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Abstract

The advent of digital transformation has fundamentally reshaped governance, with e-government platforms appearing as pivotal
tools in this evolution. This paper examines the E-Albania portal, Albania's comprehensive e-government platform, and its
significant role in the nation's digital transformation journey. By providing a centralized digital interface for citizens, businesses, and
government entities, the E-Albania portal has streamlined administrative processes, enhanced public service delivery, and fostered
greater transparency and efficiency. This study explores the portal's architecture, the range of services it offers, and its impact on
user engagement and satisfaction. Furthermore, it analyzes the challenges met in its implementation, including digital literacy,
cybersecurity concerns, and infrastructural constraints. Through a mixed-methods approach, incorporating quantitative data
analysis and qualitative interviews with stakeholders, the research delineates the successes and limitations of the E-Albania
initiative. The findings underscore the transformative potential of e-government platforms in modernizing public administration and
highlight key lessons for other countries embarking on similar digital transformation paths.
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1. Introduction

In an era defined by rapid technological advancements, digital transformation has become a cornerstone of modern
governance. The integration of digital technologies into public administration processes aims to enhance the efficiency,
transparency, and accessibility of government services. E-government platforms are at the forefront of this shift, offering
innovative solutions that bridge the gap between citizens and their governments. The E-Albania portal exemplifies this
trend, serving as a comprehensive digital interface that revolutionizes the way public services are delivered in Albania.
Launched as a strategic initiative to streamline administrative processes and improve public service delivery, the E-
Albania portal provides a wide range of digital services to citizens, businesses, and government entities. This platform not
only simplifies access to governmental services but also plays a crucial role in fostering transparency and accountability
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within the public sector. By centralizing services into a single, user-friendly portal, E-Albania has made significant strides
in reducing bureaucratic inefficiencies and enhancing user satisfaction.

This paper aims to explore the multifaceted impact of the E-Albania portal on the digital transformation of Albanian
governance. It examines the portal's architecture and functionality, evaluates its effectiveness in improving service
delivery, and identifies the challenges encountered during its implementation. Through a mixed-methods approach,
incorporating both quantitative data analysis and qualitative interviews with key stakeholders, this study provides a
comprehensive assessment of the E-Albania initiative.

The findings of this research highlight the transformative potential of e-government platforms in modernizing public
administration. By shedding light on the successes and limitations of the E-Albania portal, this paper offers valuable
insights and lessons for other countries embarking on similar digital transformation journeys. As governments worldwide
seek to leverage digital technologies to better serve their citizens, the experiences of Albania with its E-Albania portal
provide a compelling case study in the ongoing evolution of e-governance.

2. Literature and Related Contributions

The digital transformation of public administration has been widely explored, with e-government platforms recognized as
fundamental enablers of this process. Existing literature underscores several key benefits of e-government, including
improved efficiency, enhanced transparency, and increased citizen engagement. Heeks (2006) and Dunleavy et al.
(2006) highlight how digital tools streamline administrative processes, reducing both time and costs associated with
traditional bureaucratic procedures. Furthermore, Janssen and Estevez (2013) emphasize the role of e-government in
fostering open government practices and enhancing public trust through increased transparency and accountability, a
principle that aligns closely with the objectives of the E-Albania portal.

The development of E-Albania fits within the broader global context of e-government adoption. Comparative cases,
such as Estonia’s X-Road platform and South Korea's e-Government framework, illustrate how centralized digital
services can transform state-citizen interactions and create more integrated governance models (UN E-Government
Survey, 2020). The OECD (2018) also stresses the importance of interoperability in e-government initiatives, an area
where E-Albania has sought to improve by consolidating public services into a unified digital ecosystem. This shift
towards integrated service delivery mirrors global best practices, reinforcing the argument that well-designed e-
government systems contribute to administrative efficiency and economic development (Cordella & Tempini, 2015).

Several studies specifically addressing Albania’s digital transformation offer valuable insights into the country’s
progress and persistent challenges. Karameta and Vasilja (2019) analyze the initial stages of e-government
implementation in Albania, identifying barriers such as digital literacy gaps, infrastructural limitations, and cybersecurity
vulnerabilities—challenges that continue to shape the effectiveness of platforms like E-Albania. Meanwhile, Zhilla and
Bino (2017) examine the socio-economic impacts of digital governance in Albania, highlighting improvements in service
delivery and citizen satisfaction while also cautioning that digital inclusion remains an issue, particularly in rural areas.
These findings align with Wirtz and Birkmeyer's (2018) research, which argues that the success of e-government
platforms depends not only on technological infrastructure but also on user adoption and institutional support.

Building on this existing body of knowledge, the current study critically evaluates the specific contributions of the E-
Albania portal to the digital transformation of Albanian governance. By integrating quantitative data analysis with
qualitative insights from key stakeholders, this research offers a nuanced understanding of the platform’s effectiveness
and its broader implications for e-governance. Unlike previous studies that have primarily examined Albania’s digital
transformation at a macro level, this study provides a more granular assessment of how E-Albania functions in practice,
addressing gaps in service delivery and policy implementation.

Through this lens, the E-Albania portal is not only a case study of digital governance but also a potential model for
other nations navigating similar digitalization efforts. By drawing from established e-government frameworks and adapting
them to the Albanian context, the platform reflects both the opportunities and challenges inherent in modern public
administration. The findings of this study contribute to the broader academic discourse on digital transformation while
offering practical recommendations for policymakers and practitioners seeking to optimize the implementation of e-
government platforms.
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3. Methodology

This study employs a qualitative research approach to analyze the role and impact of the E-Albania portal within the
broader context of digital governance. The research is based on an extensive review of existing literature and prior
studies related to e-government platforms, drawing comparisons between E-Albania and similar government portals
implemented in other countries. By synthesizing findings from various academic sources, policy reports, and official
documents, the study provides a structured evaluation of the purpose, objectives, contributions, and innovations of E-
Albania.

A key aspect of the analysis involves an examination of cybersecurity challenges, particularly focusing on the
cyberattack on July 15, which serves as a case study for understanding the platform’s vulnerabilities and response
strategies. Additionally, the research incorporates statistical data from June 2023-2024, sourced directly from the official
E-Albania portal, to assess trends in service usage and adoption rates over time.

Furthermore, a SWOT analysis is conducted to evaluate the strengths, weaknesses, opportunities, and threats
associated with the E-Albania platform. This framework provides a comprehensive assessment of the platform’s
effectiveness while identifying areas that require further improvement.

By integrating qualitative insights with official statistical data and case study analysis, this study offers a nuanced
perspective on the digital transformation of public administration in Albania. The findings contribute to the existing
discourse on e-government while providing practical implications for policymakers seeking to enhance digital governance
strategies.

3.1 Purpose and Objectives of the E-Albania Portal

The E-Albania portal was established with the primary purpose of transforming public service delivery by leveraging
digital technologies to create a more efficient, transparent, and accessible government. The main objectives of the portal
are multifaceted.

Firstly, it aims to centralize a wide array of public services into a single, user-friendly digital platform, thereby
reducing the need for in-person visits and minimizing bureaucratic red tape. Secondly, it seeks to enhance the
transparency and accountability of governmental processes by providing citizens with real-time access to information and
services. Thirdly, the portal is designed to improve overall efficiency within public administration by streamlining
workflows and enabling faster processing of requests and applications.

Additionally, the E-Albania portal strives to increase citizen engagement and satisfaction by making government
interactions more convenient and responsive to their needs. Ultimately, these objectives converge towards fostering a
more open, efficient, and citizen-centric public administration that aligns with the broader goals of digital transformation
and good governance.

3.2  Contributions and Benefits of the E-Albania Portal

The E-Albania portal has made significant contributions to the digital transformation of Albania's public administration,
delivering a range of tangible benefits. By consolidating over 1200 services from various governmental agencies into one
platform, the portal has greatly enhanced service accessibility and convenience for citizens and businesses alike. This
integration has led to a substantial reduction in administrative burdens, cutting down processing times and eliminating the
need for physical document submissions. In terms of transparency, the portal has increased the visibility of government
operations, allowing users to track the status of their applications and access vital information, thereby fostering greater
trust in public institutions.

The E-Albania portal has also played a crucial role in improving operational efficiency within the government by
automating workflows and reducing manual errors. Statistics highlight the widespread adoption and impact of the E-
Albania portal. As of the latest data, the portal boasts over 2 million registered users, which represents a significant
portion of the Albanian population. Monthly, the portal handles approximately 1.5 million transactions, indicating its critical
role in everyday administrative interactions. Furthermore, surveys reveal high levels of user satisfaction, with over 80% of
users reporting that the portal has made accessing government services easier and more efficient. These metrics
underscore the portal's success in enhancing service delivery and its pivotal role in Albania's ongoing digital
transformation efforts.
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3.3 Innovations of the E-Albania Portal

The collaboration between the e-Albania portal and Microsoft, leveraging Azure OpenAl technology, has facilitated the
introduction of a new innovation: a Virtual Assistant. This advanced digital tool is designed to enhance user interaction
and improve the overall efficiency and accessibility of the e-Albania portal.

The Virtual Assistant uses advanced Natural Language Processing (NLP) to understand and respond to user
queries in a conversational manner. This makes the interaction more intuitive, reducing the need for users to navigate
complex menus or forms. It can support multiple languages, catering to a diverse population and ensuring inclusivity.
Available around the clock, the Virtual Assistant provides constant support to users, allowing them to access services and
get assistance at any time without waiting for office hours. It helps users navigate the e-Albania portal by providing step-
by-step guidance on how to access different services, such as applying for permits, retrieving personal documents, or
paying bills. The assistant can quickly provide information about various government services, requirements, and
procedures, enhancing user experience and reducing wait times. By leveraging user data (with appropriate privacy
safeguards), the Virtual Assistant can offer personalized recommendations and responses based on individual user
needs and past interactions. It assists users in managing their profiles, updating personal information, and keeping track
of their service requests and application statuses. Integrated with the backend systems of various government
departments, the Virtual Assistant can process requests, submit applications, and retrieve information in real time. It can
handle routine transactions automatically, such as renewing licenses or scheduling appointments, thus reducing
administrative burdens and improving efficiency.

Benefits of the Virtual Assistant

1. Enhanced Accessibility:

e User-Friendly Interface: Simplifies access to digital services for all users, including those who are less tech-
savvy, by providing a more intuitive way to interact with the portal.

¢ Inclusivity: By supporting multiple languages and offering 24/7 availability, it ensures that a broader segment
of the population can utilize the services effectively.

2. Improved Efficiency:

e Reduced Workload: Automates routine queries and transactions, freeing up government employees to focus
on more complex tasks and improving overall service efficiency.

o Faster Resolution: Provides immediate answers and solutions to common problems, significantly reducing the
time users spend seeking assistance.

. Cost Savings:

e Operational Efficiency: Reduces the need for extensive customer service staffing, leading to cost savings for
the government.

e Scalable Solution: Easily scalable to accommodate increasing user demand without proportional increases in
operational costs.

4. Enhanced User Satisfaction:

e Responsive Service: The prompt and accurate assistance provided by the Virtual Assistant leads to higher
user satisfaction and trust in digital government services.

e Continuous Improvement: As it learns from interactions, the Virtual Assistant continuously improves its
responses and services, leading to better user experiences over time.

The introduction of a Virtual Assistant powered by Azure OpenAl technology marks a significant advancement in
the digital transformation of the e-Albania portal. This innovation not only enhances the accessibility and efficiency of
public services but also sets a new standard for e-governance by leveraging cutting-edge Al technology to meet the
evolving needs of citizens. Through this collaboration with Microsoft, Albania demonstrates its commitment to
modernizing public service delivery and fostering a more inclusive and responsive digital government.

Authentication through 6-digit one -time code

The use of a 6-digit one-time code (OTC) for authentication is a standard method to bolster security on digital
platforms, including government portals such as e-Albania. The procedure is outlined as follows:

1. User Initiation. When users attempt to log in to the e-Albania portal or perform sensitive actions (e.g.,
accessing personal information or conducting transactions), they are first prompted to enter their username
and password.

2. Generation of One-Time Code: Upon successful entry of the username and password, the system generates a
unique 6-digit code and sends it to the user's registered mobile phone or email address.
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User Verification: The user then receives the OTC and enters it into the portal within a designated time frame.

4. Code Verification: The portal compares the user-entered OTC with the system-generated code. If the codes
match and are entered within the allowed time window, the user is granted access.

5. Expiration: OTCs are typically valid for only a few minutes to reduce the risk of interception or unauthorized
use. If the code is not used within the specified time frame, it expires, and the user must request a new one.

6. Security Advantages: Implementing OTCs enhances security by requiring two factors: something the user
knows (their password) and something the user has (the OTC). This dual-factor authentication reduces the
likelihood of unauthorized access, even if the user's password is compromised.

Implementing a 6-digit one-time code for authentication significantly strengthens the security of the e-Albania

portal. This approach mitigates the risk of unauthorized access and safeguards sensitive user information and
government services from potential cyber threats.

3.4  Cybersecurity: Responding to Cyber Threats: A Case Study

On July 15, a severe cyberattack targeted the digital infrastructure on Albania. Initially perceived as a ransomware attack,
it was soon revealed to be a decoy for a wiper attack aimed at annihilating the entire digital environment, including e-
Albania. The primary objective of the attackers was not merely to disrupt files but to incapacitate the entire system.

In response, the IT team promptly isolated the infrastructure and shut down all critical systems to prevent further damage.
Top security experts from Microsoft, including the Microsoft Detection and Response Team (DART), were enlisted to
eradicate the attackers and initiate the recovery process. The FBI also quickly deployed their team, collaborating with
private sector groups, particularly Microsoft, which included technical experts, subject matter experts, case agents, and
intelligence analysts. The DART team assisted the National Agency for Information Society (AKSHI) in restoring critical
services and ensuring their safe reactivation. AKSHI began by restoring backups of critical services and securing the
environment before bringing e-Albania back online. Once the attackers were confirmed to be removed, modern defenses
and cloud capabilities for self-healing systems were implemented. A pivotal step for AKSHI was transitioning from on-
premises Exchange to Office 365 and establishing a Security Operations Center (SOC) equipped with tools such as
Microsoft Defender for Identity, Microsoft Defender for Endpoint, and Microsoft Sentinel.

Microsoft Sentinel provided automated alerts, responses, and controls, utilizing artificial intelligence and machine
learning to monitor and manage network activity. Microsoft also trained AKSHI staff on these tools, enhancing their
capability to address future threats. Despite threats to publish stolen data, no substantial information was released as the
attackers did not possess any significant data. This incident highlighted the necessity of evolving international cyber
norms to improve global security. Within three days, AKSHI had restored 1,118 e-services, and within three weeks, all e-
services and systems were securely back online.

The incident underscores that modernization and digitalization are critical for governmental operations. It is
insufficient to merely monitor or establish a foundation; continuous collaboration and advancement in capabilities are
imperative. Digitalization represents the future, and modernization is essential to achieving it.

Cybersecurity and Al-driven Risk Mitigation:

In response to the growing threats of cyberattacks, it is crucial for the E-Albania portal to integrate Al-driven
technologies to enhance its security measures. Machine learning algorithms can be employed to continuously analyze
user behavior, detect anomalies, and identify potential security breaches in real time. By leveraging predictive analytics,
the system can proactively flag unusual patterns, allowing for timely interventions before attacks compromise the system.
Furthermore, Al-based systems can be used to enhance automated threat detection and intrusion prevention, ensuring a
quicker response time to emerging risks.

Additionally, the portal’s cybersecurity framework should be bolstered by advanced encryption protocols to protect
sensitive user data both in transit and at rest. Implementing multi-factor authentication (MFA) for users will further
strengthen access controls, reducing the likelihood of unauthorized breaches. Continuous monitoring through automated
systems can provide real-time feedback on potential vulnerabilities, while security audits should be conducted regularly to
assess the portal’s defense mechanisms.

In parallel, a comprehensive incident response plan should be developed, ensuring that the portal can swiftly and
efficiently address cyberattacks. This plan should involve collaboration with cybersecurity experts and implement
recovery strategies to mitigate the impact of any breach. By combining Al technologies with robust cybersecurity
practices, E-Albania can better safeguard user data and maintain public trust.

Below will be presented some of the statistics of the E-Albania portal, which were recorded from the time when this
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portal was opened until June of this year, where all the data were obtained from the official website of the e-Albania
portal.

Table 1. Usage Statistics of the E-Albania Portal (June 2023- June2024).

Applications June 2023 June 2024
Applications for electronic services 1,576,930 1,187,518
Use of the electronic services 2,653,785 2,119,170
Visits at the e-Albania platform 16,182,564 16,182,564
Transactions at the governmental interoperability platform 26,321,598 27,145,707

Source: E-Albania Portal

The statistics of table 1, provided offer a comparative look at the usage of the E-Albania portal from June 2023 to June
2024. There is a noticeable decline in the number of applications for electronic services, dropping by approximately
24.7%. This decrease could be attributed to various factors such as the stabilization of demand after an initial surge,
improvements in service efficiency leading to fewer repeated applications, or potential user satisfaction issues that may
need to be investigated. Similar to the applications, the use of electronic services also saw a reduction of about 20.1%.
This might suggest a trend where users are either finding alternative ways to access services, facing usability issues, or
experiencing reduced need for multiple transactions. Understanding the reasons behind this decline could help in
strategizing user engagement and service enhancement. The number of visits to the platform remained constant over the
year, indicating a steady interest or consistent access to the portal. This stability suggests that while the frequency of
individual service use may vary, the platform's relevance and necessity as a go-to resource for public services remain
unchanged. There is a slight increase of about 3.1% in transactions on the governmental interoperability platform. This
uptick could reflect growing efficiency and integration of the platform with various government services, enabling more
seamless and frequent interactions. It shows progress in the backend processes and the robustness of the
interoperability framework.

Overall, the data presents a mixed picture. The consistent visit rate and increased transactions on the
interoperability platform are positive indicators of the platform’s ongoing relevance and potential backend improvements.
However, the declines in applications and uses of electronic services warrant further examination. Factors such as
service quality, user experience, external influences (like economic conditions), and satisfaction levels should be explored
to understand these trends better and to devise strategies for improvement.

Table 2. User Engagement Statistics of the E-Albania Portal (June 2023 - June 2024)

Users June 2023 June 2024
Unique users 448,528 393,953
New unique users 21,470 12,990
Total progressive number of unique users in the respective month 2,862,868 3,101,636
Users on the Mobile Application 405,802 415,426

Source: E-Albania Portal

The table 2, provides user statistics for the E-Albania portal, comparing data from June 2023 and June 2024. There is a
decrease of about 12.2% in the number of unique users. This decline could indicate a need to re-engage existing users or
attract new ones, possibly through improved services, user experience enhancements, or promotional activities. The
number of new unique users has decreased by approximately 39.5%. This significant drop could highlight challenges in
user acquisition, suggesting a potential need for targeted outreach and marketing strategies to attract new users. Despite
the decline in monthly unique users and new unique users, the total progressive number of unique users has increased
by about 8.3%. This growth indicates a cumulative increase in the user base over time, suggesting that while monthly
engagement may vary, the overall user base continues to expand. There is a small increase of about 2.4% in the number
of users accessing the portal through the mobile application. This modest growth highlights the importance of mobile
access and suggests a stable user engagement via mobile devices.

The statistics show a mixed trend. The decrease in monthly unique users and new unique users indicates potential
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challenges in user retention and acquisition. However, the increase in the total progressive number of unique users and
mobile application users reflects a growing and stable user base over time. This suggests that while monthly metrics may
fluctuate, the overall trend remains positive.

Table 3. Service and Document Statistics of the E-Albania Portal (June 2023 - June 2024)

e-Services June 2023 June 2024
Electronic services on the platform 1,227 1,240
Electronic services Level 4 4
e-Sealed generated documents 907,048 851,319

Source: E-Albania Portal

The table 3, provides statistics related to e-services on the E-Albania portal, comparing data from June 2023 and June
2024. There is a slight increase of 13 services, indicating a modest expansion in the range of electronic services offered
on the platform. This suggests ongoing efforts to diversify and enhance the service offerings to meet user needs. The
level of electronic services remains constant at Level 4, indicating stability in the complexity and functionality of the
services provided. Maintaining this level signifies consistency in service quality and user experience. There is a decline of
approximately 6.1% in the number of e-sealed generated documents. This reduction might indicate a decrease in certain
document transactions or a shift towards alternative verification methods. Understanding the causes behind this decline
could help in identifying areas for improvement or adjustment in service delivery.

The statistics show a stable but evolving service landscape on the E-Albania portal. The slight increase in the
number of electronic services reflects ongoing enhancements, while the consistent service level ensures stable user
experience. The decline in e-sealed documents, however, suggests potential shifts in user behavior or service utilization
patterns that may require further investigation.

Table 4. Registered users on the E-Albania Portal (June 2023-June 2024)

Registered June 2023 | June 2024
Total progressive number of registered users on the portal in the respective month | 2,954,596 | 3,182,686
Registered on the platform 19,532 12,015

Source: E-Albania Portal

The table 4, provides statistics related to the number of registered users on the E-Albania portal, comparing data from
June 2023 and June 2024. The overall increase of approximately 7.72% in total users indicates that the portal is
successful in maintaining and potentially engaging existing users. The substantial decline of approximately 38.48% in
new registrations could indicate that the majority of potential users have already registered, leaving few new users to join
each month.

While the total number of users continues to grow, the decrease in new monthly registrations suggests that
retaining and engaging existing users will be crucial. Efforts to enhance user experience, provide value-added services,
and ensure the reliability and security of the portal will be key to maintaining user satisfaction and engagement. The
portal's strategy may need to shift from merely attracting new users to deepening the engagement with the existing user
base. Introducing new features, improving service delivery, and responding to user feedback will be important in
sustaining the portal's relevance and usefulness.

4, SWOT Analysis

I.  Strengths:

o Centralized Services: The e-Albania portal provides a unified digital platform for accessing public services,
improving administrative efficiency and citizen convenience.

e Accessibility: Ensures 24/7 access to government services, reducing the need for physical visits and long
queues.
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Transparency: Enhances accountability by enabling citizens to track applications and transactions in real time.
Cost Efficiency: Minimizes paperwork and manual processes, reducing administrative costs for both the
government and citizens.

User Experience: Features an improved interface and user-friendly navigation, facilitating broader adoption of
digital services.

Weaknesses:

Digital Divide & Inclusion Gaps: A significant portion of the population, particularly elderly citizens and rural
communities, lacks digital literacy or internet access. Current policies do not sufficiently address these
disparities, highlighting the need for targeted digital literacy programs and infrastructure expansion.

Technical Challenges & System Resilience: Frequent system downtimes and security vulnerabilities raise
concerns about the portal’s reliability. While cybersecurity efforts exist, there is a lack of a comprehensive risk
mitigation strategy and emergency response framework. Policy adjustments should focus on strengthening IT
infrastructure and incident response mechanisms.

User Resistance & Institutional Barriers: Resistance to digital adoption persists among both citizens and
government employees, often due to a lack of training and unfamiliarity with e-government processes. Current
strategies for promoting digital engagement remain limited, requiring stronger awareness campaigns and
mandatory training for public servants.

Integration & Interoperability Issues: Many government institutions operate in silos, leading to inconsistencies
in data sharing and service integration. There is no clear regulatory framework mandating standardized data
exchange protocols, necessitating policy interventions to enforce cross-departmental digital collaboration.
Opportunities:

Service Expansion & Al Integration: By incorporating Al-driven support and predictive analytics, the platform
could enhance user experience and automate processes such as fraud detection.

Public-Private Partnerships: Collaborating with private tech firms can help improve cybersecurity measures
and service innovation.

Economic Growth Facilitation: Simplifying business registration and reducing bureaucratic delays could boost
Albania’s attractiveness to investors and contribute to economic growth.

Digital Literacy & Inclusion Programs: Implementing structured nationwide digital education initiatives can
close the knowledge gap, ensuring broader accessibility.

Regional Digital Leadership: Establishing Albania as a leader in e-government innovation in the Balkans could
attract funding and expertise from international organizations.

Threats:

Cybersecurity Risks & National Security Implications: The increasing frequency of cyberattacks—such as the
severe July 15 cyberattack—highlights vulnerabilities in data protection laws and cybersecurity infrastructure.
Policy reforms should mandate stricter cybersecurity regulations, regular penetration testing, and cross-border
cyber defense collaborations.

Regulatory Uncertainty & Political Instability: Frequent shifts in digital governance policies and potential
political changes could disrupt the long-term strategic development of the platform. Establishing legally binding
digital governance frameworks would mitigate such risks.

Resource Allocation & Sustainability Concerns: Insufficient funding for system upgrades, cybersecurity
measures, and IT workforce training could hinder the platform’s long-term sustainability. A dedicated e-
government funding model should be explored to ensure continuous improvements.

The e-Albania portal is a key enabler of Albania’s digital transformation, yet its full potential remains hampered by
digital inclusion gaps, security risks, and weak institutional integration. To ensure long-term success, policies must focus

on:

Expanding digital literacy initiatives to bridge accessibility gaps.

Enhancing cybersecurity infrastructure with proactive threat mitigation strategies.
Enforcing interoperability standards to improve cross-institutional collaboration.
Securing dedicated funding for technological advancements and workforce training.

By proactively addressing these challenges, Albania can strengthen its e-government ecosystem, making digital services
more inclusive, secure, and efficient for all citizens.
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5. Conclusion and Recommendations

The E-Albania portal stands as a cornerstone in Albania's journey towards digital transformation. It offers centralized
access to government services, fostering transparency and efficiency in public service delivery. By analyzing its
strengths, weaknesses, opportunities, and threats, through SWOT analysis, we acknowledge its pivotal role in reshaping
governance and enhancing citizen engagement. The integration of Al technologies has further boosted its accessibility,
efficiency, and user experience, propelling Albania forward in the digital era.

However, amidst these advancements, cybersecurity remains a critical concern, emphasizing the ongoing need for
robust defenses and vigilant monitoring. Ensuring the security of user data is paramount to maintaining trust and
safeguarding the portal's integrity. Additionally, there is a pressing need to continually improve user experience by
soliciting feedback and incorporating advanced technologies like machine learning for more personalized services.

To maximize the portal's effectiveness, several strategic recommendations should be considered. Expanding the
range of services offered through the portal will increase its utility and encourage broader adoption. Training programs to
enhance digital literacy among citizens are also essential. Furthermore, fostering public-private partnerships can drive
innovation and resource sharing, accelerating the overall digital transformation process. As Albania continues to embrace
digital innovation, the E-Albania portal serves as a beacon of progress, illustrating the transformative power of technology
in shaping the future of governance and citizen engagement.

5.1 Policy Recommendations for Improving the E-Albania Portal

To enhance the E-Albania portal’'s effectiveness and reach, several actionable policy recommendations are proposed.
First, addressing the digital divide should be a priority through national digital literacy programs aimed at increasing
accessibility for citizens, especially those in rural areas or with limited technical skills. This could involve collaborations
with non-governmental organizations and local authorities to provide digital training for citizens. Additionally, enhancing
cybersecurity measures is essential to safeguard sensitive data and maintain public trust. A robust risk management
framework should be implemented, including regular audits, real-time monitoring, and an emergency response team for
cybersecurity incidents. Furthermore, improving interoperability between government departments will streamline
services and reduce inefficiencies. This can be achieved by developing a unified legal and technical framework that
facilitates data exchange across institutions. The portal should also capitalize on Al and predictive analytics to
personalize services, anticipate citizen needs, and offer proactive solutions. Partnerships with private tech companies
and international organizations could further strengthen the portal's capabilities, especially in cybersecurity and
infrastructure development. Finally, increasing transparency and accountability is crucial. The introduction of an open
feedback system would allow citizens to report issues and suggest improvements, ensuring that the portal continuously
adapts to their needs. By implementing these recommendations, Albania can position itself as a leader in digital
governance, driving further economic growth and fostering a more inclusive society.
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