited libraries more often (at least once a month) did not
change either. Visiting public libraries is slightly more common among rural residents and the share of
urban residents attending libraries slightly diminished in 2011.

The evaluation (level of satisfaction) with the quality of services provided by municipalities depends
heavily on the situation if the one evaluating the service has used a particular service. A clear tendency
was noticed that residents who had used a particular service evaluated the quality of the service provision
significantly better that those who have only heard of the provision of the particular service.

The vast majority of residents who used culture and leisure services provided by municipalities were
satisfied with the provision of these services. The satisfaction with services provided by public libraries is
among the services of the highest satisfaction - even 96% of residents who visited libraries during the
last year were satisfied with them.

Communication with the Local Municipality

Residents approach municipality institutions regarding the solutions to particular problems the most
frequently. The vast majority are doing it by visiting municipality institutions. Communication with
municipalities using modern technologies is vague (only 0,3% of people having interest in municipalities
approach them by e-mail or through their Internet websites). Every second resident of a municipality
claimed to have approached municipality institutions during the last year. Every third of them approached
the municipality institutions 1-2 times and every fifth one - 3 or more times per year.

Internet Usage

64% of residents of municipalities surveyed are using the Internet. There are slightly more of Internet
users in urban areas. Although the share of residents using the Internet did not change in 2011, it slightly
increased during all the Project implementation period. During the Project implementation period,
Internet penetration increased more in rural areas.

Almost all Internet users have the opportunity to use it at home. Approximately 10% of residents use the
Internet in libraries at least occassionally. Rural residents tend to use the Internet in libraries more.
During the last four years, Internet usage in libraries basically did not change. Slightly greater Internet
usage was recorded during the second year of Project implementation (2010). However, Internet usage in
urban libraries slightly diminished and it remained unchanged in rural libraries until the present moment.

The retired are a social group that distinguishes from other social groups by an especially rare Internet
usage (only 17% of the retired are using it). Moreover, only 3% of the retired are using the Internet in
public libraries. Only every third disabled uses the Internet at home and only 1% of the disabled use the
Internet in libraries. The unemployed distinguish by the fact that a similar share of the unemployed and
have the opportunity to use the Internet at home as other residents, however, the unemployed use the
Internet in public libraries more often (12%).

Internet users in the researched municipalities are active Internet users. Even three out of four users
use it on a daily basis. Although the share and the activeness of Internet usage by Internet users did ot
change in 2011, however, from the beginning of the Project implementation both the number of Internet
users and those using it on a daily basis increased. There are slightly more Internet users (using Internet
on a daily basis) in urban areas.

E-services Provided by Municipalities

Internet websites of municipalities or institutions belonging to municipalities are not often visited by
residents. Residents visit Internet websites of municipalities slightly more often in order to read the latest

February, 2012 Page 52



news. The interest in these websites slightly increased during the four years. The websites of all other
institutions belonging to municipalities are visited much less often. During the last year, 8% of residents
visited Internet websites of public libraries. Visiting libraries’” websites did not change in 2011. The youth
and rural residents visit them more often.

The most well known and the most frequently used e-services are the ones related to one’s social
information. E-services provided by municipalities that are related to the management of wealth or
property of an individual or the opportunities to provide other services to residents are known less. Usage
of all e-services provided by municipalities is especially rare. Only slightly more residents (7%) claim that
they made online appointments at healthcare institutions.
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