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Purpose - The purpose of the article is to analyse and discuss the re-
sults of the implementation of electronic services in social protection field
in Lithuania.

Methodology - Research is based on analysis of publicly available data,
also data of the Ministry of Social Security and Labour, and the State Social
Insurance Fund Board.

Findings - Many electronic services in social protection field have been
implemented during a last decade in Lithuania. They have substantially
changed the client and the service provider relations. It is assumed that many
services have become easier and faster to reach for the client, and cheaper
to maintain for the service provider. At the same time public institutions
seeking to reduce their operational costs have cutted the number of staff in
customer reception units. An impact of process mentioned on service acces-
sibility and client preferences have been analysed. Natural persons applying
for their personal affairs pay more attention on the confidentiality of their
personal data. Meanwhile for the representatives of legal entities connec-
tion simplicity and speed are more important. In all cases, clients prefer live
communication by phone or chat instead of searching for information in
knowledge database. A fact that clients behaviour does not depend on cli-
ent's age is somewhat unexpected. Without a doubt, the positive outcome of
the implementation of e-services is decrease in the number of persons who
were entitled but not used their rights because of a lack of time or other rea-
sons. A number of missed sickness benefits decreased almost twice.

Practical implications — The results of the research can be applied per-
forming cost-benefit analysis and/or design of new e-services in social pro-
tection.
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