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Abstract

More than twenty stage models of e-government have been suggested in the last fifteen years,
globally. The number of stages varies from model to model, but overall there is general consensus
on five generic stages of e-government maturity, identified as: information; interaction;
transaction; integration and one-stop portal for e-government. An intuitive and easy user interface
is crucial for each stage of e-government maturity so that citizens can fully utilize e-government
services. It is equally important that the response of the citizens and other stakeholders is
measured and analysed at each level, mainly to understand the effectiveness of the provision.
Therefore, web analytics for Government portals is crucial. Railways are one the most prominent
part of any Government. For this the study selected two Railways portals: Indian Railway Catering
and Tourism Corporation (IRCTC) and Russian railways. Both own a transactional website which
is integrated at the backend. The objective of the paper is to identify the key performance indicators
for each level of railway portals of both countries and suggest relevant web analytic tools that can
help in analyzing the response of citizens and to further help in improving the e-government

process.
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