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Public services encompass all the interactions between citizens and businesses an
governments, at all levels. Thisterface is the frorine of good governancand public secto
innovation with the scope toenabk enterprises to do businessiore easily,markets to operate
effectively and economic goals to be attained, by ensuring services are delivered effic
creativelyt YR Ay fAYyS gAlTKisdzapeNBEQ SELISOGIF GA2Yya
Describes how to better understantsetheeds andlemands fronmpublic
Outlines methodologies for process improvemergystems thinking,and administrative
simplification to reduce the burdeon serviceusersand increase valye
Reviewsghe alternative modalities for converting these demands ittte most suitableservices
or ways of deliverychannels)
Revealnline channelshat are helping make servicéetter, faster and cheaper, and reduci
the administrative burden throughinteroperability and the application off KS W2y
principleY2 @Ay 3 (12 WRAAR(IW2ILISY, RSETREAX @ (0 Q
Describes the role dBervice charterdn committing to @rtain standards andhe toolsused to
evaluate whether administrationare achieving thgoalof satisfied citizenand other sers
Exploresnew ways othinking about thewhole serviceportfolio and user needs

Introduction

Public servicexcan be understood as all the interactions between government and citizens,
businesses and other service usesshether directly or by proxy through an intermediahy other

words, they encompass not just the wedicognised servicegsrovided bythe stak, such as health,

education, police, fire service, welfare, social services, ®iey also include every instance in which

citizens, businesses and others cornrgo contact with the administration and some form of
exchangeof information or financaakes place:registering, licensing, applying, paying, borrowing,
YI1TAYy3 Iy SyldANES S0 tdzofAO WaSNBAOSEAQ | NB Y:
works, or the supply of equipment or items.

This interfacds a daily reality foenterprisesand citizens Some public servicesnablerevenueand
statistical collection for the overall public good. Othssrvices are necessaryto comply with
regulatory obligationssatisfy minimum standardsaind enforce essentialsafeguards Still others
makeproduct and laboumarkets work more effectivelyaddressing information and other failures
This chapter is concerned less with the services themselves, and mdrevotihey are processed,
packaged and deliveredhe quality of service delivery is intertwined with the ease of doing business
(seetheme 6), and henceS I OK O Aty GoNEeedtlie economic goals articulated iBurope
202004 RNAGS F2NJ INRgUK YR 2204

The motivation for improving service deliyecan be manifold; whether in response to demands

from citizens and businesses for higher quality or greater accessibility, or due to an internal search
for more costeffective ways of working and better organisatiohs 9 dzN2 ad&ifistrations are
obliged toR2 0 S G ( S Na tideAciiniént findhdial €imatethe 2014 Annual Growth Survey
under the European Semestdmnighlighted the efficiency gains thatan accrue from modernising
service deliverynot just to governments and judiciaries, but also to the economy.

"¢ KNRdzAK2dzi GKA& OKLF LIASNSNIGES (ka S NS I2NIS (UKEGANG ATTKSY 6 NB F RS NJ ¢
NAIKGA FYyR RdziASa 2F | YSYOSNI 2F a20ASie0 6A0GK GKS yIFNNRgS
customer orconsumer of a servicegimilarly, this chapter also refers to busineser, as the other main beneficiary of

public services. PublicandnddN2 FA G 62RASE I NB Ffada2 aSNWAOS dzASNE FyR 02@S10

Introduction


http://ec.europa.eu/europe2020/making-it-happen/annual-growth-surveys/index_en.htm
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TheNR &4 S dgial ai2KOSA SW & Q  ed expectdihafranKaiSSyice deliveryamong citizens

and businesse Globalisationthe digital society, 24/7 media and social hetwohave opened the

eyes of citizens and businesses to what is possible. Learning from their expsneiticethe
commercialsector, they want services which are better, faster, cheaper, and in many cases, they
want more from theirpublic administrations.It is no longer the case that technology is simply
employed to automate back office functions and improve public sector productiatyworthwhile

goal in itselfiCT has now assumed a transformative role inlipudervice design and delivery.

OWe are going to radically change the relationship between public administration and citizer
want public administration to move at the same pace and speak the same language as its ust
approach of many adminisations still focuses too much on obligations and procedures and too
2y AYLINR @Ay 3 O rdiEtadadng Badia, ljtalizin Minidtér of Public AdnhiStration a
Simplification, European Commission conference, 1 October 2014

Every countryorganisests public services in its own way, in accordance with its institutions, culture
traditions, andits choices regarding the boundaries between public and private provision, and state,
community and individual. This chapter is nonhcerned with structures, but it is about channels:
how does a modern public administration interact with service users, including other authotities?
focuses on the following questions, and set$ ways and tools to address them

In the EU, thecreation of the Digital Single Market Strategy for Europe (B8b\jides a further
motivation to ensure the creation of a real internal market, ensuring public services that also work
crossborder. New EU policies ainto remove existing digital barriers dnto prevent further
fragmentation arising in the context of the modernisation of public administratideee EU
eGovernmeh Action Plan for 201202F) and ensuring high quality, userentric digital public
services for citizens and seamless cHosder public services for businesseSee Ministerial
Declaration on eGovernmenthe Tallinn Declaratio®ctober 2019

5.1Do we know what citizens / useespect + Direct contact (srveys, panelspolicy labsand focus
from our organisation in terms of services and groups
their delivery? + Indirectfeedback and representation
+ Mystery shopping
+ WATS SoSyidaqQ lylteara
+ Consultationstakeholder participationgo-production
+ Data driven insights from nepersonal digital
behaviour (e.g. froninternet ofthings, digital
infrastructures)
5.2How  we improve ousystems and £ Process reengineering
processesto optimise service delivery? £ {dadSya (GKAYylAy3a IRR (K
+ Organisational interoperability

2 COM(2015) 192 final

® EU eGovernment Action Pl&0162020- Accelerating the digital transformation of government
https://ec.europa.eu/digitaisinglemarket/en/news/communicatioreu-egovernmentactionplan20162020
acceleratingdigitattransformation

4 https://ec.europa.eu/digitaisinglemarket/en/newdministerial-declaratioregovernmenttallinn-declaration
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Key questions Ways & bols

Administrative simplification

Implementingonce-only principle inpublic
administrations

Ensure digital interaction between citizens and publ
administrations

Create usexcentred public services

Onestop shops

Endto-enddigital service delivery

Multi-channel service delivery

Interoperability

OnlineWe event®) T2 NJ OhudidesdsS y a |
Key enablers (8, single sigion, etc.)

WhyOS 2yfte&Q NBIAAGNY GA2
W5A3IAGEE o0& RSTEdzZ GQ

Wh LISY 0 @GowreBmdntas diFatform (GaaP)
andWOf 2dzRa 2F LJzof A0 &SN
'aSNBRQ aSNWAOS OKI NI SN&
Satisfaction measurement and management

User instant feedback

Public servicgortfolio management

Creative decommissioning

Sharingcore internalservices

Collaborative commissioning

5.3Are user demands mét K NB dz3r&nt
officeQ AYGSNFIF OS 6A0GK

- R

[N
e e N A T e A A S

5.4Given all of the above, do we make best us
of eGovernmentin delivering these services
through online chanels?

5.5.Do we know howvsatisfiedusers are with
our services and how we deliver them?

5.6How can administration bettemanage thér
whole serviceportfolio ?

Introduction
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5.1 Understandirg dza Sn¥&dsand expectations

In designing and delivering services, publi

administrations should not only rely on thei Direct contact with citizens & businesses|
own expertise and insight®ublic serviceisers
should be involved in expressing their needs
and expectationsand already are more and Mystery shopping |
more. Where traditional relationships with
citizenusers  were bureaucratic and
hierarchical, the new relationships are instead
more pluralistic and usecentric® This demandsraapproach from public administratiorte getting
citizers and businesse#nvolved with the aim of gaining an insight imo their perceptions,
expectations and commitment through active participation

Indirect feedback & representation |

Life events & customer journey mapping |

Growing demandson public services

The citizeruser has a different relationship with public services thaththe private sector: by ang
large the public are more ambivalent about government services, not giving thenh iazight at

best, and at worstvanting to have as little to do with them as possible. Nevertheless, the p
sector has come under growinggssure to match rising privateector standards. What has beg
achieved by leading commercial providers shows what is possibldy need tdell my bank oncs
GKIFIG LQ@S Y2QSR: a2 ¢gKeé R2 L K| @Sheingdialab
encourages citizens to become more vocal and demanding.

With government now more open than eyeand awareness at its highedtie to roundthe-clock

press coverage and social mediasitould beAy S@SNE FFTRYAYAAGNT A2y Qa A
aspirations of citizemusers and businesasers and how these translate into better servic&siven

by global competition, advances iachnology and the offerings of leading commercial players have

raised the standard of what constitutes an acceptable level of service. If we want our services to be

used and our interventions to succeed, we need to meet the pullct enterpriseon theirterms,

and manage needs and expectations more clearly along the segng the results inhigher
satisfactionlevels

Expectations have a central role in influencing satisfaction with sepvéteped bya very wide
range of factorslt is arguable thathe range of influences is even wider for public servitten
private onesBefore(re)designing and delivering services, the needs and expectations of users need
to be captured Different waysand mean&can be usedvith serviceusess - the choicedeperds on

the situation faced by thaerviceprovider:

°® OECD (2001Engaging Citizens in Pohmaking: information, consultation and public participatiddlUMA Policy Brief,
No.10, July 2001.

® For a more detailed description on tools and examplesN€khijs andP. Staes (2008uropean primer on customer
satisfaction managemenEUPAN.

¢C2LIAO podmY ! yRSNEA éxpegiRianyg
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CKS I RYAYAAUN t20SYdAlf (22ta Xo
X has the time and resources to V  Performingusersurveysto askcitizens and businesselirectly
initiate original customer research, abouttheir preferences and experience
and hence makdirect contactwith V  Setting upfocus groupdor more qualitative research
actual and potentiaservice users. V  Creatingcitizen/user paneldor qualitative dialogue and

continuity

X dnakesthe most of more readily V  Seekingrisights fromfront-line staff (feedback they receive
available sources of informatiotg from users indicating neejls
getindirect feedbackfrom existing V  Performing aalysis otommentsand complaintsmade by
service users and their representative existingservice users

V  Making brmal and informal contact withepresentative bodies

X invessin objective testing of the V  UsingW¥ Ystery shopis N ifidependently evaluate theervice

suitability and strength of service experience
delivery, simultaneouslytakingthe V  Performing? Odza i 2 Y S NJ 2 2, deuilpbasedhl¥iell]
dza Spidikt Of view. eventsQto walk the path thatusers have tdollow to receive

the service

In fact, trese options are complimentary, not mutually exclusiik of these tools provideheir own
insighsinto customerwants, behaviours and motivations. They allagministrationsto understand
what is valued by service users, how this varies between diffaygres of people or organisation,
and thus where action can be taken to generate new services, try out new delivery chammels
make incremental changes.

The assessment of needs and expectations can take place using these techniques at giffigesnt
in the lifetime of a servigedepending on whether it is hewdgonceived or welkstablihed: when
identifying issuesat conceptand desigrstage; during pilotingthrough implementation;and even
when considering phaseut if a service is no longer feib be required. Indeed, consultation should
be se&n as a continuum that starts wifdentifying initialneeds and expectationand later monitors
and evaluates satisfaction that thepeeferencesare being met during delivery diave evolved (see

topic5.5).

In principle, all evidence gathered through consultation activities should be made available to the
public, and ideally vieopen data portals in machine readable formats. This will foster the
participation of users in the design and developmentligfital public services, and will ensure better
transparency and accountability of the administrations.

5.1.1 Direct contact with citizens and businesses

Current and potential clients can be approachéy
directly for their views and insightd.he main
strength ofuser surveyss they allow for mass
collection of information, and hence are
especially useful in building up a comprehensive
picture using quantitative dataf done correctly,
this information should beepresentative of the
population (whether citizerusers or businessgsers). Foutypes ofusersurveys are possiblavithin
two main categories:

Direct contactwith citizens & businesses

Indirect feedback & representation

Mystery shopping |

Life events & customer journey mapping |

¢C2LIAO podmY ! yRSNEA éxpegiRianyg
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%+ Surveys which are led bycampetentinterviewer - the choiceis faceto-face telephone
onlinebased

+ Suneys which requireself-completion of questionnairedy the respondent the choiceis
postal or internet-based.

Some advantages and disadvantages ofs#four typesare set out below/

Survey type Pros and cons
Faceto-face X Surveys conductefhceto-face are able to collect fuller, more complex data.

X The use of an interviewer gives more control over whapproached and therefore who
actually answers the questions. Tlesmportant with strict statistically representative
sampling designs.

X Designed with care and administered well, they will generally have better response ra
than other types of survey.

W Faceto-face interviews are labour and time intensive, aaré likely to be more expensive
than other options.

Telephone X This format carbe very coseffective, if the survey is relatively short and straightforwari
X Appropriate for servicespecific surveys where there is a contact number for each persi
from which to draw a sample (a peondition).
W Some categories of people will Bgstematically underepresented, especially those whc
are hardto-reach.

Postal X Like telephone interviews, these need to be shorter than flcéace surveys and use
YEAYyEe arAYLX ST WiaAOl o062EQ G(GeéLiSa 27F | dzS
They can be very cost effective (cheap to set up) and provide anonymity which may
prompt a better response rate for more sensitive topics.

They offer very limited scope to ask qualitative questions, even less than telephone
surveys.

Response rates tend to be low, for example only2006 of questionnaire being returned.
This has to be planned into the survey design.

There is a high risk that some citizen groups will be over or urefgesented, such as
those with language, literacyifficulties or with support needs.

X

< = =

Internet X Electronic surveys can be very ceffiective with a high response rate for users which al
easy to target through the internet, for example, professionals, public bodies, even
businesses.

W At presentweb-based or email surveys are of limited value in customer research in pu
service contexts, because the distribution of access to the web is not evenly spread a
all sections of the population.

Digital Non+ X Emerging data technologies (advanced and predictive analytics, artificial intelligence)

personal for real time, cost effective, datdriven insights.

Behaviour W Technical limitations; the emerging nature of these technologies creates difficulty to
implement, raisegreat expectations with the risk of has expectedlelivery. Limited
skills available in the public sector. Procurement policies not allowing for innovative
implementation.

The choice of survey formashould be tailored to the purpose and the audienby analysing the
total population of users in advancEor collecting the opinions of users on a specific issue, rapidly
consulting businesses, citizens or other interested paraes,conducting user satisfaction surveys,
EUSurveys availablefree of chargeto everyoneasan electronic survey tool.

" Communities Scotland (2006)pw to gather views on service qualifcottish Executivep.72.

¢C2LIAO podmY ! yRSNEA éxpegiRianyg
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EUSurvey

EUSurvey is an online survey management system for creating and publishing forms available to the
e.g. user satisfaction surveys and public consultations. Built at DG DIGIT and funded un8érghegramme
EUSurvey is the European Commission's official survey management tool. Its main purpose is to creat
surveys of public opinion and forms for internal communication and staff management, e.g. staff o
surveys and forms for evaluation or rsgation. EUSurvey provides a wide variety of elements used in fol
ranging from the simple (e.g. text questions and multiph®ice questions) to the advanced (e.g. edital
spreadsheets and multimedia elements). The application, hosted at the Eurdpeamission's Departmen
for digital services (DG DIGIT), is available free of charge to all EU citizens. EUSurvey can be acce:
https://ec.europa.eu/eusurvey

The main drawback of surveys in genemlthat there are limitations on getting qualitative
impressions from users, even with faeT I OS AYUSNIBASgad 2 KAt S AdzZNBSe A
Ot 2aSR ljdzSadAizya o0adzOK a WwWeSaky2kR2y Qi 1y26Q=2
includeopenended questions with responses either captured verbatim or coded into types/groups

later, it takes a skilled interviewer and a sestiuctured questionnaire to engage in dialogue with a

service user. This technique can capture new insights througkraevounds and layers of
guestions, but at the cost of fewer topics and a smaller sample group than quantitative surveys
would allow.

A more appropriate device for 4depth qualitative research is either thiecus group(bringing
together a small but dierse group of actual or potential users for a enfé discussion) or theiser

panel6 82 YSGAYSa Ifa2 NBFSNNBR (2 & WdzaSNJ INE dzLJQU @

Merits of a user panel

A panel is essentially a group of service users who have consented to be part of a pool of peg

will be used to select samples to take part in periodic research and consultation exercises. T
chosen to be broadly representative of the wholepptation of real or desired service users.
main advantage of user panels is their continuity, which allows a dialogue to develop and di
scenarios to be tested over time.

A variety of methods may be used to collect data from panels. For erapagahels can be used as a

basis for sampling for a survey or as a source of people to recruit to focus groups or other qualitative
approaches. Saip represents the bulk of the costs, but panels also need to be actively monitored

and refreshed to maintail KS RSAANBR f S@Stf 2F WNBLINBaASydl GA @Sy
common problems of research fatigue that are evident in other approaches.

In the private sector, the boundaries tend to be wadifined - the business supplies and the

customer luys ¢ and the contribution of the user group to improving products and processes is
similarly cleatcut. In the public sector, where the citizens choose their elected representatives and

hence have a stake in the administration, there is scope for morécgzatory relations. At thdocal

level, there is scope for citizedzd SNJ LJ ySta (2 o06S02YS Y2NB (KlIy &
municipality choses to give them a formal advisory role, or even deeisaking powers on grants

and initiatives, as a forraf co-decision (se¢opic 12).

¢C2LIAO podmY ! yRSNEA éxpegiRianyg


http://ec.europa.eu/isa/
https://ec.europa.eu/eusurvey

Quality of Public Administration A Toolbox for Practitioners || EN5GczB

Whichever direct techniques are employed, théyK 2 dzf R 6 S W Twhén Live2pbidl QifdzN1J2 & S
Council wanted to make their website more us@ntric, they brought in an expert on customer

centric websites to conduct rearch that had the actual needs of the beneficiary in mind, rather

than with what the institution thought the needs were. Analysis showed that the more important a

task was to a customer, the less content was being published on it, and vice versa. By hioki

what users werectuallydoing when they clicked on the site, the City Council was able to turn that
relationship around.

Inspiring example] A @S NLJ2 2 f / Afocdised welkie (oltefd Kirgdom) &

& ¢ K S Live®dol City Council websiig one of the best examples of a top task focused website | have ¢
across. One of the hallmarks of a truly excellent website is that you can start doing the top task
homepage So, ten years ago you went to a hotel website and you saw a picture of a room on the homi
b2¢r &2dz Oy adGFNI o0221Ay3 GKS NR2Y® LT @&2dz 3

impulse? Most people will want to hit thiackQbutton. If you go to the Liverpool City Council webs
homepage, you can immediately start selecting a leisure facility. You can also very easily find a library,
when your bins are being collected and report a fault.

In 2010, we did a top tasknalysis for Liverpool. Customers were asked to vote on 84 tasks. The top 6 tas
as much of the vote as the bottom 49 tiny tasks. A great website makes its top tasks really easy to co
To do this is makes sure they dominate the design and they tire continuously improved. It is possible
continuously improve 6 tasks, but it is impossible to continuously improve 84. To make a top task e
complete, you will almost always have to make tiny tasks more difficult to complete. This isohdod The
GAye GlFrala (y2¢ G(KS@QNB {(GAye IyR gAff FTAIKG KI
growing up to be top tasks and taking their rightful place on the homepage.

[ A@SNLIR 2t G221 | WFIFOG & o iubinmgorn 2k O
developng their website. Once the top tasks were TINY TASKS TOP TASKS
established, they were tested with real customers. &

A ]
To achieve excellence in web management, you /
mustmake decisions based on what your customers
actually do on your website. Not what you would i //l //

like themto do. Noteven what they tell you they
would like to do. What they actually do when given

liverpool.gov.uk
a task. P 9

By embracing evidendeased decision making,
Liverpool City has achieved a level of clarity and
simplicity that is rare for a government website.
Another council welite that has also done an excellent job with top tasks is Lancashire. In Lancashi
found that the top 5 tasks got as much of the vote as the bottom 55 tiny tasks. Despite the fact that Liv
is a city, and Lancashire is more rural, there is aofosimilarity between their top tasks. Customers &
interested in roads, bin collection, jobs. We have found that the same type of top tasks elreggm and
again.

Government takes two things from us: our money and our time. By having a great wébsitgaool City give:
servicesback to its citizens in double quick time. Governments should embrace the concept of ¢
LINP RAZOGAGAGE@D® | YIN] 2F | 3INBILG I208SNYYSyid 6So

Sourcehttp://www.gerrymcgovern.com/newhinking/top-tasksand-councitwebsites

¢C2LIAO podmY | yRSNEH éxpegt®Rianyg
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5.1.2 Indirect feedback and representation

Trust in public services starts with openne
which means willingness taccept feedback
even when it is criticaland to learn from it.
Comments suggestions and omplaints
schemesare valuable sourcgof information for
public administration®n servicerelevance an
guality. Such schemesften tend to record

formal complaints in which the service user is seeking explicit reditassvital to regularly monitor
and actexpedientlyon such cacerns as theComplaint Front Office in Milademonrstrates using
several channels (contact centre, website, post and faxgenerate an impressive track record in
quickly responding to citizen concerns on service quality

. Direct contact with citizens & businesses |
’ Indirect feedback & representation
. Mystery shopping |
d ‘ Life events & customer journey mapping |

Inspiring exampleW/ 2 YLX I AyiG CNRBYyld hFTFFAOSQ F2|

CKS W/ 20NEVIR yHRITTAOSQ public adminitationoaNdheg dtizediskelBser together. Th
FRYAYAAUGNI GA2yQa O2yil OG LIRAyGa | NnctibiaSrons @fioed Thé
website offers online services and extstive information about the sectors in which the body operates.
contact centre and the front office are the two indirect ways of communicating, thanks to an operator a
facilitator.

The Complaint Front Office records and manages the dissdisfawith the public services provided t
arflyQa (62 YAtftA2Y AyKIoAGFEyGaod . STF2NE GKS ON
manage all incoming complaints. The complaint management procedure is an integral part of they (
Management System implemented by the City of Milan according to the UNI EN ISO 9001:2000. This ci
3dzZt NI yiSSa GKS ljdzZtAde 2F GKS FTRYAYAAGNI A2y Q4

In April 2015the City Council of Manlaunchedl y Sé &/ 2YLX I AyG CNRy{ haf
customer relationship managemen€RN) systemintegrated with the other channelsuchasthe channel
used to ask for information. The projebas involved a major reorgamson in the back ofices and a
rationalisation in the number of civil servants engaged in the service.

From 21 April 2015 until August 2016he citizens submitted33,000 information requests7 500 warnings
6,200 complaintsand 610 suggestionsAll of themwere taken care afwhile the answer for B06 wasbeing
prepared.

The accessnetwork has been reconsidered as previously the interaction was not registered and the
complaint handed as a paper form could be lost. Besides, registration of any dotpresented to any public
office is mandatory according to the Italian law. This is also why it has been decided to collect the con
through the institutional website and at the 10 records offispreadaroundthe city. The persons in charge
the records office must collect the complaints and enter the data regarding the complaints directly into
CRM. In this wayhe operators in the back office receive the complaints and answer to the citizeanajler
postal service as indicated by thigizen.

An integrated CRM will give access to our Planning and Control Department to the €iterprests. In this
way, it will be possible to anabe and categorise the requests with the aim asfling the departments
receivingthe complaints to consier improvng the services they manag&he Communication Departmen
the CEO office, the IT Department atiee Planning and Control Department have contributed to defijihe

specific framevork forlodging the claim.

For further informationAlessandravarcatelli, Alessandra.Marcatelli@comune.milano.it

¢C2LIAO podmY | yRSNEH éxpegt®Rianyg
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As another examplehe Netherlands introduced a crogevernment policy on complaints handling
and conflicts resolution. This starts from the recognition that the procedure for complaining,
objecting and appealing decisions carries high costs for both the administrationhancitizen /
business, and that the best way to raise satisfaction levels is for officials to take the initiative and
make quick and direct contact with the complainant.

Inspiring exampleThe Informal Preactive Approach Mode{the Netherlands)

In the Netherlands, the Ministry of the Interior and Kingdom Relations initiates, stimulates and suppo
Informal Preactive Approach Model IRPAM) for all government orgasations. The model provides ¢
fundamental change for complaint handling and confletalution in public administration. From a tradition:
formal, judicial, procedural and written approach towardsiaformal, preactive and personal approach.

Both the private sector (citizens and businesses) and government spend millions in houtg@mé\ery year
on complaint, objection and appeal procedures against government decisions. Of the total amoi
administrative burdens (red tape) for citizens in the Netherlarid®s is caused by complaint, objection a
appeal procedures.

The governrant is a bureaucratic system and operates according to rules and regulations. Gover
organisations are responsible for decisions on whether for example an individual can be granted a
permit, is entitled to receive income supporfjust pay taxes or is entitled to receive a refund or a subsic
When citizens do not agree with such a government decision, discover mistakes, or do not unders
decision taken, traditionally their only possibility to address this is through a formalistic, legalist written
complaint, objection or appeal procedure.

The new preactive, personal and solution driven approach consists of two interventions

+ Upon receiving an objection against a government decision, a public servant ensures quick ani
personal contact with the citizen concerned (telephone call or informal meeting); the public se
uses communication skills such as listening, sunsingriand questioning from an open, unbias
approach and certain conflict management techniques thanclead to deescalation and conflic
resolution.

+ During the preliminary phase in decision making, a public servant contacts the citizen to test tr
information on which the decision will be based is correct and compéetdto explain why a certair
decision is about to be made and to explore possible alternative solutions with the citizen.

Research into the féects of a preactive solutiondriven approach to complaint, objection and appe
procedures shows a reduction in the number proceduresjngathe authorities time and money (26%60%
cost reduction) and increasing citizen satisfaction by 40% and improving job satisfaction for govel
employees by 20%. In 40%0% of the cases where the informal approach was paesblution was found anc
the objection procedure was cancelled. It also showed a positive effect on the processing time of ob
cases (37% reduction of processing time).

For further inbrmation: Lynn van der VeldeProject Leader, Ministry of the Interior and Kingdom Relatio
lynn.velden@minbzk.nl

Many informal suggestions may go unrecordaccomments and complaints schemédsit can also

provide valuable insights intd SNJJA OS dzaSNBRQ OASgad ¢KSdataOly oS
collection techniques to assess performance and highlight areas of good pracige.for
consideration to make best use béth formal complaints and informal comments include:
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+ Contemplate all the possible avenues by which feedback can be gathaotdjust the
traditional faceto-face and handvritten complaints, and look to the experience of the
private sector which is increasingly usiagcial mediaas the main channel (settingp
dedicated Twitter accounts and Facebook pagelsiit which also requires systems in place
to deal rapidly with the potential volume

+ Trainstaffi 2 &ALR G AYTF2N¥VI{ WO2YLX I AyGiaQr asSS GKSY

+ Considerdefinitions - what is actually meant by a complairior example, if service users
actually request information, but these requests can only be recorded€asnplaint€)
statistics may be misleading;

+ Review the complaints systems to ensuwerity and consistencyin recording (including
informal ones), classifying across the organisation, and analysis by management, but also
ensure that this does not become too bureaudrar burdensome for staff;

+ Be ready toprovide an instant responseespecially to complaints thogh social media
where both the comment and the response are highly visible, but equétiy dime to
investigate the substancef a complaint(beyond the immediate obligatioto establish if
redress is warrantedjo understand what happened arnd draw out the wider lessons; and

+ Collect detailed information to hellentify patterns or cause®f complaints in relation to
geographical areas or service user characteristics.

In some cases, administrations may wish to focus their researdpecific target groups that face a

higher risk of being excluded from accessing public senvifcteir specificcircumstances are not

taken into account sufficieht. The case opeople with disabilities using s & I Odzié Gl E 27F
demonstrates the met of reaching out torepresentative bodiesin identifying improvements in

both communication and physical access.

Inspiring exampleimproving accesdo i K S ¢. b B #ziioffice (Poland

{AyO0S Hnncs (KS ctROAzAK 6§ NP 2RRBSORRRI KFa YIR
improve their service to citizens with disabilities. By establishing cooperation with organisations repres
and associating with disabled persons, the Head of the Office hoped to obtain valuabl¢ imsigheir needs,
to enhane their social functions, and particulady facilitate the process of fulfilling their fiscal duties. T
Head of the Office orgased a humber of meetings with representatives of the aforementioned organisati
and consukd with them directly about the accommodation in the office, with the aim of improving
conditions in whichdisabled people are served. He also asked for their opinions on manuals in
guidelines were set out for providing services to the disabled.

During the meetingsemphasis was placeoh modern, safeand costlessway ofaccounting for thetax office
electronically. The participantswere informed aboutthe possibility ofdeduction of income taxfrom

individuals,particulaty relief rehabilitation Organisations opersons with disabilitiesre informedregularly
(every quarter) irelectronic formon the plannedtraining courses organiseat the headquarters othe local
office, includingits scope includingamong other thingschangs intax law This resulted in a number c
effective actions: an instruction manual and training in sign language and communicating with the blind
employees, and architectural improvements (room admissions for people with disabilities, an arogsor
wheelchairs, bright colours and contrast in te@als displayed in wathounted display cases, etc.Jhe
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headquarters office ign contact with the local tax office to provide access to the services of an interpret
sign language into PolisyaR FTNRBY t 2f AaK Ayid2 aai 3a Thé filny FamnotBdthe
above method of communicatiorcan be foundat http://youtu.be/RLuUK xrEgV4in addition, the office has
implemented a system that ales the transfer of information and communicatiotts customers via SMSe-
mail related to the fulfillment of tax obligationgor exanple, customers \ith disabilities are sent informatior
about reliefrehabilitation

For further informationMs AgataY 2 T QQMS Dfficer, s ® it Odzié GFIE 2FFAOSZ
agata.kosciak@Id.mofnet.gov.pl

5.1.3 Mystery shopping

Sometimes, the best way to undersih
service delivery N2 Y G KS dza$§
and to spot the opportunities for . Indirect feedback & representation
improvement, is to send a representative out :

into the field to see for themselve¥lystery . Mystery shopping

shoppindlis a wellestablished technique in . Life events & customer journey mapping |

the private sector that has transferred td

public servicesthe use of individuals trained to observe, experience and measure any customer
service process, by acting as service users or customers and reporting back dindiegsin a
detailed and objective way. This procedure can be used over the telephonfacéto-face
situations or by email. The idea is to test out the actual customer experience of services. It might be
used as a frestanding exercise, to follow up an issue identified through other methods such as a
usersurvey or after analysing recentoenplaints. Telephordased mystery shopping may be well
suited to covering any large, dispersed population. There mahdescope to undertake this kind of
approach on an ongoing basis to get more regular feedback.

. Direct contact with citizens & businesses |

The exercise involvedeciding onsuitable scenarios typical situations or issues that service users
may preent, rather lIKS WT NB |j dzSy (i f & Thégaalitbard vipldeSfthe mpstéri sShopping
process depends on thaesign and execution of the scenariosed to test serviceelivery:

£ 52y Q0 0SS G-panned Mubsimpla &pmdacheare likely to be the most effective;

+ Be careful to ensurethical behaviour and not entrapment it is important that staff and
other appropriate parties such as trade unions know that mgstshopping is planned,
although they should not be told exactly when and where it is to happen as this would
undermine the process;

+ Emphasiselearning lessons not allocating blameas (like the use of complaints as
feedback), the critical issue is thalwre of the organisation, meaning that the identity of

the parties involved is not really the point; and

+ Providefeedback to staffon the findings and the intended followp actions, so that they
see the value of the process from beginning to end.
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Thevalue ofmystery shoppingvasillustrated by the Belgian social welfare servjoghich examined
how easy it was to contact the federal office and get a consistent and timely response, leading to the
WCNRBY(d 5Sa1Q AYyAlGAlFIGABSD

Inspiring exampleMystery shoppingor social welfare (Belgium)

The Belgian Federal Service for Social Integration (POD MI) helps 589 local public centres for social w
giving them financial aid and support for various groups of people (e.g. refugees and mpathmat any
means of support). A mystery shopper project in 2007 revealed that

+ It was not always easy to contact the POD MI. Our clieatdd reach the POD MI in only 60%
cases. Sometimes the telephone was not answered and sometimeails were notdealt with
quickly enough.

+ If the same question was asked of two different departments, clients did not always receive the
answer.

+ The time spent by experts on responding to standard questions was too great.

That is why we decided to install @oRt Desk to receive, deal with and distribute all incoming calls an
mails. The Front Desk receives and deals with all incoming catigilg faxes and letters. The Front Desk tr
to answer questions by using a large database of FAQs. If the Feskti®unable to answer a question, tl
back office is contacted. Via the Trinicom Web Self Service Module, the database of FAQs is also avi
our clients on our website.

In 2015 a study was ordered by the B&g Federal Service for Sociatelgration. This study analysed ho
social assistanceseekers were received by the local public centres for social welfare and especially
requesswere registeredThis study was atle according to the following methods:

+ An aline questionnaire
+ Workshops with workers of centres for social welfare and with sesisistanceseekers and
+ Mystery shopping

This mystery shopping pointed out that requests were not tegésl if seekers did not have theit2. Among
recommendations of the study, it watherefore reminéd that registration of every request ia legal
obligation.

For further informationJulien Van Geertsar@hairman of the Management Committee
julien.vangeertsom@ris.be

The Government of Malta, through its Strategic Human Resources & Quality Unit, has used mystery
shopping to strengthen its servicdelivery, allied to other initiatives: collected standards of
procedures departmental ratings, performance management, tiagh and development, and
succession planning.

Inspiring example: Mystery shopping to strengthen standards and performance (Malta)

The mystery shopper project was launched officiallpy the Government of Maltan June 2016 with the
publication of aWramework Agreement for the Provision of Mystery Shopper Services in the |
AdministratiorQ The aim of the project is to evaluate and assess the services offered by over 130 Gove
departments that deal directly with the publidhe first caloffs following the Framework Agreememtere

scheduledto be published by the end of Octob@016 with the first mystery shopper visits starting in Q
Reports presented to the StrategiaumhanResources& Quality Unit following the mystery shopper visstsoud

Ay Of dzRS NBO2YYSyYyRIGA2ya GFNEHSGSR | i A Y LPRifGhoisgon
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the timeframes related to such services. Responses and rectification from departments concerned
coordinated between the People & StandarDivision and the ministries concerned. This will be carried
through the pilot units for Governance, Quality & Standards launched in Q4 ZB&6project is expected t¢
last for up tofour years, and from 2017 all recommendations included within ribygorts will be compared tc
the findings emerging from théepartmentalratings 6eebelow).

In 2016, the People and Standards Division embarked on a thorough and detailed exercise cetbrudiagls
of procedures(SoPsfJor all services offered by ovdr30 Government departments which deal with the pub
directly (whether faceao-face, by email or on the phone). Information sessions were provided to Dire
and/or Directors General to guide them in the completion of this exercise. These SOPs fecifisally on
client-oriented servicesrather than the internal workings of the departments. In addition, the departme
were asked to indicate the timeframes for every service offered and to provide reasonable justificatio
services which take a nsiderable amount of time to be completedhe collated SOPwill be utilised to help
the mystery shoppers to assess and determine the way to continuously improve these services. They w
be required to provide recommendations for the simplificatiohservices that take exceptionally long to |
finalised.

In addition to SOPs, all Government departments dealing with citizeestl§irwere asked to complete

general self-assessment based on the following 10 determinants of service excellence: amm@ssunication,
empathy, competence, courtesy, credibility, reliability, responsiveness, security, and tangibles. The obje
this exercise was to give the departments a general guideline of the aspects of the streiceffer that will

be auditedby the Quality Audit Officers in 201With the aim of improvingthe service offered to their
customers. Thse audits will be used to givdepartmental ratingsof 1 to 5 stars which will be published ¢
SOSNE RSLINIYSYyliQa AYRAQGARdAzZrf 6SoLJ IS

In parallel,a new performance appraisal systemvas launchedon 1 August 2016in support of the Public
Service Renewal Programme, with the objective of assessing employees in a holistic manner. In June :
Strategic HR & Quality Unit launched a seriesveer 40 training sessions to give supervisors the tools and ¢
necessanfor managng the performance of their staffMost of these sessions weexpected to be concludec
by the end of December 2016urthermore, training on performance managemenpi®vided to those who
applied for the managemeribolkit module(see alsdopic 4.1 on performance management)

In conjunction with prformancemanagementthe Government of Malta ismbarking in 2017 on a project t
spearhead the analysis and improvem@f training and developmentn the direction of the initiation of skill¢
matching project also linking to the holistic perspective of the development of people to enhance the stat
of service delivery, internal and external customers and stakehsldbe People and Standards Divisisralso
finaligng a succession planningolicy, whereby potential future leaders or senior managers are identified
developed, as well as individuals to fill other busirelsical positions, either in the shorbr the longterm.
Good practices will be suggested. In 20f¥nistries will be asked to identify their future needs, any k
positions and related competencies. High potential candidates will be selected, and the necessary cc
training and developmenidentified and implemented.(see alsotopic 4.3 on managing motivating and
developingstaff).

For further informationMs Audrey Abelaaudrey.abela@gov.mt

Mystery shopping is the technique used in tBedzNR LIS Y [/ 2YYAA44A2YVQa | yyc
benchmarking studysee alsatopic 5.4, which is applied to seveHfe eventsQwhich have been
broken down, phaséy-phase and stejpy-step, through customer journey mapping.
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5.1.4 Life events and customer journey mapping

While individual services can be assessed$s
specific points in their life cycle, a more
dynamic analytical approachis to evaluate
dza SONHLAS NA SGif¢g &vSriY, Bommo#
crucial moments or stages ithe lives of

citizens or the lifespan of a businegar the

user, accessing the service that they want

or areentitled orobliged to receive ni the case of registrations, permits, taxes, charges and duties
typically involves multiple contacts with more than one administratioften, individual elements of

) Direct contact with citizens & businesses |

) Indirect feedback & representation |

) Mystery shopping |

. Life events & customer journey mapping

the Wt A T S seSickSayeifr@gmentedicross units within one organisation or acrosvesal

different institutions, according to the competences assigned by the executiie.S
approach is both a tool of analysis, and the basis for organising public services, especially electronic

serviceonlinethat can exploit the processirand networking power of ICT (sempic 5.4).

There is nauniversally agreeRSFAY A GA 2 Y

examples:

Citizerrusers

Having a baby (including registering the birth)

*
*
*
*
*
*
*
*
*
*
*
*
*
*
*
*
*
*
*
*
*
*

Attendinghospital

Arrangirg for childcare

Studying (enrolling in higher edation &
applying for finance)

Using a public library

Looking for a job

Starting a job

Paying income taxes and social contributions
Becoming unemployed

Marrying

Changing marital status

Buyirg, building rentingor renovatinga property
Travelling to another country
Movingwithin one country
Moving to another country
PLILX eAy 3 F2NI I
Owning a car

Reporting a crime

Starting a small claims procedure
Applyingfor a disability allowance
Retiring

Dealing with thedeathof a close relative

RNRA OSSN

2NJ RANBOG 2 NE

Businessusers

*

R e e A e

Applying for licenses and permits

Building buying rentingor renovatinga property
Hiring an employee

Running a business

Payingtax and saial security contributions
Trading across borders

Closing a business (including insolvency
proceedings)

Wi ATFTS

Starting and registering a business

¢tKS SaasSyoOS 2F WtATS SgSodiaq

Fyrfeara | &

+ Understanding all thendividual stepsinvolved in achieving the desired outconaad

+ Identifying all thenstitutions and their units or agencies that are involved along the way

8 Businesevents are explored further undeopic6.2.

¢2LAO podmMY !

Y R S N& éxpegiiiony

(p))

So

O

N>

2 fypict AFS S



Quality of Public Administration A Toolbox for Practitioners || GczcB

¢CKS GNIYAaATFTSNIofS StSYSyild pmemdpedheit fiaSa GedrgdédvaluéS | & dzN.
above other methodologies for (re)designing services dhdir delivery, by &ering both a user

centric and gvernmentwide picture revealingwhere servicesare both more and less appreciated.

The aim is not simply to assess #erviceperformanceof eachindividual organisatiofn isolation.

The fundamentapoint is to understand each event as a whelas the citizen or business sees it.
Thistechnique evaluatethe experience of thevhole servicecoming frommultiple organisations.

This leads to the concept ehd-to-end service deliverywhereby a requst for service delivery with
the administration is opead, processed and delivered at the same point of entry for the user,
irrespective ofhow many individual public institutions are involved bow many bacloffice
transactions take place to satisfy thequest.

In some cases, there will ieAy1a 0SG6SSy Ay RIp&ERIR dithicrosdoidar¥ S S @S
services. For example, moving to another country may be preceded by applying for a job or
arranging to study in that country, and once it happevil include arranging property, registration,

changing the address of a driving licence, updating information in the country of origin on tax,
pension, social insurance eté/hen it comes to croslorder service delivery, interoperability is

essential betveen different entities that receive, process and deliver servsestopic 54).

La Ly Tyl RS Gty dodtuseful ¥r a coordinating ministiyicreasingly, it is
also the basis for designirggServices (sedopic 5.4). Pictuing the Yfe events not enough on its
own, if the goal ido achieve better performancdo design a service that is truly-fiir-purpose, this
means also conducting aim-depth investigation of proces steps as well as data used in the
interactions with eneusers,and howthey can be managed to create the optimal path and most
satisfying experience for the user.

This is whereadditional methodologiexome in,like customer journey mappingto translate he
analysi 2 T Wi A TastiorSt@iSpfave tiemBvgningth the best specialisteingrecruited,
trained and nurtured in a public institution (seébeme 4), the real expertin relations with the
administrative authorities is the user, who is often the only persehether citizen or business
manager,with a whole view of the administrative journey taketo benefit from a service. This
journey often does not involve one simglactionalone, but rather a series ofinteractions with
severalgovernment agenciesdocuments to be provided, case files to be openedjris to meet,
deadlinesto be complied with, etcSome ofthese taskdollow on from each other and some may be
completed at the same time.

Mapping the customeg jgdurney

A customer journey map is a way to describe the experiences of a customer during their inte

with a service or set of services and the emotional responses these provisken their first
consideration of a related needp receiving the service outcomé&Vhen exactly do users feg
dissatisfied and why? To answer this question, it is essential to understand very precisstgph
that users have to go through.
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Customer journey mappingypically starts withseparate interviews with a sample of individual

users, each of whom is asked to comment on each of the steg@to describe the reasons why they

are satisfied or dissatisfiedhe mainHot & LJ2thaéiafe found again and aga@an beidentified by

pdz GAy 3 GKS YFLIWAY3A YR GKS O02YYSyida G23SG§KSNW
dissatisfactions as they go through the necessary procedures, this mapping allows us to identify all
the different types of dissatisfaction, some which relate to poor quality of reception at the

counter or other entry point lack of information, a process that is too complex to complete a
procedure, inconsistency between different services within the government agencyneagenera|

three different techniquescan be applied:

+ Buddy uf The assessor accompanies a customer and dioat staff member going
through the same process or system, experiences things exactly as they do, notes down the
steps taken and levels of satisfaction from bgérspectives, and compares internal and
external experiences.

+ Walk the walk2 Like mystery shoppinghé assessorsteps into the shoes of their users
takes time to walk personally through the endi system/customer journey stelpy-step,
takes detailed rotes focusing on time taken, duplication, ptsrof high and low efficiengy
and omparesthoughts with colleagues.

+ Bteal with prideQ The assessodentifies agencies/companies/service providers who have
systemslike the one being mappedfrom both public and private sectgr and asks the
following questions: What do they do differently?Which parts of the system are
better/worse? What can you learn and use in your own system?

¢KS YIAYy WK20 &Ll (i aufing Ghpyging il cdmRéntsabetierleSgRpood & LJ
reception quality at the entry point, lack of information,procedurestoo complex to complete,
inconsistents, etc.). In government, customer journeys are often complex, with multiple
interactions taking place over extended timefram&ustomer journey mapping is a particularly
useful tool to help describe the user's experience of a serigadifidual services, their thought
processes and reactions. It can help to ensure a consistently guethll service experience,
optimising outcomes for all customer groups, increasing efficienagd ensuring thdndividual
servicesare designed correctly

Inspiring example: From measuring complexity with life eventstappingthe journeywith
businesses (France)

The Modernisation StatBepartmentin France{ SONB G F NA I & I SY SNI f LJ2 dzNJ

carries out a largescale survey amongstiser groups (individuals, businesses, local authorities a
association} in its bi-annual complexity barometer The initial surey in 2008 was based upon 6,0(
telephone interviewssplit between 3,015 individuals, 1,029 businesses, 804 local authorities anc
associations. A quota sampling method was used to ensure that each sample waserggtiee. The study
was organied arownd life events for citizemsers (buying a house, getting children, etc.) and businesss
(recruiting staff, paying taxes, @). The perceived complexity measured for all these eventss illustratedin

the following grapHor businesses
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300,000 businesses are set up every year, an administrative procedure chaettieam the outset by its
length. Toanalyse in detail the exasburces oflissatisfactiorwith concrete moments of interaction with the
public administration, and to identifgpportunities for improvementcustomer journey mappings usedasa
qualitative technique

Of all the administrative procedures studiesbtting up a binessis one of the longest and most complex
terms of the number of steps and the number of documents to be obtained. Customer journey mappi
NEO2NRAY3I (GKS S@Syid ¥FNBY sdeiighesdzivGriditigs il danaw/light, edingg
for example, that administrative pressure grew, reaching its peak during the first few months the busir
operating, just when the entrepreneur needs to devote all his or her energy to helping it grow. It al
course, identified a number afdministrative inconsistencies. A business that has been formed in legal 1
still must obtain an operating license (covering equipment, receiving the public, etc.) to start up its a
(this is true of at least a hundred types of activity). In ceteterms, this sometimes means waiting seve
months before actually being able to launch operations. This finding is very important in foc
AYLINE@SYSydG SFF2NIla aiyOS GKS dzaSNEQ LINPINBaa

effoNI YIRS (2 AYLNR@GS (GKS afSaAFte O2YLIye F2N¥+
stop shops in the Business Registration Centres (CFE). By contrast, issuing operating licenses has

been covered by the streamlining initiativespeciallythe paperless process.

This second phase in setting up a businéresn legal formation to operational activity is a difficult and, by its
nature, very dissatisfying period for entrepreneurs, who thought or hoped they would be able to ltheick
activity but find themselves confronted with new government agencies, new contacts, etc. This is the ¢
major lesson from the study. While entrepreneurs feel that they have plenty of support upstream, whet
simply a question of developineir project, as soon as the company has been formed in legal terms, the
subject to multiple obligations, repeated declarations and all sorts of red tape. Faced with these diffic
they find that the government, as a partner, also becomes thee®of all the irritation. Having to comply fc
0KS FANBRG GAYS GAGK NBIdANBYSyida GKS& RARyQU

the heart of their activity and, either alone or with their accountant, rapidhyst take on this new
management role. It is therefore necessary to allow commercial activity to start up more quickly and, as
possible, to give the project founder the means to respond to government requirements, which mu
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clarified and rationalised. Some very tarigibmprovements have been realised:

V Ensuring applications are complete when filed with the Business Registration Centre and guaral
formation times (48 hours for CFE + registry, i.e. 48 hours to obtain Kbis)

V  Allowing activity to start up quickly jso guaranteeing the time required to obtain all operating
licences

V  Abolishing requests for unnecessary documents that act as stumbling blocks. Example: evidenc
lease, which can only be obtained once the Khis has been issued!

V Offering a completely pzerless process right to the very end (legal notice), with a single online
payment

V When the business is launched, abolishing all duplicate requests for information by making the
business registration file available. The corollary of this streamliniadp@dishing the need to register
the articles of association with the tax authorities, abolishing st@rtleclarations, sekémployed
status (RSI) requests, etc.

V  Offering a different form of administrative treatment to entrepreneurs and promoting acaess t
public markets for young VSEs (very small enterprises)

V  Harmonising the guidance offered to young entrepreneurs and making guidance generally availi
RdzZNAYy3I G§KS FANRG &8SIFNRa FOlAGAGe®

For further informationhttp://www.modernisation.gouv.fr/en/mappineusersjourneyimproveservicepublic
Frangoise WaintropGeneral Secretariat for Modernising Public Action,

francoise.waintrop@modernisation.gouv.fr
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5.2 Improvingsystems angrocesses$o benefit service users

Administrative burdens are the costs t

businesses and citizens of complying viita Process reengineering & systems thinking |
information obligations that arise frorfaws - _ SR
and regulatios (seetheme 1). In the words Administrative simplification |

2T h 9/ 5refer tbKe§@ator§ costs in

the form of asking for permits, filling out forms, and reporting and notification requirements for the
government® kn delivering 21 centurypublicservices that meet user expectationg)eof the main
policy drivers has been the desire to achiedkministrative burden reduction (ABRusually known

4 wOdzi G A°y3 NBR (I LISQ®

ABRtypically starts from regulatory reform ¢ abolishing unnecessarlaws andregulations (or
avoiding creating themand simplifying essential ones as far as possiblellowing a process of
review and impact assessmefgeetopic 1.9. This is an especially hot topic for business AdgRe
theme 6). Regulations determine what documents aegjuired, what checks are made, what follow

up is needed. Whea regulation is amended or abolished, this can remove the need for an entire
function or unit within an administration, or it can fundamentally changearitslus operand{e.g.
regarding permitor inspection).Minimising the regulatory burden has a direct impact onvisy
delivery, as it affectboth what institutions do andhow they do it (includingvhen, where and in
some cases, how much they chayge

Regulatory reform generates some admirative simplificationby itself and creates the right
climate for more. Buthisis not the whole story.

+ Regulationsare often open to interpretatiorby administrationsin respect to bw they are
implemened. Public administrations havechoices about how information requests,
inspections and other processes are appliethe way in which requests are made, the
number of steps and time taken, the checklists used, the procedures apghiedormat of
documents requestedin some cases, administians apply charges for performing these
tasks, which add to the costs to the service user, on top of their time. Sometimes these
charges were not envisaged when the regulation was first designed.

+ Public administrations also hawéecisionsto make anyway about the organisation of
services, the location of facilities, the delivery channels offered to usersuimber ofstaff
that are recruited, trained and incentivised, and the IT and other resources that are utilised.

+ Public administrabnsoften havediscretionwhen considering applications from citizens and
businesses, within the framework of the rules. This can be a positive factor if the decision
requires expert inpur judgement, produces value for money in using limited resources
and/or takes account otircumstancesnstead of being constrained by overly rigid rules.
However, this discretion can be negative, if the process is not well managed, or if it is abused
by officials for personal gaenda source of unethical behavio(see theme 2.

°OECD (2010%utting Red Tape. Why Is Administrative Simplification So Complicated? Looking beyond 2010
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All these factors affect the usEQ & S E LIS NA Sy &/8n wattibut feduitonachavds ApGblicd
administrations can streamline and simplify processeto reduce the burden on citizens and

odzaiySaasad Ly Ylye OFasSas Al Aa Ay GKS | RYAYA&

and realise savings.

Regulatory reform
(fewer, smarter rules — abolish, avoid & simplify)

The twin
drivers of ABR l \
. y.

Front office
(user interface)

* Reduce information requests*

+ Offer delivery channel(s) in line with user
preferences, including one-stop shops

+  Simplify forms

* Use reader-friendly language

+ Limit supporting documents (permits,
licences, etc.)

* Reduce number of inspections using risk

assessment

Employ sufficient, competent and

motivated staffto serve users

* Mave to ‘once only’
where possible

Streamlining & simplifying processes to deliver better customer services
(life events, customer journey mapping, systems thinking, etc.)

Back office
(internal coordination)

Rationalise institutional structures to meet
front-office needs

* Ensure each unit in overall structure has
clear mandate & reporting lines

+ Align processes with front-office functions &
regulatory obligations

* Ensure interoperability across systems

+ Employ sufficient, competent and motivated

staff to deliver processes

In meeting user needs and expectations, the challenge for governments is to balanites ame

side, the necessity ofidministrative procedures as a source of user information and a tool for
implementing public policiesand o the otherside the compliance costs taitizens, businesses

NGOs and public authorities that arise from thesguirements To organise themselves in the
optimal way to reach this balancadministratiors need to understand, manage and improve both

their internal working processes (baoKice) and the interface with the user (frooffice), keeping

in mind ther policyobjectivesd ¢ KA & A ad ¢ KSNB WO@Ezilindrates hbpe 210zNy S &
can be the inspiration for streamlining and simplifying processestred on adialogue with the

service user.

The example of thdustrianD 2 @S N Y Sy (i Q dlusttae@cRML theYe&sor citizensin time
and money of administrative compliancéeir chosen solutions a combination of back office and
front office reforms, and making optimum use dé@/ernment (sedopic 5.4).
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Inspiring exampleReduction of administrative burdens for citizens (Austria)

In April 2009 the Council of Ministers decided on a comprehensive programme to reduce administi
burdens for citizens and improve the quality of governmental services. The aims wefeltivo

V Cutting time and costs spent anformation obligations- reducing official channels by fostering the
use of é&sovernment solutions, enhancing intigovernmental cooperation, providing orstop-shop
solutions;and

V  Improveservice quality- making questionaires and forms more comprehensible and easier to
access, providing information in a barrieee way at a central point of interesind developing
interactive procedures.

After the first quantitative and qualitative researglthe 100 most burdensome acities were identified and
workshops were organized to discuss potential mitigating solutions. Participants of the workshopdrawene
from: legal experts from the ministriesivil servants from enforcement agenciesd stakeholdersAround
4,000 interviews were conducted by opinigoolisters to estimate the burden and to identify starting poir
for reforms It was calculated thatitese most burdensome information obligations for citizens cause 22 mi
requests, solicitations, petitions and declamats per year. This equals 32.3 million hours total burden fol
Austrian citizens, consisting of: 4 million hours for obtaining information, 18.8 million hours for processit
YAt EA2Y K2dzZNE F2NJ F NNRA @Ay 3 | -Of-packetexpénged (cdpiest faia] éc2) N.

About 140 measures have been planned and partly implemented by line ministries. Simplification méas
implementation amount to a time reduction for citizens of 12.7 million holtsy measures are setting up
electronic register for the civil status of citizens, the simplification of free public transport for pupils
0N} AySSa IyR GKS AYUNRRdzOGA2Y 2F GKS a20AtS

procedures.During a major tax reformn 2015/2016, the preconditions for the smalled automatic tax
declaration were created. It will serve as astop solution for citizens with a reduction potential of 3.1 milli

hours in the medium term.

The latest report on the measures can be foundin annex to the budget
https://service.bmf.gv.at/BUDGET/Budgets/2016/beilagen/Better Regulation 2016.pdf

For further informationMichael Kallinger, Federal Chancellery of Austnizghael.kallinger@bka.gv.abr
Gerald ReindFederal Ministry of Financgerald.reindi@bmf.gv.at

5.2.1 Process reengineeringand systems thinking

Processes aravhat make institutions function.
They arethe set of activities that turn inputs
(people, infemation, money etc) into outputs
(services delivered, actions fulfilled, etc.) with t
aim of meeting policy and operational objectives
They areoften complex especially when theyun acrossmore than one organisation or even
variousfunctionsand unitswithin the same organisation

reengineering & systems thinking

Administrative simplification

While theserviceuser has a high S@St 2062SO0GAQ@S 6waASH | 220Q03 (K¢
engage in a sequence ioidividual interactions with the public administration and achieve a series of
intermediate goals first9  OK Wi AFS S@SyYyiQ 0SS 3 dindviludlPpabyica | 22

services(e.g. help with searching for job vacancies), each of which isallgunade up of several
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processege.g. registeringnterest with employment services), and each process in turn comprises
severaloperations(e.g. finding the local employment office, meeting an advisor, completing a form
with personal details and aspiians, etc).

This decomposition of life events is implicit in customer journey mapping, and presents the reality of
acquiring publics&@A OS& FTNRBY (GKS dzZASNDa GASGLRAYIGET GKS OAd
event into its constituent partsThe citizen or businesperforms a series of operations and

LINE OS&daSaszx oKAOK | NB TnainddadgérvicéswiNch mighRbe wrésanfed akY SRQ |
alife event CN2Y G(GKS | RYAYAAUNI GA2YyQa LISNERLISOGABST (K
process ishow do we bring all these operations together into a process that is easy for the user to

access as a service, within the whole life e®efhis involves bottback office and front office
considerations, in whiclCT and interoperabilitynow play vital role.

Optimisingprocess flowss a precursor for major advances in frearid service delivery, such as

creating onestop shops(seetopic 5.3) and onlinedelivery (seetopic 5.4). In this regard, public
administrations can learn fronsuccessfupracticesto improve process flowsn the private sectar

Some Member Statesfor example,are borrowing it S OK y A ljledzs thinkigg8 ®NRBY (GKS | d
industry, that2 NA 3AY I GSR Ay GKS ¢2&20GF LINRPRdzOGA 2y daeaiasS
GAYSQs f Slwys desigiedrtdidprdve efficiency, minimise castd improve quality: each

car would be made to ordetr{ggering demand for the individual inputs2 NB Rdz0S (KS Wgl
spare parts being unusgdthe steps in the production processuld becarefully sequencedgach

stepwould beperformed byawell-trained team (not individuals who can be undesr overloaded)

progress to the next step would bnhappen when the process was free of defects (ensuring

quality), and performan@ monitoring was driven byontinuous improvementin a blamefree

culture. These techniques enabled Toyota (and other Japamasmakes) to enjy rapid and

profitable growthin the late 2¢" century and become global market leadeObviously, there are

major differences betweemanufacturing and transactional service delivemgt least thatthe latter

involves the customer directlyi KS a2 02 LIS T2 NJ | L& yiakeydnd thete B8R0 WLINE R «
inventory / stock (the service is created and consumed at the same.time)

Process reengineering also entails looking at how the interface with the administration is
experienced from the endzda SN & LISNA LISOIRISPRFFRO IO ALIRNDFHAE S A
service delivery as usdétiendly as possible. The Danish Business Authority (DBA) launched a project

to improve the functioning of their online services (see dtguic 5.4) in two areas: the process of
selectingindustry codes when business stais register online with th®BA and the mandatory
NBLR2NIAY3I 2F LISAGAOARS dziScreat®dnwbrdg SithenéuserskdN? dz3 K |
develop new or better solutionand cooperating acrossdainistrations ¢ the DBA was able to

realise time savings for both theutihoritiesand the businesses themselves.
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Inspiring exampleUsing cecreation to develop usefriendly digital services (Denmark)

The Danish Business Author{fyBA)works actively to ensuréhat companies experience their interactia
with public authorities as being easy and efficient. When businesses save time and costs on public re
and registrations, they can instead spend their time creating growth within their business and ety st
Efficient public services also mean that the public authorities use far fewer resources on enquirit
correcting errors. Th®BAhas used ca&reation as a way of developing new solutions that can achieve
goal. Cecreation happens when publicuthorities involve the endisers in developing new or bette
solutions to the challenges businesses face in relation to public administration. Theserslcan be bott
the companies themselves and the case workers in the public administratieore@ton does not mean
that the power to make decisions about the initiatives to be implated is delegated to the usergther

that they take part in a cooperation with a credsciplinary team representing resources from differe
disciplines, such as servidesign, quantitative methods and qualitative methods.

Public services in many Member States are undergoing profound changes these years, incre
transformed into sekservice digital solutions (se®pic 5.4). This also counts in regulatingisinesses.
However, new problems can arise as the digitisation process progresses. Both time and wage cost:
saved by digitising reports and registrations, but when the helpful contact person disappears, com
also lose the opportunity for spditi and personal assistance. This is costly for both companies and
authorities, as many seffervice solutions today do not invite companies to serve themselves. Ultimz
this can cause a range of problems: companies must use multiple chanmelsasieously to solve theil
problem, they make errors, or they are simply unable to comply with regulation even if they want t
end-user perspective is therefore necessary to create asaiice solution that can efficiently replace tt
competent voce on the phone.

In 2011, the Danish Business Authority conducted a project designed to explore and create a more ¢
and usesfriendly digital service. One of the concepts developed in the project was a digital solutic
companies to select amdustry code (also known as a NACE code) when registering their business
during start up.NACE is the acronym used to designate the various statistical classifications of ect
activities developed since 1970 in the European Union. NACE prawiedsamework for collecting anc
presenting a large range of statistical data according to economic activity in the fields of economic st
(e.g. production.employment, national accountsn other statistical domains. Statistics produced on t
bass of NACE are comparable at European and, in general, at world level. The use of NACE is m
within the European statistical system. It is thus obligatory to select a NACE or industry code when !
up business in Denmark.

Another digital servie which involved end users and co creation methods, was the development of a ¢
ASNBAOS OIFffSR (GKS WaLIN}Ie 22dz2NYVIf QF dica & festikides
on their fields to the Danish AgriFish Agency. The profeaived end users in developing a dig#akvice
which was easy and uséiendly, and causing afew administrative burdens as possible. The project me
use of methods such as ethnographic interviews with farmagscultural consultants mapping theireeds
and challenges with using the spray journal and testing an early prototype. The results were u
improve the final construabn of the digital service, th&d a LINJ € , @@ tdzMpfdvé the administratior
connected with it.

The lessors from these two projects showed that good digital service often means that public authol
need to cooperate across silos, to provide digital solutions that are efficient for companies and
authorities alike. Four goals for the digitisation of public By were identified in the project:

Goal number one 1: The purpose of the electronic ssdfvice solution must be communicated clearly.
G52 @&2dz KIdS lyeé ARSI ¢gKIG GKSe& gAtft dzasS Al 7
waiting at the ready to pounce on yKu{Farmer, commenting on a new digital service that farmers shc
use to report the use of pesticides).

.dzaAySaa 26ySNBEQ dzy OSNIFAyGe Aa 2FGSy 02YLRd
explain he purpose of the regulations to citizens and companies. When the purpose is unclear, com
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fear making mistakes with unknown consequences. Therefore, it is important that all publsecatie
solutions begin by communicating the purpose of the Sohu clearly and simply. Clear communicatis
regarding requirements, inspections and penalties will make business owners more secure abou
digital selfservice solutions.

Goal number 2: The digital system, not the end user, should handle the conifyleof the digital self

service solution.

d think it was that industry code, because it was under building and construction activities, which re
ALISOALFE A&l GA2Y D . dzi GKSNB gl a Itaz2 | O2 R&de(heh
LQY y20 adz2NB AF AdGQa NARIKG 2Nl y20d LG 61 & LINE
code)

Many public digital selfervice solutions have chosen to place responsibility for correct reporting
companies, insteadf reducing the complexity of the solution. Designing a system that takes gr
responsibility for ensuring users submit registrations and reports correctly requires a change of a
among public authorities, which often assume that users understhrcadministrative language, or are
least willing to learn it. What is needed is solutions that users can use without any real expertise in r
to the system. If this approach is not taken, users will stop serving themselves and contact the
authorities ¢ or they will simply make mistakes. This is not only costly and time consuming for bu
owners, it is also a significant waste of resources for the public authorities, which must spend tirr
personnel resources on serving those who@nttered difficulties with the digital solution.

Goal number 3: The digital service must be based onthedzd SNBE Q NBIF f AdG& FyR
At sure is complicated. It is not made for those with multiple fields. This simply takes too long. Es
whenitd 2yfeé a2YSOKAy3a L KIFI@S (G2 R2 0 S GHgminsr, oh usivg
the digital selservice solution in reporting his use of pesticides)

Legal documents, terminology and expert knowledge permeate many of the pebigesvice solutions. A:
iKS&8 I NS RS@OSt2LISR o6& (KS LlzfAO0 FdziK2NRGASE
language and knowledge. However, a successful digitaisINIIA OS a2t dziA2y &K?2
needs and knowledge alit the area, as this will make it both easier and more attractive to use the site

Goal number 4: The public authorities involved need to cooperate in developing digital solutions.

df the Danish Commerce and Companies Agency is in doubt, then theyheefesmpanies to Statistic
Denmark. We do not have any crasganisational cooperation. That would be quite interesting. If noth
StasSsy Al ¢2dA R 0SS AYyiSNBadAy3a F2NJ 6KS | 3Syoe
cantherere t f & 06S Ay (GKS él1e& 6S 62N] |yR (GKS g1 &8¢
(Employee at Statistics Denmark).

Companies and citizens do not distinguish between the various bodies when contacting the
authorities. They often expect thahe authorities cooperate on the digital sedérvice solutions and tha
they onlyneedto send information to a single recipient. Designing a d#gendly selfservice solution
therefore requires extensive cooperation between the various public auilsri By taking joint
responsibility and cooperating, authorities can reduce costs and time consumed in forwarding compa
other authorities, answering¥ Af a8 | yR OFff&d Cd2NIKSNXY2NBSzZ O
actual experiences anddprOSa aSa®d LyaA3aKid Aydz O2YLI yASaQ |
clear to authorities why cooperation is necessary and how to desigrseelice solutions in the mos
efficient way for all parties.

Through cecreation, we unfolded how Isinesses and citizens do not distinguish between the var
bodies when contacting the public authorities. They often expect that the authorities cooperate o
digital selfservice solutions and that they only have to send information to a singleieetifesigning &
userfriendly selfservice solution therefore requires extensive cooperation between the various p
' dzZG K2NAGASad ¢KS O22LISNI GA2y aKz2dZR 0SS oFaSR

odzaAySaasSaQ Iwihipblid reguliidhonialey & clear to authorities why cooperation
necessary when designing ss#rvice solutions in the most efficient way for all parti@s. organisation car
benefit from basing its development project on-creation if the orgarsation is about to implement ¢
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previouslydecided initiative to reduce bureaucracy. Here, usentric innovation and cereation can
contribute to making better informed decisions about the many detailed questions concerning the pre
design, work proesses, required guidelines and desires connected with the initiative.

Due tothe project, the Danish Business Authority hascoeated a new digital platform between business
and public authorities to support registration of industry codes. The project has given us thorough ir
Ayi2 dzaASNRQ OKI ff Sy 3Mublic autfidtitieKdari woX togeher @ fpd\vids lfficeh
solutions that are efficient for companies and public authorities alike. A business case was dev
showing that a new seBervice site for industry codes will save companies temeivalent toDKK 25
million over afou SI NJ LISNA 2R 0SljdzA @t Syd G2 FftY2ad €oc
reduce the expenses of the Danish Commerce and Companies Agency and Statistics Denmark
onInnn O0SldA@GlIESyd (2 INRdzyR emMHpInAnnL ®

Fa the spray journal, the involvement of farmers and agricultural consultants made it possible fc
Danish Agrifish Authority to aim at reducing administrative burdens followed by the mandatory ¢
reporting of pesticides and developing a digitalvdee which fitted the reality and needs of end users.

For further information: Helle Venzo, Danish Business AuthBtyen@erst.dk

Reforms to service delivery are increasingly being drivesyisyems thinking(seetopic 1.1). The

h9/ 5 LWotkiBgNWithdChange: systems approaches to public sector chal@nges S i a 2 dzi & 2
examples, including the reform to child protection in Amsterdam and the similar Munro Review in
the UK, both of which challenged the way in which clients were treated by the system and brought
about major process changes. The Amsterdam ahegv on the Vanguard Method which is a
customercentred approach testudying service organisationsn both the public and private sectors,

as systemso make informed choices for their redesign. The hierarahinodel of management that

Ada AYOGSIANIE G2 W2 SH&NEdngrgadisHasy addaielfraymétednatoré S S
of public administrations both vertically and horizontally (¢eeme 3 on multi-level governance)
createWa A f 2 4 Q 2 procés®, avdirh Kahstrainyfiie effectiveness of organisations in serving
LIS2 L SQ&d ySSRao

oMost troubles and most possibilities for improvement add up to proportions something like thi:
94% belong to the system (the responsibility of management); 6% tailutdble to special causése
W. Edwards Deming

The Vanguard Method draws much of its inspiration from the philosophies of Deming, who

propounded continuous quality improvement (séepic 4.2 on quality management and Taiichi

Ohnq the architect of the Toyota Production System, to highlight the pivotal role of the system in

service delivery. It maintains that the system governs behaviour and delivers performance, and
hence proposes an approach of Ch&t&nDo. This involves firgtepping back and studying how

the system operates in practice, from what happens atpb@t of transactiorwith the service user

(in other words, when the customer interacts with the service organisation), which can exhibit huge
variety. It then distingishes two types of demantf:

19 5ee GTett (2015),The Silo Effect.ittle, Brown.
! See JSeddon (2003Freedom from Commarahd Contral Vanguard Press.
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X Wl fdz8 RSYIYRQ INRaSa FTNRY aSNBAy3 FyR al dia

W WCIF Afd2NBE RSYIFIYRQ NBLINBaSyiGa GKS LINBaadaNBE 2y
GKAOK Oly 0S8 tAYy1SR G2 I wO2 YavdsiaRshly pyrBuingd 2 y (i NP
targets 6eetopic 41).

Failure demand incurs costs on the service organisation and reduces value to the service user. For
example, systems that prioritise dealing with customers quickly (e.g. primary care doctors allocated

a maximum 15 minutes to see each patient, or minimum number of visits per day assigned to
dealing with social housing repairs, or all customer care put through call centres) can generate a
much higher burden of worlater to remedy inadequacies in the initialrsice. Upfront targets may

appear to have been met, but this disguises the flaws in the overall system, which is based on false
efficiencies. As well as distinguishing between value and failure, the Vanguard Method also
differentiates between predictable ral unpredictable demand. In broad terms, once the
LISNF2NXYIFYyOS 2F (KS ada2aidSy FyR AGa OFLIOAtAGASA
6 WOKSO1 Q0 (KSRSGASHEN LIKKSa S erasl Sivz a8 al GAafe Odzad2
changesinto practice to eliminate the inefficiencies and waste, and alter the system conditions to
AYONBIF&AS GKS Ft2g 2F @FtdzS RSYFYyR (GKNRdzZZAK (KS a
again).

¢CKS +Fy3dZaZ NR aSiK2R aSSFTARSQUFHEHRY UG T2TRALBORAAKYNK
aK2dz R 0S 2y (KS wSO2y2YASa 2F Ft26Q YR K2¢g 0S
to the service user. lalso puts organisational desidrefore automation. This contrasts with the

public (and pivate) sector experience of expensive IT projects that fail, because they start from the
perspective of technological possibility without properly considering operational need.

Systems thinking and automation

G/ 2Ya SNk a ¢-§eZtor provitldNRKoFlg iwh Portsmouth City Council, has developed a hou:
repairs service that provides repairs on the day and time the tenants request... The design developed
players delivers the service at half the original cost. It represents an economic berghanaextraordinary
example of improvement. Having developed the organisation design manually they then brought IT skil
automate the features required. The new IT system, supporting this economic benchmark, cost all of
Most IT systems boln for managing repairs work cost upwards of £100,@0@ measure and control the
wrong thingsé

Source: BeddonZ010G2 K& R2 ¢S 0StASOS Ay SO2y2yYeé 2F aol

5.2.2 Administrative simplification

Administrative simplifications designed to reduce
regulatory complexity and uncertainty, ameduce > Process reengineering & systems thinking
unnecessary burdens creatdsy bureaucracy and
paperwork either on anad hoc basigocused in a Administrative simplification
sector, or ona comprehensive and loAgrm
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perspective.There are different routes to miplification; there is not one single model that can be
applied everywhere Administrative simplification for business is covered extensivelthame 6

within the context of administrative burden reduction (ABR), a broader concept which also includes
removing or replacing unnecessary, outdated or ineffective regulationst¢gee 1.2. There isalso

an increasing attention on ABR for citizens acrossajroften as part of avider programme to
reduce burdens on businesses, administration, civil servants, professiandlsr taxpayes.

Through its work, the OECD hsst out success factorso overcomefive strategi¢? and seven
technical® barriersto administrative simplificatiort* The following tips dravin large partfrom this
guidance

+ Take a Wserf 2 Odza SRQ Goudidént Aeggdto build a constituency for
administrative simplification. The public and business community should be consulted and
become active partners in the policy (sgd&me 1). Collect complaints from citizens and
businesses regarding burdensome and irritatingnadstrative procedures (se®pic 5.1),
and identify affected groups. Develop guidelines for civil servants onfrieadly delivery
services and award civil servants that improve and simplify the treatment of service users.
Y! FSNIdza SRQ Olred fromShe QetspertveR & internal as well as external
customers.

+ [Establish a comprehensive programme with broad policy prioritieAdministrative
simplification should besystematically adoptedrather than relyingexclusively orad hoc
measuresto ensure continuity, the creation of synergies and thestainabilityof reforms
Ensure the programme covers data collection and managemsrany administrative
burdensarise fromthe information flows from citizens and businesses to government. The
adminigration needs to avoid excessive requests and to collect, store, use anserdata
efficiently (seeopic5.4).

+ ¢ 1S | -of8RKBPSINS/ Y Sy ( ¢ Simplifitatio® IShOWd include all levels of
government, territories andagencies Administrative simplification isarely embedded in
the mandate of government institutions, it needs to be pushed forwdsskablishng
administrative simplification units inside governmemind taskforcescan help with ce
ordination and keeping up the paof reforms.Effective coordinations criticalto oversee
the programme and ensure a comprehensive and coherent approach.

+ Get powerful support from a highly visible political figure. A strong declaration of
commitment should be followed by concreteaction, including signing off on the
comprehensive and realisable strategy, and assigning responsibilities across government for
its implementation. Highevel commitment and leadership helps to overcome resistance to

'2Lack of high political support, lack of-cmdination, resistance to change, lack of a comprehensive administrative
simplification strategy, and limited resource availability

13 Legal comfexity, lack of human skills &apacites, lack of understanding of the use of administrative simplification, lack

of information& data, digital divide, lack of standardisation of procedures, lack of measurement & evaluation mechanisms
% Derived from OECD (2009vercoming barriers to admistrative simplification strategies: guidance for policy makers
Other relevant publicatiosincludeOECD (2006 utting Red Tape: National Strategies for Administrative Simplification
Paris andOECD (2010Tutting Red Tape. Why Is Administraimplification So Complicated? Looking beyond 2010
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change at other levels in the admiist G A2y ® WwSFNBaAKAYy3IQ GKAa O2
time can maintain the momentum.

Ensureadministrative simplification is independent from the electoral cyclghile high
level political commitment is necessary, simplification should be (and usuakges)as
politically neutral or enjoyng crossparty support To ensure reforms are enduring, ube
sanctioning power of the Finance Ministry to drineforms forward, and keep the focus on
technical solutions, including the contribution of ICT a@vernment.

Prioritise based on evidence&uantify the costs and benefits, so that objectives can be
established and tasks can be prioritised and sequenced. However, be careful that the benefit

2T a42YS AYLINROGSYSydGa Yire 06S KIFENR (G2 WY2ySidA.
being highly vd dzZSR FNBY GKS dzaSNRA& LISNELIStHal argSd C2 N
O2yaARENBBY®¥2YSQ o0& odzarAySaaSa IlcygnBumiOgici AT Sy a
SELISYyaAr@dSs odzi dinfplgbecdise the useh ddimdt dele thdint &f Bam.

Focusilg on burdensomeproceses that are widely usednd/or create much irritation

captured (0 K S attaaeimd. A 0Qa

Make institutions accountableDefine expected outcomes so they can be checked later, and

ensure responsibilities are clearly assigned and urndeds Consider setting up a

Wgl 6OKR23IQ i GKS OSYGNB 2F 320SNYyYSyd G2 I a
and others to accountMonitor and evaluate by developing performance indicators as
benchmarks. Create awards to recognise succesiadministration.

Use success stories Y R WS | NBregent dhe ¥fficiency gains as they emerge, use
numbers and stories to persuade, obtain ongoing political support, and to fight against any
resistance to change.

Promote a Yeform | Yy R A y Y ZnghkalityA Adyhidistrative simplificationis about
challenginghe status qug being analytical, assertive and creati@ficials should be asking
the question: What are the alternatives to the current way of doing things, which will
achieve the same redslwithout any material increase in risk? The OECD theeexample

of expost notification procedures instead of exante approval mechanismsto obtain
licences and permits for lowisk activities, meaning the applicant can make a start before
actuallyobtaining the document itself. Officials can be encoed@nd trained to take on
board this type of thinking throughguidance workshops, incentives, performance
appraisals, career development, etc. (sbeme4).

Adopt a multi-disciplinary approachDifferent specialists each bring their own expertise to
bear on a bureaucratic problem, the strength lies in the blend. Legal complexity in drafting
and applying regulations, for example, is not best solved by lawyers alone, but by other
perspectives political scientists, economists, engineers, sociologists, psychologisfBhitc.
should be considered particularly faentral serviceghat provide technicalassistance or
WHandholdingZor other departments
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+ Develop guidelines andoffer help-desk assistance Many countries adopt tandardised
guidance, for example on drafting regulations, assessing the impact of rules and procedures,
etc., so that the whole administrative system is coherent and consistent. These guidelines
should be readefriendly,tailored to the audience, and supported by the core simplification
GSIFY 2NRSa|UXISECLBESe & K2 dzZf Rndapfatedldd @dpSngeSdfactd S 3 dzf I |
on the ground and nevnnovations, taking input from botlfficialsand servicaisers.

+ Find simplificaton WOK I YLIA2y aQ G2 OO0 | a I Yondiidadi R2 NR 1
officials in high profile positions, particularly those that operate across the administration,
can be vocal champions for administrative simplification, inspiring and motivathmeys.
External stakeholders, for exampkervice users themselves from the businesmmunity,
canalsobe effective in selling the merits of the programme, if they have an active stake in it.

+ Build ownership and momentum with userAs the OECD stated@f work on administrative
simplification goes unnoticed, it is highly probable that support will diminish. Moreover,
sound communication contributes to cultural change and to building a sense of owgership
Businesses and citizens should be keptaydate on the transformation, especially as they
are directly affected by change

+ Internalise the benefits of simplification to citizens and businesses withirthe
administration. Administrative simplification saves time and money, but these savings are
not typically collected and made directly available to governments so that they can invest
somewhere elseSimplificationis an expression of efficiency gains, freeing up time and
resources for more productive activities, which is the ultimate goal for bothimidtration
and service user.

As an example deadershipin overcomingboth strategic and technical obstacléke Netherlands

took a decision at the top of Government and found the greatest administrative burden on citizens

the delivery of sociahssistanceA marticularly interesting dimension of the Dutch programme was

0KS WaSRdzOS |yR &adzlJl2NILQ | LILINEI OKX @gKSNBoe& Ydz
successe® Wa SRdz0SQU0>X 6KAETS Ay LI NIfEtSt> NBpravBlgl f | RC
LIN OGAOFKE aaAraidlyOS oWadzZJi2 NI QL o

Inspiring exampleBureaucratic simplification of social assistance (The Netherlands)

In 2007, the 4th &binet under Prime Minister Balkenende committed itself to a real, noticeable reductic
administrative burden to citizens by resolving ti® major bottlenecks experienced by citizens in th
contacts with the government, one of the most prominent kgeithe process of applying and accountiog
social assistance benefitsAt municipal level, this process accounted for roughly 40% of the |
administrative burden placed on citizens. Four themes were identified that were crucial in improving the
assistance delivery:

Less burden gbroof of eligibility;
Speeding up procedures;
Legality;

Control and accountability.

-+
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by the public beydged a success, but a marked change in the experience of the individual claimant wou
have to be realised. A project to bring about these changes was set up by the Ministry of the Interi
Kingdom Relations, in cooperation with a large numbemahicipalities which have respasibility for social
assistanceall over the Netherlansl The djectives of the project were manifoldioticeably improving the
quality of social assistance services by municipalities, reducing administrative burdetizrscaplying for
and receiving sociahssistance benefits, but also bringing about a change in the culture in which
assistance applications were assessed. This involved moving from a system of suspicion and control,
every claimant was gived as potentially fraudulent, to a systemof@&d f f SR WKA 3K § NHz&
viewed as principally legitimate. One notable specific objective was the abolishment of the m¢
entitlement form.

¢CKS YAYAAalNE | R2 LI Sdproach, Whe&B dnOricipdiitidare petgliddd? MIlinplemen
improvements by showing them the advantages and the progress made in other municipalities. This we
at a number of workshops and conferences, and through widely disseminated brochureindetsst
practices throughout the country. Regional Red Tape Ambassadors were deployed to assist municip:
the implementation.

All the while, the project was part of a much wider effort to reduce administrative burden on citi
professionalsand administrations. In terms of measuring results, the main quantitative indicator used we
Standard Cost Model for citizegsa tool which enables the quantification of administrative burden on citiz
in both time and monetary costs. Results of {hject were substantial on an individual, local and natio
(aggregate) level. For individual social assistance claimants, administrative burden was reduced by as
40% in time and 20% in ocwoff-pocket expenses. For the total administrative burddaced on citizens ithe
Netherlands, this translatedo a reduction of about 3,500,000 hours. At municipal level, yearly saving
0S0G6SSy € wmnnZnnoudbryh& beenwalisadndepending o the size of the municipality
the degree of implementation. More than 60% of municipalities no longer redulie monthly entitlement
form. The ministry continugtto monitor administrative burden placed on citizens by migaéties, and many
municipalities condued follow- up projects to the ones described here.

For further informationJan Willem Kooistra, janwillem.kooistra@minbzk.nl

ABR can be organised any territorial level of public administration andn any field.t 2 NI dz3 | f Q&

Simplex programme of administrative simplificatiavhich was organised at the national level under
the responsibility of theMinister of the Presidency of the Council of Ministéism 2006 to 2009
(seetheme 1), was extended to municipalities as a partnership with central government in 2008.
Along with Porto and seven smaller municipalitig® municipality off A 262y f I dzy OKSR
simplification programmeTheir citizen survey identified the priorities as being reiftannel service
delivery and Internet access, as well as cutting decision times. The programme was nebdff one
but has grown over the years.

Ly & LA NA Yy Bim@S8if thefliskforSsimpli#ation programme (Portugal)
.01 AY Wdz & wnnyXI [A&a02y adzyAOALI tAGE €I dzy OK¢
city, and with that, a new age of delivering efficient services to the citizens began. Wédssa yearly
programme, built with the participation of several levels of the organisation, from the elected to r
menders and all levels afivil society, from structural organisations to individual citizens.

More than 100 measures and actions were taken, crossing many lansuch as service delivery, interr
AYLNRE@GSYSyG yR OAGAT SyaqQ Sy3al3asSySyido ' O2dzi ¢
level of improvement in the way services are delivered and the recognition of it by the citizens, as \
knowing that this was achieved with a low (or no) budd#fithin this simplification programme, with a stror
link between services, the municipality managed to insee@itizen satisfaction levels. Citizestated that
measures that allow access tgervicesvia the web, create multiple points of entrancer decrease the
number of days between instruction and decisi@mplified their life, thus allowing them faster service
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more information and lower costs. To respond to this call, the approaebk focusel on the following
measures:

Na Minha Rua (Fix My Street);

Plantas de Localizacdo (Location Plans);

Horérios de Funcionamento (Business Schedule Map);

Atendimento Personalizado Online (Personalised Chat);

Licenciamento Aberto (Open Licensing);

Balcdo Unico e Descentralizaco do Balcdo Unico-8tEShop Start and Grow);

Servicos na HoraCertiddo/Reproducéo (Just in Time Servic€ertified Copies and Plans);
Gestor do Municipe (Citizen Manager); and

Filmar LisbogFilming in Lisbon).

e

The choiceof these measures was not randonhey were the result of a survey taken at the beginning of 2(
Y2y 3 [ Aao, anfifere the indakureS guated by citizens and those which they use the most.
representd 70% of the overall measures.

The Municipality of Lisbon prepad the sixthedition of the programme, in whicthe main focus wsto be a
macro programme of the virtualisation and the dematerialisation of information and requests, aimil
achieve even higher satisfaction levels froitizens, as well as internally gaining data storage space,
promoting an electronic data interchange (EDI) within similar organisgtgemas to store documentation a
metadata.

For further information: Valter B&#o Ferreira, Head of Division for Orggational Innovation and
Participation valter.ferreira@crdisboa.pt

In an example from lItalythe focusof administrative simplificationn Milan was registration and
housing of immigrantsThe solutions were found in a blend of organisational reforms, within and
beyond the municipality, and simplifying information requirements.

Inspiring example Administrative simplification and pocess reengineering in Milan (Italy)

Wa dzy A OA $SestREY MRS SNA Y I (12 LwabhBehp&imend NibjacNNunofied Syt
Municipality of Milan in September 2007, as part of an innovation programme promoted by the Minist
Public Administration and Innovation. Thisas an administratig simplification initiative that involk the

procedures for legal registration of foreign citizens and the suitability of their housing, encouraging the
selfcertification. In a European metropolis like Milan, immigrati@s beera priority area ér the attention of
the municipal authorities because of its important economic and social implications. Effective absorpt
immigrants and the rational management of the related administrative paperwotkdcon the one hand
represent an economic opptunity for the local area; on the other hand could help mitigate the negative
conseqguences of poor integration of immigrants.

The methodology used always encouraged discussions with the stakeholders as the measure and inspi
change. In partiglar, constant interactioabetween the central level, the local level and the institutional le
led to a particularly productive atmosphere in which concrete, effective measures could be adopted f
user. The aim of the Municipality of Milan wasdefine a process methodology that would be valid ove
broad range of issues involving the management of the paperwork for immigrants. Administ
simplification was split into four main areas:

+ Simplification of information meaning the qualitygquantity and availability of information necessa
for the correct functioning of the offices and better relations with users;

+ Creation of better interfacesbetween users and the public administration whether in faodace
contact or in the back office;

+ Internal organisational changerelating to the efficiency and effectiveness of the processes and
FEtAIYYSyid 2F GKS YdzyAOALI f AG&Qa &0 NUzOG dzNI €
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+ Enhancement of intefinstitutional dialogue, meaning the formal and infmal relationshipsetween
the municipality and the other institutional stakeholders.

A key element of the experimentation was to improve the quality of the applications. By intervening c
demand for the service (i.e. making sure that the users presenting themselvesHhiaformed with regard to
the process, with preompiled forms), itwas possible to make significant improvements in the servi
because less timevad Y SSRSR (2 O2YLX SGS SIOK OFasS FyR @
service is incrased in terms of the time taken and the level of information available. Furthermore, con
interaction with the demand side nde it possible to evaluate carefully the results of changes by meast
divergences from the initial objectives and, in theali analysis, alloed the services to be redesigned as

function for the endusers.

For further informationDr Paolo Poggi, Direttore Settore Pianificazione e Controlli,

Paolo.Poggi@comune.milang.Morena MontagnaMariamorena.Montagna@comune.milano.it
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5.3 Meeting userexpectationsof easyaccesso services

Accessibility is a crucial aspedtservice deliverand can
be both physical and virtualThis raises a plethora o )One stop shops
delivery concerndjke quality of texts, physical access fo
people with disabilitiesinternet access & literacyse of ) Multi-channel service delivery
social media, etcAgain, the underlying principle here i

FfAIYAYy3I 6AGK dzZaSNEQ SELISOGIGAZ2yas SJO$pfoatht (KA a
subject toaffordability and available resoges Two hot topics will be dealt with here. The first one
istheLINBFSNBY OS |Y2y3 YIyeée OAGA] SN2 yIIWOE adda 05538 5H3 &
all the relevant servicegleallythrough one portal, which has led to thereation of onestop shops
(OSSs)Perhaps paradoxicallyheé secondopic is offering multchannel service delivery, to reflect

GKS RAGSNEAGE 2F dzaSNEQ LINBFSNByOSa F2NJI AYUISNFI C

' RYAYAAUGNr GA2ya aK2dAZ R RSaAdy |yR RS@St 2

NEIjdZANSYSyidad {LISOALFE |GGSYydA2y aK2dZ R 0S
V Physical and digital channels should be made available to citizens anauipaldic services.

V A single point of contact should be made available to citizens and business.

V | aSNBEQ ySSRa YR FSSRol O]l &aK2dZ R 6S NB3dz

V Administrations should request to citizens and users of public services to providenation
once only, in respect of applicable legislation.

All EU Member States and European Free Trade Area Countries have agreed that the design and
delivery of their services will be guided by specific principlessef-centricity. The commitment is
part of theMinisterial Declaration on eGovernment signed in Tallinn in October 2017

Service standard for citizen/business interactiowith public administrations

Digital Interaction
4+ To have the option to digitally interact with their administrations

Accessibility, security, availability and usability

4+ That the services are made more accessjinieluding findable) and securand can be used by all in a
non-discriminatory manner, with appropriate assistance available upon need

4+ That the principles of universal design have been applied to the setting up of the services and that the
websites are snple to read and easy to understand

4+ That the authenticity of digital public services is secured and can be recognised in a clear and consistent
manner

Reduction of the administrative burden

4+ That public administrations make efforts to reduce the admiaisée burden on citizens and businesses,
namely by optimizing and/or creating digital processes and services where relevant and possible, and by
offering personalised and practive services

4+ Not to be asked to provide the same information to public sewit®re than once, in due respect of data
protection rules and regulations
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5.3.1 The me-stop shop

A onestop shop (OSS) is essentially a single charfy
(office or webpagejvhere multiple services are offerec One-stop shops
and hence the customer can find the information the
need and typically conduct transactions (includi
applications, registrations, payments, gtcin one
place®¢ KS h{{ Aa dzadzfte RSAONRKOGSR | .arhisosbhayidia y3 YI
popular among municipalities in many countries, for example, for representing a range of functions

or departments in a single location, as an altgive to the town hall.

Multi-channel service delivery

Regardingtarget customers, OSSre typically aimed atbusinessesand many have a statutory
underpinning undetthe Services Directive 2006/123 ;E@e role of OSS in developing a business
centric administration including Pointof Single ContactRSCs)is elaborated further irtheme 6.
Other OSSare designedpecifically for citizensor a mix of citizenand businessisers,such as the
Single Digital Gatewd$DG)which will build on the PS@ger alia(see alsdopic 5.4).

Bt Sas y2i9Y iwhiykS sad2y 8o iasb#)Ee OSS is a mechanism to access multiple services,
but does not necessarily mean that user information will be shared acrossedtiaiive units and never again requested.
WhilesomeOSSdol f a2 2 ToRl&idia H@isyfalidh, this is not a daitive characteristic of an 0SS
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The case studiessow illustrate three different types of OSSvithin Member States

+ OSS are sometimes created with the aim of serving users iamote (as well as urbah
locations(the network ofCitizens Services Centres in Cypricludingthe establishmenif
amobileh{ { 6GKS . NNEBSNBNNB Ay. G4KS ! dZAGNAFY RA&G

%+ OSS candeliver crossborder benefitsin rural border regiongsuch asthe PublicService
Relay in the Ardenne&ranceBelgium).

4+ OSScan be created fospecific servicessuch astaxes(- & SESYLIX AFASR o0& ik

hTFAOSQ )oybuyim@and sgliing property (inthe case of KS Why GKS { Lk
in Portugal).
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Inspiring exampleOnestop shops at the service of citizens (Cyprus)

The need for more efficient, effective and qualitative provision of services to citizens is howadays of |
importance in all modern States. The inability of the traditional, bureaucratic public administratia
effectively meet citizens®™ needs, has led to the necessity to search for new methods with regards
structure and operation of the publ&ector.

In view of this, Citizen Service Centres (CB&s) been establishedll over Cyprushased on a strategy plar
with the aim to provide multiple services from one point of contact/location, thereby offering citizens
convenience of having all their regements met in one stop. The ultimate goal is to have a citzastric
public administration which does not engage its citizens in lemgpded, timeconsuming and frustrating
procedures, but is in a position to effectively meet citizens™ needs in dytimanner. Acting as an alternativ
channel for dealing with public agencies/ organisations, CSCs offer mored¢hdifferent services from &
number of governmental organisations, such as issuing of birth certificates, identity cards, driving lic
road tax licenses, social insurance contributions records etc. In addition, CSCs receive applications
issuingof passports andefugee identity cards, for registratioim the electoral registerfor grants, allowances
benefits and pensionslhe onthe-spot provision of services and information to citizens from a single poir
contact is rendered possible, by fully utilising modern Information and Communisafi@chnologyThe
network currently comprisessevenCScCs in totafige operating in urbarareas andwo in rural areas).

The competent authority for the CSC, the Public Administration Rexsonnel Department (PAPD) of tl
Ministry of Finance, manages the project relating to the establishment of CSCs and the organisation, !
supervigon and coordination of their operation, with a view to ensuring their efficiency and effectivenes
important stakeholder in the whole project is the Department of Information Technology Services, whic
charge of the installation and support dfe IT systems/equipment.

Despite the small geographic distribution of the island, the impact on citizens has been remaikasl
noteworthy, that, over an 11-year period from the establishment of the first CSC, the seven CSCs
provideda total of6.6 millionservices to citizens who have visited thé&000 services per day on averag
while 2.3 millioncitizens received information over the phofaata as of end oflay 2016).

At present, the sevel€SCs operating on the island act as an alternative channel for citizens to deal w
public administration.The PAPD is committed to continuing the improvement of the relationship betw
public administration and citizendy establishing new CS@sd by constantlyupgrading and improvinghe

effectiveness of thalready established CSO% this end, the PAPBas established quality management
systembased onSO 900A&nd allthe Citizen Servic€entreshave been certified according to this standar

For further information:

Maria Alexandrou, Public Administration and Persomepartmenimalexandrou@papd.mof.gov.cy
Chrystia LyraPublic Administration and Personm@partmentclyra@papd.mof.gov.cy

Elena DemetriolRublic Administration and Person@partment,eldemetriou@papd.mof.gov.cy

The plan in Cyprus to establish a mobile @&s8ach residents imemote locations who might
otherwise be excludeds echoed in the case of the NNHSNDB NNB Ay (GKS I dza i NR I
which is far from the regional capital of Innsbruck.

Inspiring exampleAll in onec. N NH S Nb Ny@leahdigtrictiokRutte(Austria)

The district of Reutte covers an area 9230 km2 with only a smaliumber of inhabitants (about 3@00) in
the north-west of the Tyrol and can only be reached by caby train (25 hoursCtravel) from the capital
Innsbruck. The distances to the district capital of Reutte are long, some @f7theinicipalities are more thar
60 kilometres away from the local administration. The Bezirkshauptmannschaft Reutte is the office of th
adminstration and security board. Until 2007, there were separate offices fosgmasissues, vehicle licensir
and for driving licenses and these offices were spread over three levels. So for example, if you needed i
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license, you had to go to the ligse office at level 2where you received an invoice. You then had to gc
level 1 to pay the taxes and then go back up again to the level 2 license office to file the application. Aft
you had to wait for one or two days before receiving the lmmnThe building was not easily accessible
people with disabilities and there were no lifts. Since the administration was going to move into &
building, there was also an opportunity to tackle changes in the administrative organisation.

¢KS YNBINBRQ 2LISYSR Ay Hnnt Ay GKS ySg . STAN] &K
rooms, quite near to the main entrance of the office. Three offices had to be closed and 20 employee:
ySge GellS 2F ¢2N)] (2 REBNEHSKHDNKBQ ¢EKSNYS | ¥LIE yshaikc
Everyone in the team is able to carry out all duties; they organise their own holiday replacement, they r
weeklyplan of which hours everybody will work and they share a collective guidariteir group. The new
office is now operfor the citizensF NBY n1Yon dzyiAf wmMcYnn SAGK y2 ¢
collects the taxes, so that evenye really gets whahe or sheneedsall in oneplace6 & 2&/1S2 LJ & K :
¢tKS yNBBEYNDNNRQ KFa FfNBFR& | LIISEFENBR aSOSNYt

For further informationDr Dietmar Schennacbeputy Director of the State Government of the Tyrol,
dietmar.schennach@tirol.gv.aMag. Katharina RumpFead of the DistricAdministration Boargd
katharina.rumpf@tirol.gv.gtwww.tirol.gv.at/bh-reutte

Simlarly, thePublic Service Relay in the Ardeniga prime example of a national initiative targeted
at a rural region of France, but in this case, also patential crossborder benefits as the
prefecture neighboursBelgium.

Inspiring examplePublic Services Blay Ardennais (France)

The French State introduced the dzof A O { SNIWAOSa wStl&Q tFo6St An
services based in the Ardennes wanted to reinforce the presence of public services in rural zones, par
in the crossborder area. Twdhirds of the Ardennes population live along the border between France
Belgium. The improvement of the quality of public services in rural and-barster areas is at the heart of th
implementation of a national initiative ta localcrossborder one.

Copiloted by the General Directorate for State Modernisation (G[i%M)d the Interministerial Delegation
for Competitiveness of Territories (IDCT) filan was to facilitate the access to public services, allowing
state to be more involved, improving the quality of its public services especially in rural zones, and intro
an officer to guide the users in their administrative procedures. Thuseéamenow possible to see one
person in one place, when gathering infaxtion and carrying out administrative procedures coming un
several public organisations.

The project invested considerably in its human and technological resources. One big chasmdgbe
collaboration ofpeople from different serviceg K 2 = A A i Q W BN WiEre/tieNablé fo wiark more
efficiently together, thereby giving the users of public services a higher quality service, particularly in the
border context. The establishment of this partnership was possible due tmproved organisation betweetr
the back office (partners of public services), the front office (local authorities) and the middle office in ¢
of the coordination (prefecture). Each authority still retaghits areas of competence when it comes
manadAy3 FyR GNBFriGAy3 OFrasSa ¢AGK tdzoftAO { SNBAOS
least one officer at the point of information, wheas trained by the partners to welcome and help the user:
their administrative procedures, andasNB 4 LI2y 4A 6t S F2NJ SI OK Wt dzof A O
referent available for each Relay, the middle offigaes in charge of managing and leading the network
Wt dzot A0 { SNBAOSA wStl e8@EKBY Rt dz& 6 X G RPN BT FaRREH
{ SNIIA O Swvas equippet! @it a computer connected to the internet and a telephone at the dispos
the users for their administrative procedures. In the future, the networkswio be equipped with video
counters.

'8 Currently by theCommissariatGénéral & Egalité duTerritoire (CGET)
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This sort of partnership can easily be applied to other situations and can be transposed in other Eu
crossborder areas. This public service label vaatkn French territory, but it could easily become a Europe
crossborder label and ultimately it add work throughout Europe. Although the project was only launche:
2008, the resultavere significant 10 000 administrative procedures were performed in $Riblic Services
Relayin 2012 some of which were crogdsorder especially in the field of jaearch

For further information: Alain Delatour, Representative modernisatitain.delatour@ardennes.gouv.fr

Sometimes, OSS are set upsipecialised fieldssuch as tax administration, as exemplified by the
WO EQOf dzaA BS hFFAOSQ Ay w2Yl yAl

Inspiring exampleExclusive office (Romania)

From 2001 to 2011the public administration in Constanta developed payment types such as cash paym
the counter, POS payment at the counter, payment order, online payment with credit card; it also inci
the number of counters for collection by another 16 in the Romarast and five at Guarantee Bank; ar
more importantly, it also set up 32 exclusive offices where tax inspectors were trained to guide, colle
record tax returns for both individuals and legal entities.

This projectExclusive Offid@presents theevolution of tax inspectors from an office with spiif operation
divided into individual entities, legal entities, payment and record of tax returns, to exclusive office:
provide all these services.

Basically from 2011, any citizeouwd go to ary of the 32 counters (exclusive offg}eof The Public Service (
Local Taxes, Fees and Other Revenue in Constanta, where any issue related to local taxes can be sol
spot at the exclusive office without going to other counters. This project dodtdzi SR G2 NB R«
waiting time at the counter and to standardising the work processes. The Public Service of Local Tax
and OtherRevenue offeed to citizens 32 exclusive offices, 50 offices where local taxes can be paid, anc
importantly an online office SPIThttps://etax.spit-ct.ro).

This project was developed over time through training of tax inspectors, through software modification &
informing citizens of the facilities that theystem offers.

Alsa the need was felt to focus the work when the Romanian government decided in 2010 that public
employees should be dismissed, including SPIT. The main objective of this project implemented siveas?2
to increase citizen safiction by decreasing the number of claims or complaints. Increasing the numk
counters and payment methods should also lead to an increase of revenues from taxes and local ta>
overall objectivewas to ease the necessary procedure for recordimgcking and collecting local taxes. €Tl
intention was that theproject Exclusive Officghouldcontinue to grow by simplifying work procedures and
introducing an online declaration system for local taxes and fees. Statements of changes irouldtaec
submitted online with username and password of the account, without the need for tax payers to go !
agencies.

For further informationVirginia Uzun, Executive Managsffice @spitct.ro

The Onthe-Soot House in Portugalvas also an initiative that arose out of the nation&@implex
administrative simplification programm@eetheme landtopic 5.2.2), andcaters exclusively for the
YfeeventsQ 2F o0d2Ay3 YR &aSttAy3 | LINRBLISNI & o

Inspiring exampleOnthe-Spot Hbuse (Portugal)

Onthe-Spot House (or in Portugueseasa Prontpis a public service which allows all the necessary formal
to be performed for the purchase and sale of homes (buildings), with or without a mortgage, the transfs
bank loando purchase a house and other housing contracts, in a single window service.
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Before the implementation of the Oithe-Spot House project, to perform legal transactions on immove
properties, such as the purchase and sale or simple loan with mortgdigensiand companies had to conta
several public entities, such as: tax authorities; notaries; land register office; municipal services; ¢
responsible for the management of the historical and cultural patrimony; commercial Register Office &r
Register Office. For a simple purchase and sale of a property it was necessary, for example, to obtair
certificates from the Land register office, the Commercial Register Office or the Municipal Council. In at
I LINR LISNJI & Q& niitheEReVRIOOHIES was alsb KeBuired. It was also necessary to concl
deed in the notary office and to request and wait for the registries and the availability of the certificates,
the registries are carried out immediately and the certificadetivered to the interested parties.

Business in an immovable property implied, in short, frequent and repeated visits to severalgaubites to
request and latetto obtain documents, to schedule acts and later on to materialise them, and so ach\
had high costs. This situation represented a major weakness within the Portuguese real estate mark
consequently, within the economic activity in general.

This project was based on the analysis of the then existing situation, evaluating theoheagh formality
associated with businesses in immovable promestio eliminate useless steps and to concentrate the or
which were necessary into a single place, thus avoiding repeated dislocations, saving time and mone'
was a Simplification @nmission in the Ministry of Justice, essentially for representatives of all civil sc
FNBlFaz AyOfdzZRAYy3a SYLX28SSaQ FyR SYLX28SNERQ | &
economic activities. This commission identified excesdivgeaucracy associated with businesses
immovable properties as an important barrier to the economic activity, with costs to citizens and comp
Once the problem was identified, a work group was created within the Portuguese Ministry of Justicle,
included registrars from the land registry and other experts from the Portuguese Institute of Registrie
Notary. It became the entity responsible for rethinking the process within the land register offices
proceeding to the respective fengineeing, as well as, as a result, preparing the necessary legisl
amendments. At the implementation stage, this work group was also integrated by ITIJ technicians,
design of technological solutions supporting the project. This service becamabdwadin 24 July 2007, ¢
seven land register offices, five Portuguese municipalities, covering only purchase and sale, simple |
any other credit and financing contracts concluded by credit institutions, mortgage and transfer of credit:

Today, thisservice is spread all over the Portuguese territory, at the Land Registry Offices, and allows r
the purchase and sale to be performed and the consequent entry at the Land Registry, but also other cc
such as donation, swap/exchange and transh lieu of paymehover immovable property. Therzthe-Sot
House can also be performed by registrars at the bank agencies, to avoid the neésplaicementof the
interested parties. 54191 contracts were performed through this on the spot service.

For further information: Filomena Rosagordinator of GACRI Monitoring of International Relations of IRN
filomena.s.rosa@irn.mj.pt

The aim should be thdhe citizen or entrepreneur camitiate, process andompletea request to

the administrationthrougha OSS. There are certain requirements for this to be achiexseds need

to know what aministrationscan do for them, which translates intm @atalogue of servic€sso

that everyoneis aware of what is available for delivethe description of these services should be
standardised in such a way that it cha read understoodand replicatel acrossdifferent parts of

the administration and the services should follow the stture ofdife event®) ¢ KS (i KSNJ 6 dza A Y ¢

personal(seetopic 5.1.4).

There is no template for designing &SSUsually, the OSS a@gdype of cooperation working within
and across organisations, whidwoes not require the merger of individuagenciesor wholesale
restructuring. The form of an OSS generally follows its function. Broadly speaking)l@8&three
categories, althougindividualOSS in practice can mix elements from each one:
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+ WwS O S:LThis rAodel is effectively a signposting ralely, with the front desk to the
administration providing information, and pointing the user towards the individual agencies
and services they require, possibly making appointments for them. This is the most limited
form of OSS, and runs the risk of bejugt ® y S Y2 RB NA G XKBINJ G0 KIy | Ww2yS

+ P dzNR & kdis Model, the OSS is like a general practitioner, able to provide a diagnosis,
feedback and to deal with common conditions, but referring to specialists when more
complex cases need tme treated.

4+ Wa db il A Yhis@n@del is full service, able to manage the caseterghd, from initial
consultation to completion, with all specialist inputs provided along the way.

Most OSSs can be categorised as falling into the surgery orctinilti models, or some combination

of the two in specific fields. Where an OSS deals in one policy area only, such as tax administration
or housing in the previous examples, it is more Yikelfulfil the $ull servic€Xole. OSSs that cater for

all citizen and/or business services tend towards the more genetBsdzNdHHNE Q

Two elements argarticulaty important in the early stages of the development of the estep
shop: planning and managin@SSorojects; andinkingthe OSSo administrative simfification and
process mappingWhen contemplating an OSS project or implementing an existing one, whether
physical or virtual, here are songeestionsto consider

Question Considerations

Are there any legal barriers  Legislation that assigns responsibilities to specific levels of government ol

to establishing the 0SS? territories (eg. regions, provinces)canA YA G G KS RS@St 2L
national network wherby citizens can accespvices anywhere in the
country. In planning the OS$ne should be allowedo develop and adopt
solutions in the legislate programme of the government.

La GKS h{{ 2d: Inthecase of aphysical OSS, the office will need to be staffed. If the

into the administration or WNBOSLIiA2yA&aiQ Y2RSt Aa FT2NBaSSy

does it involve a more surgery or multiclinic model is planned, the O848l require a management

substantial relocation or and staff structure which mirrors the organisation(s) it represents. The ma

reorganisation of resources? staff that are transferred to the OSS, the more important it will be that the)
play a full role in its development and biryto the concept.

Does theOSS have the LT GKS AyiSyldAiazy Aa (2 F2ff 2 émakng S

authority to make decisions? powers are necessary, but if the OSS is to move beyond diagnosis and re
it must have delegated authority from the parent orgsettion(s) to decide on
individual cases. This means appointing or assigning staff with enough
seniority and experience of staff, in the case of a physical OSS.

Is the OSS in effectanew  There are arguments for creating physic&®as separate legal entities with

and additional agency? or outside the administration, but risks too. The parent or partner
2NHlI yAalGAz2zya YIre 0SS NBftdzOGryd G2
LJIS2 L) SQU0UX | yYRK2NJ NBaSyid G(KS GNIys
b2R&® {2YS h{{ KI®S FIFrAftSR Ay (KS
the initial planning and internal negotiations over the OSS especially critic

its success.
If the OSS is a physical To be effective, thé { { Ydzad KI @S WLINBaASyO0SQc
location, it is accessible and actively promoted to its target group, and easy and low cost to access if a
visible? physical OSS, including by public transport if aimed at citizens.
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Are staff competent to This is not jusa matter of technical knowledge and experience, but also i
handle the OSS role? personal and analytical skills for customer service. These should be asse!
before appointment / assignment to the OSS, and coached if there are ga

Has the OSS been properly In principle, single portals represent a step in access to public services fol
costed andits benefits the citizen or business. But like any organisational change, an OSS requil
evaluated, to justify the upfront investment, including staff movement and training, andomsts.
spending and upheaval, and Many of the financial beefits will accrue to the user, rather than the

is it sustainable? administration.

Has the OSS been If the OSS is essentially a professional interface with the citizen or busine
accompanied by then it is simply acting as a guide to navigate the service through the laby
administrative 2F GKS RYAYAAGNI GA2Yy Qa 0 dzNBI dzONI
simplification? benefits (and economies) come from marrying the single portal to the

seamless process, which is essential in the case of the virtual OSS online

Once they are in placeQSS can also provide valuable feedback on further possibilities for
administrative simplificaon, helping identify the most cumbersome procedur@fhe example of

| dzy 3 NB Q& D2@OSNYYSyild 2AyR26a 060St260 AffdzaGNI GS
seek to shorcut consultation with affected stakeholders, and focus too quickly on thet-office

interaction, without giving full attention at the outset to the baoKice consequences, something

which the administration has subsequently sought to rectify.

Inspiring exampleGovernment Windows (Hungary)

WD2@PSNYYSyil 2AYyR26aQ 0Y2 Ndiop shéps forfcitiZens arld RiBinessdsgy idtrodudec
part of the wave of topdown public administration reforms from 2010 onwards.

Until this time, almost every municipality and every agency hadws service point, more than 2000 in tote
Client services had beconumsustainable operating in a fragmented and inefficient manner, with disharmoni
opening hours (at times between 8.00 and 18.00 depending on the individual service point, with most ¢
clients only on specific days during the week, also not harmonised acrosetiverk), nonstandardised service
qualities, and dissimilar operating and management systems. Citizens had difficulties to orientate themse
this diverse bureaucratic system. The citizens should be able to expect all their needs for public eatiomi
services could be met by a single service point operating to a standardised quality.

Thestated goals2 ¥ G KS h{{ 2y GKS 3I2@8SNYyYSyiQa aiARS &SN
whole; improving the customeoriented character ofdministrative services; achieving cost savings by redu
FNI AYSYGlF A2y S RdzLX AOFGA2Y |yR 2@SNIFLAT yR Y2
Directive (2006/123/EC) which set the objective of dismantling administrative bartiets were hindering
business in the internal market, by the simplification of administrative procedures. In pursuance of this gc
ServiceDirective foresaw the creation dfoints of Single Contadbr services companies. For the users, the ai
were: standardised service levels, with civi
servants having the same level of qualification
extended and unified opening hours (from 8.00 oo
to 20.00); service delivery points within a short Ly
distance from citizens; and cutting time and cos Shin Orer T : -
of providing admirstrative procedures by Py oy "
providing a single point of contact with the o ' gl L g
public administration. o
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central; 19 counties (megyék) at NU3 ®vel, which are further divided into 175 districts (jarasok) at-LAg&vel;
and 3 175 communities (teleptilések), which includes cotmyns, towns and municipalgs. The capital city
Budapest also has county status and its own 23 districts. Hungary also has seveR Mdib8s since 1999 fa
purely statistical purposes. The map (right) shows the county structure of Hungary.

Below the national level, Hungary hlasth de-concentrated central government and elected sgifvernment. The
central government subsystem is divided into ministries and a number of agencies with-nadi@rcompetence,
responsible for building, propertyegistration, unemployment, social \Ware, healthcare, pensions, etc.), many
which have field offices at the county or district levels.

+ At the county level (19 + 1), most of these-ctencentrated field offices were absorbed into central
directed County Government Offices in 2011, gjomith the administrative tasks of the Document al
Registration Office, which is tasked with issuing various personal documents and licenses. The
county selfgovernments (existing since 1990) have a fairly narrow scope of competencies.

+ At the dstrict level (175 + 23), District Administrative Offices took over most of the centrally de
administrative tasks previously delegated to the municipalities.

For the Government Windows, the relevant level is this intermediate one (counties anctd)sthiat was the
subject of comprehensive reform in 2011. In the first phase of the overall project, the County Government

provided the host for the Government Windows, each of which acts asnény point to public serviceswith a
uniform appeaance, standardised equipment, a udeendly atmosphereand comfortable reception, along witl
family-F NA Sy Rt @8 TSI GdzNBax &adzOK Fa OKAf RNByQa LX I &NP

four categories:

1. They provideaccess to thecentral eGovernment platform (Ugyfélkapu) and help clients to fill i
electronic forms (such as the declaration of entrepreneurial activity).

2. They provide customers witinformation concerning the process and the deadlines of the administra
procedures (mostly the social and healthcare matters), on the rights and the duties of the clients, ani
clients fill in the necessary formBy early 2016, this applied to 181 types of procedure.

3. ¢KS OfASyidaQ NBljdzSada | yR [|farviatdédkySthie GBveranzv Sifdoa
officers to the relevant back offices deciding the case. By early 2016, this appl&38B ttypes of
procedure.

4. A small proportion of the complete administrative cases catfutlg completed onthe-spot (e.g. modify
records in official registriesBy early 2016, this applied to 84 types of procedure.

To help the Government Window officers with administrative processes and case management, thel
knowledge centreproviding information on how the administrative proag@ should be managed and what typ:
of steps should be taken (what types of documents are required from the clients, which organisation :
receive the documents etc.). At present, the process cannot be tracked Hirresal

Theroll-out of HungariarOSS has been as follows:

+ The first 29 Government Windows were launched in January 2011 in Budapest and Pest County, |
30 types of administrative procedures.

£ By summer 2011., the scope of this authority had been extended with another 31 services;
+ By 2013, the scope of authority had been extended further to more than 150 different services;

£ Ly hOG2068NJ namos G(GKS D2OSNYYSyd AyAGAFGSR @
equipment and civil servants able to offer the same qyalirvice throughout the network;

+ By 2014, the OSS was offering more than 250 different public services.
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The next step is to offer arm's length and outsourced customer service points, such as post offices, and ma
on the district and municipal lels. By 2015, the OSS was offering 633 services in more than 240 service
The goal of the Government Windows is to cover 2500 procedures across 300 service points.

The main steps of thelRM procesgor new recruits are: promotion, recruitment argklection; an initial training
LINEINI YYS GgAGK o0FaA0 (y2é6fSRIS 2F Lzt AO | RYAYA:
More generally, personal development is characterised by blended learning, which includes lecturde-téaee
learning), technologyased and weklbased training (dearning), online tutorial forums, case studies and
course, orthe-job training.

To make systems more comprehensible to citizens, the Government Windows are organised lifmendnts
which trigger people's need for services. It should be simple for individuals and front officers to handle a life
such as marriage, becoming unemployed or losing a home. This could be done by using multiple choice sys
maps all administrative proceduttdat might link to the special life situatiohe system would bring either th
FNRYG 2FFAOSNI 2NJ GKS OtASyidQa FGGdSyidazy +ttf GKS

In this context, theraining modulesoffered to staff are summarised below:

Trainingmodules Contents

(0) Learning to learn learning strategies Introduces different learning techniques

Focused on key structures, relationships and processes, which underpin and shape fl

) e DU RECh I ENE Hungarian government and public administration.

(2) Public administration procedures Covers the legal framework of administrative procedure.
(3) eGovernment technologies ahe field of An introduction to eGovernment solutions in Hungary with the primary focus on IT
costumer services technologies within customer services.

Covering all the administrative sectors gmbcedures those have linkages to typical life

events and life situations. It aims to prepare the civil servant to know his or her way a

iKS WtFro@NAY(GK 2F GKS [RYAYA&GGNI GAGBS o

(5) Communication and interpersonal skill Developing the "soft" (interpersonal) skifserbal and norverbal communication skills,
training for customer seice officer behavior competencies, negotiation skills of the civil servants.

(4) Typical life situations and their
administrative relations

Staff development also involves customer servisiesulation software featuringWlj dzA O1 & 1 Adround |
LINI O A AStarsya oY NPyhiSR W RaLI2 v R

A 2013 survey found that most users are still following conventioffabpening hours, and indeed only 10% we
aware of the extended opening times-8, with less than % of users attending the Government Window aff
17.00. The most popular uses are for car registration (19%), issuing ID cards (16%), issuing driving licen
and issuing address cards (10%), while 6% of requests were outside the scope of seroffars on

Unfortunately, the OSS initiative in Hungary to date appears to have suffered frorffuttlamental and related
weaknesses

+ First, theemphasis in these initial phases has been entirely on the front offiqgeroviding easy ofthe-
streetaccessa OAGAT Syasz &2 GKFdG GKSe& OFly oOoNARy3I (KE
This is highly laudable, but without action to simplify administration and strengthen interoperability
the front office and across back offices), thiskelly to simply create bottlenecks and stresses elsewh
in the system. Processes are unlikely to become quicker and more efficient, but rather the opposite
effective front office just serves to create a higher caseload for the back offices, detitissatisfied
clients and ovesvorked officials.However, it isimportant to note that the Government has sinc
launched a programme of administrative simplification to cut back on bureaucratic burdens, which ¢
reduce costs and the time taken bgrainistrative processes.

V Secondno consultation took place with most of the affected organisations or societal stakeholde
This is confirmed by toefevel officials of agencies affected by the Government Offices / Governt
Window reforms. In the initial phase, only parent ministries represented the agencies. The ag
themselves became directly involved in the procesly aifiter all decisions had already been taken. Th
was no structured inclusionthe heads of national agencies were convened imdfocmanner and sent
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the decisions about the creation of the Government Windows. Later on, during the implementatise |
(early 2012), the Government was not open to the suggestions of agency heads, and declined
exposed problems into account. There is also no evidence of any attempt at consulting
stakeholders. The result was overly ambitious plans in th&ainphase (initiating 2500 types c
procedures) and objectives far from the reality (due to the lack of interoperability), mistrust due to le
collaboration, and strong resistance from sectorial agencies.

The Hungarian experienggelds severabaluablelessonsthat other administrations can learn from:

V Ensure strong and lorgrm political support; the Government Windows were driven forward by a
commitment and desirerbm the Centre of Government (@)to reform service delivery;

V Set clear olgctives and expectations for what OSS can achieve, in dialogue between the politic
administrative levels;

V Focus on building strong relationships and permanent communication channels between a
participating agencies and other stakeholders

V Take @évelopment stegby-step, enlarging the structure and portfolio gradually;

V ¢KSNB aK2dzZ R 0SS | LWAf20G LKIFI&AS oAy (GKiAa OFas
extended task portfolio and the physical and IT environment;

V  Simplify theadministration and take a holistic, systemide approach, not just a cliefiicing perspective.

Developing OSSs requires a complex approach and-kendti collaboration reform requires a mix of political
technical and administrative actions taken afferent levels. It is important to maintain flexibility and adaptatic
to a changing environment: Unexpected conditions can change the schedule and the way of implementatior

For further information: Dr Eva Kovécs, National University for Public S@wii, Administration Faculty,
kovacseva@urike.hu

5.3.2 Multi-channel service delivery

During the last decade, users have become accustomed
new means of service delivery in the private sectc
Nowadays,serviceusers expect the same level of variet
from the public sector: they want their interactions to b
convenient, and they prefer tde online rather than in
line. To meet this expectation, administrations need to deploy a variety of channels for their service
delivery ¢ channels that allow users to consume their services anytime, anywhere and anyhow.
should always be possible toguide citizens and businesses with the option to interact via digital
channels with public administrations, if they choose Ttis is recognised by European Member
Sates, hence the principles of digital-default, inclusiveness and accessibility whigh to ensure

that European citizens and businesses may interact digitally with public administration, if they
choose to do so and whenever feasible and appropriate from a-lwerstfit and useicentricity
perspectivet’ (See Below 5.4.Bloving towarddigital by default)

Onestop shops

Multi -channel service delivery

'Y TRYAYAAUNI GA2YQa dzaASNJ LR LIz F GA2y A& y2i K2Y?2
able to deliver quality services, services should be tailored to the needs of individual users, as far as

this is possible. Althougfully-customisedservice provision may be a thing of the du, user
segmentation is &aluable st@ in the right direction. &mentation means that the user population,

ideally per service or group of related services, is subdivided into subsets of usershafcan

" Ministerial Declaration on eGovernmexitallinnDeclaration, https://ec.europa.eu/digitasingle
market/en/news/ministerialdeclarationegovernmentallinn-declaration
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interest in the service(s), based on one or moharacteristics. Gamon criteriaare:

+ Demographicage, gender, urban or rural based, region, etc.;

4+ Socieeconomic income, socieeconomic category, level of education, sector, number of
employeesyolume of businesstc.;

+ Psychographidife style, values, sensitivity to new trends, etc.;

+ Physical and psychologicabilities, attitude, loyalty, etc.

The segments are thedargetedin the most suitable way ovethe most appropriate channels

based on their needsGenerally, users want services to be flexible, accessible, complete, easy and
dSOdz2NBd | dzaSNNa OKIyySt LINBTSNBy OSnaturd didbe Ay T dzf
service requiredr higher need for direct, persoito-person irteraction. New developments in ICT

allow the public sector to meet theg@eferencesby adapting their front and back officesllowing

new ways of interaction through a variety of channels, restructured services that accommodate their

dza SNE Q vy S-&Gdudised busihess pidBesses within and between separate administrative
bodies. This is often a challenge for public sector serviceBichv are typically built asta At 2 a Q&
Scenariosange from traditional channels, such as the counter and telephone;cima@nels such as

internet, email, SMSnessaging, interactive voice response systems and digital televisamh. has

its case, as indited by an earlieEuropean Commission stuyverleaf)'®

Overview of chanels with potential advantagesand disadvantages
Call centre X Can handle voice contacts (e.g. telephone), internet contacts (e.g., cimaailg, written
contacts (e.g. faxesegular mail)

X Can deliver services ranging from simple general information requests (e.geseife through
IVR systems) to complex transaction services (e.g. in direct contact with a human agent)
X The use oftomputertelephonyintegration (CTI) enablésto be a onestop shop
X Cheaper to operate than traditional channels
X Can be used as an adzh channel for other channels
Counter X Provides direct and personal contact
X Suitable for complex services that cannot be provided oversetfiice channels
expensive to operate
W  Physical distance and limited opening hours may be a barrier
E-mail X IF 2NHFYAASR FNRdzyR ldzi2YIl 6SR NBalLRyasSy :

personal contact, and available on a 24*7 basis

If organised around manuatsponse: suitable for complex information and communication
services that require personal contact

Less formal than regular mail

Expensive to operate

X

Instant messaging SQuitable for asking brief questions and for obtaining a prompt answer
Faster thane-mail

Danger of misunderstanding due to brevity of messages

Interactive Digital
TV

High potential for including until now excluded social groups
Seen by many users as an entertainment device

No single technical standard yet

Low penetration rate

Interactive Voice
Response (IVR)
systems

Accessed over a phone line

Quitable for simple services

Available on a 24*7 basis

Seen by many as usemfriendly (phones with visual readouts may remedy this)

Mobile devices Enable users to access serviggsspective of location

Offer functions such as SMSnil, access to the internet (depending on the model), in

X X|g|X % X|s £ 5|X|g|Xx X|s|%

®Based upon: European Commission, DG Enterprise, Interchange of Data between AatinimésProgramme (2004),
Multi-channel delivery of eGovernment servjqeg7
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addition to telephony
X Raise inclusion in areas with poorly established fixed telephone line system by offering
telephone, SMS and internet ¢(gervices)
W dze of screen is a limiting factor to providing services
W Runctionality of different devices is converging (e.g. PDAs and mobile phones)
Personal X Widely used device to access the Internet (home, work, school, public access points)
computers W Internet connection needed: modem over standard telephone line, ISDN line or ADSL
connection
Public Internet X Intended for users who have no access to the internet at home
Access Points X Usually located in public places with dedicated staff avadlablassist users
(PIAP) W Physical distance may be a barrier
SMS X Offered by the GSM network
X Send short (max. 160 characters) messages to and from mobile phones
X Suitable for notification services
X Can be combined with other channels (websitesnail boxes)
X Technology becoming available that allows messages to be sent via the fixed line telepho
system
Telephone X Very high penetration rate
X TeLS 2F aSNWBAOSAsT a2LSyAy3a K2dz2NBEE | yR 02
X BfR 2F (KS fAYyS 0oy IdRoentg agand hd IVRsgmer anS Y LI
answering machine)
X Preferred by many users (instead othannels)
X Seech / auditory impaired may be helped by text phones & communication assistants
X May be used to access websites
Websites X Can contain very larggolumes of information
X Quitable for services that are not too complex
X Available on a 24*7 basis
X Parallel or addon channels such as a call centre can make websites appear more direct: a
centre agent guides the user through his web session
W Devices ae needed to access websites (overall internet penetration rate in EU is still belov
50%)
W  The nature of the accessing device (PC, mobile phone) determines viewing and thus sefv
services Vs pservices)

'Y TTRYAYAAGNY GA2yY Qa muRithddnél stratég$ consisty of Befefminidh 63 |
objectives: why does it want to offer a variety of channels? Only if it has a clear vision can it make
properly motivated choicesn terms of which channels it should implement and how it can redesign
its services to reap the optimal benefit. A mudtiannel strategy can address two objectives faced by
today's public bodies: improving the services provided to the user community and/or reducing the
costs of providing its services. Because success in seatelsery depends on a vast range of
parameters, there is no single formula or solution that fits all situatibmgead, each administration
wishing to implement a mukthannel strategy must make its own investigations and choidas. is
exemplified ly the case otustomer service reforms in the City of Linz in Austiibich has put in

place a multichannel offer of personal, telephorf@ased and online citizen services, including the
OSS approach.

Inspiring exampleThree channels ithe City of LinfAustria)

In the administrations of municipalities (communities), which are the smallest units in the structure ¢
federal state, the administration and the citizens interact on a virtually equal foobog. tothis close and
direct contact, the muitipalities are compelled to constantly scrutinise and improve the way in which
deal with their citizens. In 2001, the municipal authorities of Linz launched a service offensive with the
giving their citizens much better access to the individua & SNIWA OSao® . | aSR 2y
information, communication and interaction, which had undergone some changes, new forms of organi
were created for the three most important access routes:
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+ Personal Services for which there is a greatmand, which can be dealt with quickly and do r
require any special knowledge (which can therefore be standardised) were bundled together.
soOl t f SR ljdzA O1 aSNIBAOSE 6SNBE 2FFSNBR |G WwWaa
togeti2 o/ AGAT SyaQ {SNBAOS /SyiNBaz RSOSyilNI
demand but for which special knowledge was required were spatially and organisationally br
together in secalled specialised centres (e.g. Constructiervice Centre, Fee Service). Since 2(
ASNIAOSA F2NJ alLISOAlLE GFNBSG 3INRdzZLIA KIF @S o€
AaSNBAOSEAQ |G t20FriA2ya 6KAOK Oly 0SS FtSEAOG
start of the semesterstudents carregister places of residence and get actiwsges at the Universit
of Linz;before the travelling seasqiravel documents can be obtained in larger firms in Linz).

+ InternetY ¢ KS LJX I (0 F2N) daywevSINIE bfferS citizens accest® comprehensive
information and many online services. There is also a special portal for entreprer
(www.linz.at/wirtschaf) to ensurethe best possibleeyvice to this target groupround the clock.

4+ Telephore: With the establishment of the Teleservice Centre (TSC) in 2006 and the conti
expansion of the services it offers in recent years, it has been possible to optimise the me
access to themunicipal administration thatsi most frequently utilised bgitizens. TheTSCQhereby
completes the comprehensive service concept from which both the citizens of Linz and the mu
administration benefit: the citizens enjoy an improved quality of &% and the administrationan
deploy its resources more efficiently. The value of this approach has been confirmed by the ex
NBadzZ Ga 200G AYySR Ay (GKS &adz2NwSea 2F Odzaiaz2yYSs
at regular intervalsas well as by contacts with customers (both direct and by phone).

For further information: Gabriele Ambach, Head of Citizen Service Departiabriele.ambach@mag.linz.at

Each administration shoufthd out the preferences of their user segments in relation to the services

and the types of transactions required. The smabterthe more uniforml y | RYA YA &G NI G A 2y (
of activity, the less channel preferences will vary. Bearing in mind diffesebe®veen individual

users, preferences vary considerably depending on:

+ Demographic and socieconomic factors These might includgender, location (urban or
rural based, region) and health

+ Phase in the service delivergrocess For example, whetheorientation, information,
consultation or transaction

+ Complexity Research has shown that the channel over which users seek information is often
also the channel they prefer in the following service steps. But the more complicated an
interaction with an administration, the less the user wants to do it over indirect mélarike
the internet. In that case, telephones remain the overwhelmingly favourite way to
communicate®’

+ Personal or impersonalserswith a preference for personal contacthen seeking general
information are not usually inclined to use the telephone the internet in the following
process steps. Users who use the telephone to obtain information are more inclined to
switch to the internet channel, a possible explanation may be that they are less afraid of
non-visual contact.

9| | Boutamine (2013) he ethnographic approach: an aid in understanding the behaviour of users of public séuvices.
example from the tax aregresentation made at the”‘iEuropean Quality Management Conferente] Klootwijk and E.
Maatje (2001) Channel Preferences in Europe. MGhiannel Strategies and the Customer Activity Cderens Business
Press, Woerdem. 45 and R.A. Malates& Associates Ltd. (2002} lieris Speak. A Report on Singfléndow Government
Services in Canagdthe Institute of Public Administration of Canada, pp. 13.
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+ Type of serviceThe type 6 service may change the overall picture of channel preferences.
For example, although overall the percentage of women using the internet is lower than the
percentage for men, in both the EU and US females are more likely to use the internet to
search fomealth-related information®

Customer preferences are not set in stone, however, and technology does not stand still. Service
LINE A RSNAE Ydzad Ffgle&a oS RAftAISYyd Ay NBaLRYyRAyS3
should also be looking to innovative solutions in the medterm, in dialoguewith service uers.

The9 | @G@overnment Action Plan 20220 and the Ministerial Declaration on eGovernment

Tallinn Declaration put forward a number of principles to be considered when introducing new

public servicessuch as making thenmclusive and accessihlepen and transparentand digital by

default, which are explained further ithe nexttopic.

“Work Research Centre (200Benchmarking Social Inclusion in the Information Society in Europe and, the23S
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5.4 Using €&overnmentto accesdaster, cheaper, better services

Performance gains in the public sector are amo
the key drivers of the productivity that generate
economic growth. As a laboimtensive sector,
public administrationwasconstrained in the past by
the limits of technologyThese days aréong gone ) Moving towards 'digital by default' |

L/ ¢Qa of SyR 2 FdataiNahapSed Ay 3 L2 6 SNE

flexibility and networking capabilities has unleashed untapped potential for better, faster and
cheaper serice delivery. This entails meithan technological innovation. teflects and requires a
radical shift in thinking aboutack officefunctions,as well as thenterface between administration
and user, whether citizemusiness or other administratef*

) From information to interaction |

) Interoperability & 'once only' |

Digitalisation of public administratiois not an end but a means to improve efficiencyp reduce
bureaucracyto increase usefriendliness and accessibility, and to promote ethical practices and

reduce oportunities for fraud and corruption (seetheme 2). This transformationbuilds on

openness- sharing information and data between administrative sil@md opening up to
stakeholders. Another core elementirgeroperability. the ability of institutions to work together,

and systems to talk to each othévlany Member Stateare movingi 2 6 NRa W2y 0SS 2yt &Q
of personal datdy citizens and businessaghere desired and permitted by lgwand towards online
channelsbef3 (G KS RSTFldzZA G 2LIA2Y RRANIF O Q $:hanisighs F is diizd QA O
important that no citizens are left behind by technological chang® services should also be

inclusive and accessibl&he 9 | @@overnment Action Plan 20220 recognises these as the
underlying principles when creating new public servid&thin the context ofEurope 2020 the

Action Plaris guided by the followingision:

By 2020, public administrations and public institutions in the European Union should be
efficient and inclusive, providing baerless, personalised, uséiendly, endto-end digital public;
services to all citizens and businesses in the EU. Innovative approaches are used to deg

deliver better services in line with the needs and demands of citizens and businesses.
administrations use the opportunities offered by the new digital environment to facilitate t
interactions with stakeholders and with each other.

TheeGovernmentAction Plan aims to remove barriers to the completadrihe DigitalSingle Market
(DSM) within the frame of theDSM Strateqy for Euroffethrough 20 action®. Further actions may

be proposed either by the Commission or by stakeholders, including Member States and public
administrations at all levels through théigital stakeholder engagement platfornwhich is an
example of caresponsibility for public services.

These actions fall undéhree pillars

AL/ ¢Qa origgddlgoRdinance extends beyond service delivery in making processes faster, more efficient and

effective, of course. Today's digital technologies are being integrated into all aspects of government operations and

contributing to cacreation of new polies, greater transparency, tackling societal challenges and achieving better

outcomes, through the transition from eGovernment towards digital governmentlisee 5 Q&4 wSO2 YYSyRI iA2y 2
Government Strategigs

? see alstittp://europa.eu/rapid/pressrelease IPL5-4919 en.htm

% The actions are explained further and their progress can be followed iAdtiens Dashboard
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V  Modernising public administration with ICT, using key digital enabléksy I 1S A G &A YLIX S
Enabling crosborder mobility with interoperable digital public services?Y I 1 S ;A G F2 NJ |
V Facilitating digital interaction between administrations and citizens/businesses for high

quality public services WY I 1S Al (23SEKSNDO

<

All initiatives to be lanched under the Action Plan should observe the followinmderlying
principles which are strongly supported by stakeholders

5.4.1 Information to interaction

Increasingly, publiadministrations ad the judiciary
are using theriternet to bring services to citizens anc
businesses. This evolved quickly from the passiy
(oneway access tdpasicpublic informdion) to the
interactive  (twoway engagement allowing Moving towards 'digital by default
sophisticatedransadions to take plack DG CNECY&

2014 eGovernment lenchmarlng studydescribel the five stages of eGovernmenedelopment in
public service delivery:

From information to interaction

Interoperability & 'once only'
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Measurement
of usage

Complexity

Interaction
__ Measurement

Integration - af supply

Transaction

Communication

Information

Development stages of public service delivery

Breaking down these stages:

The most basic level of e@ernment is the provision of usefiriformation to citizens and
business users on public serviaadine, which can also help to promote transparency and
accouwntability (seetheme 2.

This evolved into more sophisticateshmmunication whereby the administration moves
beyond setting outbasicinformation 0 8 dzOK | & 2 LISy Ay 3 K2dzZNE 27T
rights and entitlenents to services, etc.), arapens a dialogue with service users, allowing
information sources to be interrogated (such as s@ale availability of public transport), ask
guestions, make comments and complaints etc.

Opening communication channels leadsgically to transactions erabling citizens,
businesses and publauthorities to access and use public services online, for example in
submitting applications registering births or business stamps, making paymentsor
purchasing certificatesaé illustrated by thexample ofirelandQ @ww.certificates.iebelow).

Dealing with individual administrations on individual steps in the transaction process is
hugely inefficient, especially for the citizen or business. The big leap forward in the

LJc

LINE RdZOGAGAGE | yR ljdzl €t AGe 2ifegritkr thedaanBiNgai S E LIS N

services across several administrations, so that the interface between them is seamless and
GKS O2yySOGAz2ya o0SisSSy (KS @I Nigbizdo thdo I O
consumer. This puts the onus on the administration to deliver the right package of
information and accessibility, rather than on the user to find it.

This leads logically to fulhteraction with the user, whereby the citizen or businesan
engage directly and if desired, exclusivelywith the administration online, providg data
and managing its updating and usage. The citizen or business can monitorimesalhat
is happening with their services and their personal data, in theesavay they can track

Topic 5.4: UsingGovernment
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delivery of a parcel on a privateer website. The power of theternet permits a whole
new paradigm in service delivery and democratic governance.

Public administrations are nomovingWo S& 2 y R Aty & GeJstapé af Bsgfvide maturity,

where interaction is not even necessary as the service is automatically delivered in a phenomenon
GKFG KFa o0SSyaiRInNNaSKRe LIOKIS ¢YyA2XA A a LlraaroftsS 0SSOI dz
GKS | LI AOI GRYY & @ l@HAEKSMIEEOS LI S 2F 1 dAGNALI Q& C
application intopic 5.4.2). Along with the'once-only' principlepublic administration should ensure

that citizens and businesses supply information to a public administration only once. Public
administrations take action with consent of the user to internalljuse this data, in due respect of

data protection rules. By minimising the need for interaction, administrations can reduce the

burden on citizens and enterges, while creating public value.

Inspiring examplePurchasing public certificates online worldwide (Ireland)

The websitevww.certificates.iewas developed in a tight economic climate as a smart way to enable clier
purchase certificates of life events (i.e. birth, adoption, marriage, deathsitidirth, and more recently civi
partnerships) online from any internet connection in Ireland or abroad. It was a new and innovative w
providing the service, resulting in real savings, both by using an online solution, and also taki
opportunity to reevaluate the current business model, sdgning and implementing fengineered processe
which increase efficiency, which was the main goal of this project.

The adopted joinedip government approach was led by the Civil Registration Seqitastern Registratior
Area (CR&RA), on behalf ohe Civil Registration Servi€€RShationally and the General Register Offi
(GRO) utilising internaCTresources. The nation@lRSjenerates significant incomeR dzNA y3 HAany
million was generated, over 591,000 certificates issued, and @2&;000 life events registered. The webs
was launched in November 2009 andthg end of 2010 approximately 5% of all certificatésmd beenissued
from online applicationsand turnaround time had reduced to less than 5 wo&in Rl @ & A Y  due
not-LINB&ASy G Q LXK AOFGA2ya 62yt AySs o0& (StSLK2YS
attend in person, post a detailed description/ completed downloadable application form with a cheque/f
order, or in more recent timesould apply by telephone using a credit/debit card. Within tB&S, &
governmentapproved Modernisation Programme had clearly set out the value of online services an
REACH project had also developed a detailed proposal in this regard. Howitlvenany legislative and othel
large-scale initiatives ongoing, including development of online registers of birth, death and marriage
project had not been progressed further. Prior to the development of this ite takeup on telephone
applications deronstrated that clients welcomeW O dz& énat-pr&shidQ approaches for purchasin
certificates.

Going online delivers savings for the state through reduced staff intervention as clients now input detai
reduced caskhandlingby using a secure finar systemthat reduces admiistrative overheads e.g. casl
counting/balancing. With little available external resources, an innovative approach was necessary t
costs to an absolute minimum and a partnership approach saw this site being developgdbgcn inhouse
project team comprising of a partnership between ICT and staff ftben CRS servicdzor CRERA key
advantages includemproved customer experience empowering the citizengnabling customers to orde
certificates of birth, adoptionmarriage death or stibirth from the comfort of their own home or any locatio
with web access at any timenore effective use of staff resourcesability to manage workloads better
diminished need for public space at some offices, facilitating bettestomer experiences. This has beer
joined-up partnership approach with other government agencies to benefit both the state and the ci
through exploiting online technology and its applicatidnreview of 2013 figures sh@d a marked increase i
online users with 25% of orders placed for certificates in the Dublin office coming through the website,
was accessed from 72 distinct countries.

For further information: Dennis Prior, Superintendent Regigfiennis.prior@hse.ie
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With Governments across Europe looking to increase further the availability of online sethiees
guestion for public administrations iebw best togenerate demand among businesses aniteits

by ensuringthe highest quality ser experienceboth nationallyand across bordefs The answer
bringsus backo OA G AT Sy | yR 0 dfiopics.d)ara recdp.life BentsSpackagé pullic
services that are usually provided by multiplevgrnment agencies around a subject that makes
sense to the citizen. The challenge then is for the IT systems of the participating agencies to
cooperate (orto use the correct termW A vy (i S NRot 8%N&aiinl&sQdelivery of theService?

AlifeevenOl LJi dzNBa (GKS dzaSNRa 22dz2NySeé ANNBALISOGA D!
Life events cut across the silos of public administrations, underlining the need for
collaboration between different administragoa (2 al G6AaF& (KS dzZASNRQ VY

The most basipoint about Yfe eventfis that they rarely invok just one interaction with one
public authority. They aralmost alwayghe composite of many indigual servicesEach main life
event can be broken down into a set of individual public services, vdaietbe as many as 2D or
Y2NB® C2NJ SEI YLX Saverimérfistudy anifi@ma A 2208 A8 aSNIIAOS
YR FAYRAY3I | 220Q FyR aS@Sy F2NJ wayvylrftt OfFAYa L

Examples ofndividual services linked to a life event

Losing and fiding a job Starting a sall claims procedurs

1. Register as unemployed and apply for benefits 1. Obtain infomation on how to start small claims

2. Get assistance from public officer procedure

3. Ensure continuity of medical insurance 2. Obtain infemation on related legislation and rights
4. Ensure continuity of pension payments 3. Start a small claims procedure

5. Obtain guidance related to housing 4. Share evidence/ supporting documents

6. Access debt counselling 5. Obtain infomation on case handling

7. Access health promotion programs 6. Retrieve judgement

8. Obtain guidance in case of sickness/injury 7. Appeal against court decision

9. Access social welfare appeals

10. Receiving benefits that apply to you

11. Orientation on labour market

12. Search job vacancy data base

13.Receive job alerts and set up job profiles

14. Subscribe to training & education programmes
15. Subscribe to vocational career advice

So, what is thestate-of-play with life event e-Servicesacross Europe? The European @Gussion a
2016 benchmarkingstudy of seven life events (five citizen, two busineshpws81% of national
public sevices are available online, batossborder services much less so. For exampio of
services requiredby foreign entrepreneurs to start theibusiness in another country anempletely
offline: meaning there is no informatiorlet alone a serviceavailable online

Benchmarking eGovernment in Europe

2 http://ec.europaeulidabc/en/document/1644/5848.htm
% DG CNECT (2014)elivering on the European Advantage? How European governments can and should benefit
from innovative public serviceBinal Insight Report.
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Governments are increasingly aware of the importance of making their online servicefiesdly, but the
focushas beenmostly on making services available, leaving ample room for improvement in areas sl
speed and ease of use. TAd Qa S D 2 eBcNaiSgebbrts contain the first complete measuremes
of online public serviceacross the EA28 plus IcelandNorway, Serbia Switzerlandand TurkeyusingWY & a i
a K 2 LJltdehnhigues to recreat¢he journeythrough government websites and servides seven life events
five for citizens (studying, losing & finding a job, moving, owning & driving a car, atidgstarsmall claims
procedurg, and two for businessestésting a businesst early trading operationsand egular business
operationg. Each life event is analysed every two years (in alternative batches of three and four ever
allow time in between dr actions by the public administrations to take effeEbr the first time, the 201€
report allows comparative data to be presented taro full-cycles (data from 2032013 and 204-2015) for
all seven life events.

Regardinguser-centricity, the 2016 report found that governments have advanced in makingopc services
digital, but focised less on the quality of the delivery from the uguerspectiveOn average80% of public
serviceaunder the life eventsvere available onlinen 20142015 represeiting an 8-point increase from 2012
2013 Over the same periodjsability features (support, help and feedback functionalities) are widely pre
on government websites @4 an increase o points)z | 2 6 SASNE (G KS Ye add s ise
and speed of useshows much less progresstanding at jus60%and 57% respectivelyan advance of only :
percentage poinin each caseMobile internet is arelatively new technologybut has a huge impact in term
of usage and applicationslowever, theresponseof public administrationgo applying this technology to
empower citizens to easily navigate information about public services and organisdizsniseerslow.

Transparency F & | £ &2 YSIF &dzZNBRZ Ay NBfl GA2Yy iesgponIRiEes ahy
performance, the service delivery process, and the personal data involrezlbest performance could b
found in aganisatioral transparercy, which waghe highest scoring sulmdicator, showing an average sco
of 64% (up 5 points)The subindicator on tansparency of personal dated also risen t&5%(up 8 points).
The largest gain but still the leaishpressive resultame intransparency ofervicedelivery, whichconcerns
the extent to which users are furnished withformation from the request to the receipt ofheir e-service,
which achievd a <ore ofjust 47%(albeit up 9 points)

The report shows that there is stdbmeway to go in giving businesses and citizens seamless access to
public services when they are away from their home couritfgvertheless, @ailability ofcrossborder public
services taitizensof a different EU countrgtood atto 53%(five life events) while for businessest was64%
(two life events).For all life events, eGovernment services are maeerfriendly to nationals compared tc
foreigners.The mest common barriers are language, lack of information on the foreign website, and the
for a physical encounter to perform the service successfully.

The study also found significanariations in performance across countries, as well as within count
between national, regional and local administrations.

Forfurther information: https://ec.europa.eu/digitaisingle market/en/news/euegovernmemtreport-2016-
showsonline-publicservicesmprovedunevenly

At present,life event journeys are rarely completed erid-end without interruptions Interrupted
journeys imply incomplete availability of online servic€sNJ y & Qeivicepublic.fris a good
example of a country with a comprehensive online offer through astog shop portal.

Inspiring exampleAccess to government entities throughsingle national paggFrance)

In addition to the national portal, the Government has also developed an official website for the Frenc
service,www.servicepublic.fr, available to private citizens, businesses and professionals. Alhithative
information is presented clearly and simply in three sections:

1. ofy OAGAT SyQa NARIKGA FYR LINRPOSRAINB&Z (KSNB
FAQs and several thousand links to useful resources, including forms, onlireelpres, reference
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texts, public websites, etc.

2. There arepractical services to help with administrative procedures.online services, calculatiol
modules, downloadable forms, standard letters, call and contact centres and a message.

3. Adcivil rvice directory include41,000 national services, 70,000 local civil services and acces:
the main portals of the States in the European Union, European institutions and interna
organisations. The official civil service website facilitates simaplifies access to administrativ
information by selecting the various resources available on the public network and organizing
G2 YSSG OAGAT SyaqQ vy S-puBliafpcoleasNdl e réléantiirfordfatda ar
makes it instantly eailable.

Source: United Nations®overnment Survey 2014

~

Ly FLILINEFOKAY3I a3dieen®sS LEBSIHELIEONE JbdsYiedd fo ke  RYA Y

account ofthe followingfactors:

+ Users know their own needs bedEvery d@izen or businessvantsa package of servisghat
corresponds tdheir individualcircumstancesFor example, someone who is about to start a
job may need to deegister from welfare benefits, move home, buy a car or register in a
new town. Tkey might need to complete athese tasks, some or none of theffhe job of
life event portalds to help them to find, assemble and process $kéofpublic serviceshat
they requireasseamlessly andfficiently as possible.

+ Life events overlapWhen a citizen is planning to relate, for example, this can mean for
the citizen any combination dgtarting a jolfor Wtudyind ¥hovingQ Wuying, renting or
renovating a propert@etc. When a business is planning to start new operations in another
locality, this might involvéiegistering a new compar¥mploying staif2®uying, renting or
renovating a propert@etc. Somernidividual services appear under more than one life eyvent
which has consequences for how they are packaged and presented to the user.

+ Users achieve theitife eventgoalswith a mix of public andprivate servicesIn mostcases,
the user will look toprivate service providersnot justthe public administrationto fulfil
their full package of need# citizen who is considering travelling abroad will de&h the
public administration for their passport application or renewal, and applying for a visa if
needed, but private providers for flights, insurance, etc. A potential entrepreneur that wants
to start anew business will deal with the public adminigien for registering the company,
applying for licenses and permiteegistering for VAetc., but will approach the private
sector to establish a bank accoustnd could beaccessing finance angnting a business
unit from either public or private provats. For the user, the life event journey is not
finished until they have completed all the steps.

+ There is evidencendicatingthatud SNA G 1S 'y Wl (handliRgaheiRliz | LILINE |
event Rather than following a systematic etwtend plan, research for a European
Commission study found that citizens approacHife events by focusing ona series of
discrete activities d¢The individuals involved in the experiment tended to segregate the

% Deloitte (2010)User expectations of a life events apgpeh for designing-&overnmenservices, SMART 2009
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separate actions, tasks, and information they needed tedlato the life event and

F LILINEF OKSR (GKS AaadzS I ( ¢éKHeytRdy alsf showedttRak & I 3 3 NB
significant proportion who started with government portals found they were not effective in

meeting their needs, and so exited them and used cle@ngines insteadUsers found their

guestions answered significantly faster by searching on private sector sites and Wikipedia
rather than on government sites®

Theimplication forpublic administraibns is thatuser interfaces should be personalisedwhether
for the individual citizen or the specific busine€sline accesaeeds to cater for userghat like to
move in and out of government sites as they asdse their own bundles of public servicesdeal
with life events, while helping them with ientation vhat do | needpand navigationwhere do |
find it?).

The headline challenge for public administrations is to degigukages of online servicegr
catalogues of public service®)be fully usercentric, with two objectives in mindrheyare:

+ Comprehensive enougtso that every eventuality is covered,;
+ Flexible enoughso that users cachose the routehat reflectstheir situation.

This leads to three challenges for public administrations:

Challenge Answer
1. Makingsure the user does not have Ensure each individual servitteat could come within the scope
02 WoNBIF1Q GKSAN 2F | Wisiodis, aBo@sSiyldiatd covers all the small ste
find themselves at a deaeind. necessary regarding orientation, information, documentation,
transactions, etc

2. Helpgngthe user to take the path thal Package services looselyoaigh, so that there is not a single A t
suits them best, irrespective of their Z, but instead the customer can start at C, or meander from F

starting point. and back to Nmiss out L, jump to P, if this works best for them
3. Ensuringhe user does not getlost ~ As some services are relevantmore than one life event, users
along the way Y SSRaaf > Wo dzii Y 2 NighpoSstap&ahiially linketl &

servicegand hints on which paths they should considernth
information to varying degrees and depths at different stages t
make the journey more plesant

This tailormade approach to life eventsnplies thatthe portal can navigatethe user through the
potential mazeof online servicesand help them to put together theitustomised packagéncluding

links to private websitesThis links to the graving trend for collaborative -serviceqco-production)
involving governments and citizens, NGOs, private companies or even individual civil servants, which
is the subject of aeUfunded study on collaborative production in eGovernmdisee alsdheme 1

on coproduction for more referencep Eachindividual public serviceneedsclear parameters (a
consistent set of rules, information requirementiata and service consumption and provisimd
sequence of processet)at areboth readerfriendly and administratively straightforward to access.
Thisalsomeansusirg terminologythat translatesi KS LJdzof A0 aSOd2NnRa f S3art |
into language that is familiar teitizens andbusinessesThis takes us back to the benefits of
administrative simplificationt¢pic 5.2).
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In some cases, the reason for the gaps in online services migsgrigeee complexityThose which

FNBE NBfIFGAGSte aGNIAIKGF2NBIF NR 0 &adgrésHzNB A 0 & 82D K (0
f ATS S @S viréeaslertd gidngami©evangmain usually unaffectedybchanges in policy or

legislation. By contrast, services that are capecific demand more agility from the public
administration and its baekffice processes, and a high degree of interoperability.

5.4.2 Interoperability and 8nce only principle

The changng relationship between administratio
and service user through eGovement can only
happen with a parallel revolution in the way that
administrations operate. While the first wave of
digitalisation involved individual institutions in
putting their individual services on thimternet, the
real benefits started to materialisefvSy Ay adAdGdziAz2zya o6S3ly G2 fAyl 0
needs. This can onbccurif institutions are willing and able to work togethewithin countries, but

also across EU bordershis is all about interoperabiligt different levels: technical, seamtic, legal

and organisational

From information to interaction |

‘ Interoperability & ‘once only'

) Moving towards 'digital by default’ |

2KIdG R2 ¢S YSIy o6& WAY(OSNRLISN

Different parts of the public administration areften responsible for different elements of

public service, whether in the same country or across bordershe context of &overnment,

interoperability is the ability of systems tmteract towards mutually berficial goals, involving
the sharing of information and knowledge between these organisations, through the bug
processes they support, by means of the exchange of data between their respective ICT .s
It allows administrative units tavork togethe - within or across organisational boundariego

exchange, interpret, use and-ese information.Interoperability is relevant to every policy fie
where data is shared, whether health, trade, tax, justice, dtc.the BU, investmentin

interoperability for public administrations is one of théongeststanding initiatives in

eGovernmentwith ISA beingthe latest EU programmeMore than 20 years of consistent effo
have brought results by putting inteperability at the heart ofligital public service creation an
delivery.

The developmentof the Internetin the 1980swas the takeoff point for interoperability, as it
allowed a global system of networks to connect computer devices across the world and to
communicate with each otharsing standardised protocols (TCP/IP). If two or more systems are able
to exchange information, this means theresgntactic interoperability This requires data to be
formatted to a common standard (e.g. all alphabetical characters are expressed iroASfidode
format) and codified using an agreed set of rules (a grammar or schema) in a language that is both
humanreadable and machineeadable. This capability to share data is the most basic level of
interoperability, and is an essential preconditifam the next levelToday, we take it for granted.

To interpret and apply this informatiomowever,systems must also hawemantic interoperability
which is about the meaning of data elements and the relationship between th@mdely, this

means that what is sent by one systenuiglerstoodby the other system (not just received through
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agreed data formats and protocols). This can only happen if both systems share a common and
unambiguous reference framework for information e@ange. There are all sorts of real and
potential obstacles to achieving semantic interoperability, with regaodlanguage, meaning and
presentation.Semantic interoperability includes developing vocabularies and schemata to describe
data exchanges, andneures that data elements are understood in the same way by all
communicating partiesAs an example, the address of a citizen or business in any country might
have: the street name before the building number or vice versa; a post code or a zip codenikth a

of letters and numbers in various orders; and alphabetical characters with or without accents.
Accepting and interpreting received information is not an automatic process, especially across
borders where meanings vary according to cultural and liniguisctors.

The European Interoperability Framework (EIF) sets out 12 principles for establishing interoperable
public services at the EU level.

Ceneral principles for establishing interoperable European public services

1. Subsidiarity angbroportionality 7. Inclusion and accessibility

2. Openness 8. Security and privacy

3. Transparency 9. Multilingualism

4. Reusability 10. Administrative simplification

5. Technological neutrality and data portability 11. Preservation of information

6. Usercentricity 12. Assessment dofffectiveness and efficiency

Governments can lay the foundations fataroperabilityand wider innovation bypening up non-
sensitivepublic dataas part of theopen governmentpproachd & $BIA Y OA LI S), ahdyilR @I £ dz
line with the PSI DirectiveTo achieve interoperabilityespecially across borderan administration

should base the development anddelivery of its online public servicesn standards as well as

describing servicem a consistent and commonly agreed wagp that relationships can be formed

between datasetsln this way, data can be linked, not lockied

In the context of service design and delivery, information exchange and use also retipgires
administration(s) to addreshe technical, legal and organisationialyers ofinteroperability, as well
as the semantic layér.In each case, the issues thatise can be resolved through agreements
between the involved parties, as described below.

Layer Issue Solutions
Technical Coveringhe applications and Interfacespecificationsinterconnection
infrastructureslinking systems and services, data integration services, data
services presentation and exchange, secure
communication protocolsgtc.
Semantic Ensuring thathe preciseformat and Reference taxonomiesjocabulariescode lists,
meaning of exchangedata and data dictionaries, sectapased librariesetc.

information is preserved and understood
throughout exchages betweerparties

Legal Ensuringthat organisationghat operate Enactlegislation, including transposing
under different legal frameworks, policies European directives into national legislation,
and strategiesanwork together adopting bilateral and multilateral agreements

interoperability and digital checks of proposed

z European Interoperability Framework
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Layer Issue Solutions
legislations, compliance with data protection
requirements, coherence with revant

legislation
Organisational Ensuringservices aravailable easily Memorandumof understanding (MoUs)r
identifiable, accessible and usfrcused  servicelevel agreements3LA}that specify
by documenting and integrating or obligations & participants inprocesses and
aligning businesses processes, and define expected levels of service, support /

formalising the organisational relationshi escalation procedures, contact details, etc
for establishing and operatg public
services

As well adacilitating interoperability,Governments are also taking action to put in place kieg
enablers prioritised in the eGovernment Action Plan, that enable public administrations to offer
secure and seamless electronic servitesitizers andbusinesss.¢ KS / 2 Y YeGavaranenf Q &
benchmarlng study identifies fivekey enablerselectronic identification, single sign on, electronic
documents, authentic sources (base registries) and electronic safes.

Electronic Issued by the Governmerg]Dverifies that the user is who he or she claims to be
identification Thisprotects the citizen or businegsom the misuse of personal or corporate
(elD) information and the effects of identity theft, and builds trustthe userthrough the

reassurance of secure lags. It alsocovers a range of electronic truservices (€9
namely eSgnatures, electronic seals, time stamp, electronic deliveryiserand
website authentication.

Single SigrOn (SSO)  SSO is functionalitythat allows users to get access to multiple websites without 1
need to log in multiple times.

Electronic documents These are athenticated documents, recognised by the public administration, whi

(e-Documents) allows users to send and recei¥eLJr LISNB 2.N] Q 2yt Ay S

Authentic sources Base registriesised by governments to automatically validate or fetch data relatir
to citizens or businesses, allowing online forms to befiiled, so that they are
received by the user either partbyr fully competed for checkingamendngiif
necessary, and adding information as required.

Electronic safe (e The eSafe is airtual and secure repository for storing, administering and sharing

Safe) personal electronic data and documents.

The mostmature enabless are elD, SSQ e-Signatureand eDocumentswhich are usedin just over

60% of studied life evenserviceson averageé® Countries are increasingly developing national
azfdziAzyas a2 GKFrd OAGATSya |yR odzAAySaasSa R2y(
electronic authenticationDigiD in the Netherlands agood example of &olution growing into

widespread usge through its open availability, practical simplicity, and the momentum that is
generated by mass takap.

Inspiring exampleDigiD(The Netherlands)

5A3A5 A& GKS 5dziOK 3F2@SNYYSydQa I dzi KSyidA ODigikh Bayg
become the standard. More than 600 government organisations or private organisations performing
tasks are connected to the DigiD serviaich ismanaged by Logius. When someone logsama government
website using his DigiD, DigiD vidled the Citizens Service Number (unique identifying number) back tc
respective organisation. Using this number, the organisatian find out from its own administration ol

%2016 eGovernment Benchmargtudy (op. cit.)
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personal records base register whom it is deahwmith and which information keady is available. DigiD
available at two different levelsbasic (user name and password: DigiD) and middle (DigiD +
authentication) representing STORK QAA level 2/31.

DigiD was developed by large executive agencies as a common solution, creating a broad usage amon
¢ and among others, by obligatory use for digital tax filirmnd then made available tother government
organisationsThe solution is easy to asie, free of costs for citizens, and students need it, get used to it,
keep it.More than 117 million DigiD transactions were conduate@013 Forthe 11 million citizens who havi
activated their account, DigiD is the key to a wide range of puktEréces, such as:

+ The prefilled income tax form offered by the Tax Agency, which citizens only need to check, acc
modify;

+ The eServices of the Social Employee Agency, which unemployed people need to use when the
register as job seeker or apgdlyr unemployment benefits; or

+ The digital certificate request or notification of change of address at the municipality.

DigiDis a push factor for new digital services, both for smaller organisations and more work processes.

For further informationPeer BenschopCoordinator for Digital IdentityMinistry for the Interior and Kingdom
Affairs Peter.Benschop@minbzk;nww.digid.nl

To facilitate crosdorder onlineservices, &uropean requlatiod ¥ S L fbrlelD gnak-TS(electronic

trust services)in the digital single marketvas adopted in Jul014 The regulation proposea
predictableregulatory environmentThiswill benefit not only public services, batsoe-Business in

all its forms acrosghe EU by ensuringthat people and businesses can use their own nati@iBl
schemes to access public services in other EUtdes where ell3 are availableand creating a
European internal market for-€S by ensuring that they will work across borders and have the same
legal status as traditional papérased processe3his meansfor examplethat a qualified electronic
signature will havethte same legal effect as handwritten signatures everywhere in the EU. You will
also be able for instance to send a registereahal from Germany to Greece. The message will be
legally recognised as having been sent and received at a given timeilahdwe to be recognised by
courts in case of conflict.

However, he eGovernmentresearch showshere is much still to be done to pail key enablers in
place across the EU. Overall, key enablenevimaplemented irjust 54%of the life eventsstudied

+ elD, SSO and ®ocumentsare important to enhance théunctionality and quality of the
dza SND& SELISNASYOS FyR | NB (i KAScelefdingthe takduR St & A Y
of eIDAS services a priority action under the eGovernment Action Plan 22080.

+ Authentic sources (base registries) andSafe as backoffice tools which link data systems
securely, are vital to more advanced stages of online service delivery, allduligg
integrated packages of information and transactions to be offerebusinesses and citizens
seamlessly.

The more advanced the eGovernment development, the greater the reduction of administrative

burdens on businesses and citize®ing back to the five stages of developmerttistmeans
moving towarddull interaction, which inevitably requiresteroperability and the key enablers:
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Transactions This is the first stage in which the public administration has scopsidoificant ABR
as it allows businesses and citizensiriteract with public authoritiesat a time and
place of their convenience, 24/7The benefits are much greater if accessibility
matched by simplification.

Integration This stage is all about linking data across different public administration syssen
interoperability is essential. Thadevelopment andapplicationof the key enablersf
eGoverment (electronic identity, common base registries, single signetc.) arean
advantage, but not a precondition.

Full interaction At this most advanced stage, tHeey enablersshould be in place, and the publ
administration moving towards or achieving full interoperability (semantic, techn
legal and organisational).

Interoperability, base registries and system security ahe integral elements of delivering
composite services for life events from individual services, as envisaged under the European
Interoperability Framework (EIF).

r Imernal Infarmation Sources and Services
Extermal
mfarmation

and Service —

To ensure that a coherent vision on interoperability exists in the EU, in relation to interactions
between European public administrations and with citizens and businesse;ahenission will
revise the EIF and provide support to take by Member States over 202020

(as foreseen in the eGovernmewrtction Plan) When conducting its regulatory fithess (REFIT)
exercises to review the existing internal market acquis and/or argftiew proposals (seepic 1.9,

the Commission will pay particular attention to interoperability and the benefits that the effective
use of digital technologies can bring. The aim is to remove unnecessarily complexbpagéror
duplicating processese(g. multitude of contact points, reporting processes, data exchange or
systems requirements).

The prospective benefitso citizens and businegs materialise at both nationabnd especially
European levelsThe Commissidd & 6ke@omernment Report shows that there is iimeway to

go in makingcrossborder public servicesvailableto nationals of a different EU country. Services
involving an electronic transaction betweehe user and the administration are possilieoss

border in very few cases, causing unnecessary burdens for citizens and businesses that want to
move, work or start up in another EU countfjo move things forward, the Commissitias
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supported Large SaalPilot (LSPprojects to devise and test practical solutions in real operating
environments across Europe

Both key enablers and crobsrder interoperability will be pushed forwareh i20142020, with
support fromthe Connecting Europe FacilifCEF)CEF islesigned ¢ support the establishment of
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GNJF yALRNIXZ SySNHé FyR RAIAGEE Ay TN &a2020z0BFdzNB > 6
TelecomKl & 0SSy Fft20F0SR emdmn O0AffA2YS 2dzi 2F GKA
infrastructure alR € T N1 CER DifitAb2djcated to Digital Servicenftastructures (DSIs)
delivering networked crosBorder services for citizens, business and public administrationder
the eGovernment Action Plan 202820, the Commission is committed to thlengterm
sustainabilityof the DSIsas wellastotherglza S 2F ol aA O 5{La& OFff SR Wodz

Topic 5.4: UsingGovernment



https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/CEF+Digital+Home
https://ec.europa.eu/digital-single-market/en/news/cef-telecommunications-guidelines
https://ec.europa.eu/inea/sites/inea/files/c_2017_696_f1_annex_en_v3_p1_875665.pdf

Quality of Public Administratiorg A Toolbox for Practitioners |Gz

be launched during the year. CEF offers funding opportunities either via calls for tenders to procizess
for the core components provided by the European Commission, or calls for proposals (grants) to help
the national infrastructure in the Member States to the core components.

+ The first call for proposals in 20Ifosed on 19 May andovered tte areas of Business Registe
Interconnection Systems (BRIS); Electronic Exchange of Social Security Information (EESS
Procurement

+ The second call for proposatdosedon 15 September andovered the areas og-Delivery e-
Identificationand e-Signature European eJustice Portalandpublic open data

+ A thirdcal opened on20 September with a deadlingf 15 December. This callocated €25.5million
in the areas ofautomated translationcyber securitye-Invoicing Europeana

+ A fourth call opened on 20 September with a di#ael of 18 October. It allocateel.1 million for a
safer intenet. Read details of the 2016 CEF Tele&afer Internet call for proposals

The Innovation and Networks Executive Agency (INEA) is implementing the CEm Talksdor proposals ol
behalf of the Commission. More information on the calls is availabl&&h's website

For further informationhttps://ec.europa.eu/digitalsinglemarket/en/connectingeuropefacility;
https://ec.europa.eu/cefdigital/wiki/display/ CEFDIGITAL/CEF+Digital+Home

Base registries, combined with interoperability, allo@twork benefitsto be unleashed, including
implementing theW 2 y O S redisifdtiah Arinciple, whichaims to ease the administrative burden
on businesses and citizen, aiglincreasingly being applied across the Edhce onlgls rarely a
standalone initiative, but instead typically fits within a widgovernment agenda. Given the scale
of its impact ad the timescales of its implementation and requires a kbegn policy framework
and resourcing.

Let the data do the work, not the user

{dzo 2S00 (2 G KHe priiple NBnEe olllyZrgyEtEatoi iE thal citizenand businesses

should nothaveto provide the same basic information @ address, ID numberjo the public
administration multiple times After it has beerregisteredonce by one authority it will not be
requested againThe implication is thatlathe relevantauthorities mustcooperate,take action to
store andshare this dataecurely and put the user first.

2 KAES w2yO0S 2yfeQ NBIAAGNIGAZ2Y Aa Slae (2 02yO0!
practice. The public administration faces legal, institutional @edhnological obstacles, and

important considerations of data protection and privadhe European experience of benefits and

barriers has been explored througlesearch byErnst and YoungE{y and Danish Technological

Institute (DTI) for DG CECT?

C2NJ FRYAYA&AGNI GA2ya O2yGSYLIX I GAY 3T A factosBiRWAOA vy 3 (i ¢
be taken inb consideration:

+ A robust legal framework is essential @nce onlyxshouldbe underpinned by appropriate
legislation which definesinter alia which entities and officials can use which dafde
definition of data protection within the law is critical, & narrow an interpretatiorcould

#EY & DTI (20143tudy on éovernment and the Reduction of Administrative Burden, Final Report: A study prepared for
the European Comission, Directoratéseneral of Communications Networks, Content & Technology
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conflictwith I LILJ dnteyoBIR{W2 YS O2dzy i NASA I NBE NBaliNROGSR
by law. OneoptionYA A Kl 068 G2 bitX2® OA (AT SFEAVYIZ AY T2 NY
by other named agencies, so that agreement is fully consensual.

Data belongs to the itizen or businessTrust in the administration and its systems is critical
tothesuclSaa 2F W2y O0S 2yfeQd C2NJ odzaAySaasSa | yR C
RFGF AYLXASA GKNBS O2yRAGUAZ2YyAY GKS RIEGF Aa
citizens and businessesindetermine who has access to ihey can take corredte action

if the data is felt to be incorrect or insecur@itizens and businessshould be able to view

their data, amend errors and improve qualitfa legal rightfor citizensin Estonia, for
example).Citizens and businessshould also be able tamonitor which entities have used

their data(the United Kingdom for example, placedata in aersonal safe ba@ lenables

citizens or business to decide which entities can see and Juse it

Data protection means authenticationAllowing people andusinesses to manage their

own data (track and control) meandes Ydzald 06S Ay LI FOS G2 O2y FAN
Ly O2dzyiNAS&A ¢AlGK2dzi | ylFriA2ylf L5 aeaidisSyz |
the United Kingdom uses an industragreedset of protocols, standards and certification

through which organisations can collaborate to allow citizens to use assets they own to
validate and verify their identity).

Why OS reguyfds Back office cooperation, notan internal market for data. Some
governments have centralised their data collection. However, this may not be viable or
desirable, depending on governance arrangements, for example in federal or decentralised
systems, in which case a high level of interoperability will be. As a prindigeould be
clear which authority is accountable for which dataset or base registry, and that they are
clearly responsible for maintaining data quality and security, and avoiding data loss (back
ups). A central body within government should be desigddteissue instructions to each
authority, so there are common standards and methods for using andirey data, based

on agreeddefinitions and taxonomies. Thewyight introduce sanctions, if individual units fail

to share data effectivelybut inter-agercy feesfor data exchangehould not be levied, as
they undermine cooperation anithe spirit of open government

Good technology is not enouglmteroperability andcultural change arecritical. Obviously,

all relevant units of the administration involRe Ay W2y OS 2yt e&Q Ydzald 0SS i
collecting data and/or storing it securely in databases or base registries, according to their

roles. Similarly, technical and semantic interoperability must be assured, before the system

goes fully liveAbod S IneSt 32 y®2 Q Y S | ofking fraBtieedaadiadmjnidtrative
cultures,ensuringeffective communicatioracross government, and overcoming caution to
FRe2dzald (2 | ySg Y2RSt 2F O2fftl102NIGA2Y | ONR & :

Theinstitutional coordination and system iM&R LISNJ 0 A f A i & NPl A NB RS ¥ 2 NI vE
for administrations to move beyond reaction and become-pative in their service delivery. Very

few Europeans receive services without having requested theiwcording to the 2016
eGovernment benchmarking studyust 3% of life event services on average are provided
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automatically, meaning that the user does not have to do anything to receive .thbrder the
eGovernment Action Plan 202020, the Commission as a public administration itself will
gradually roll out the 'onceonly' principle in its interactions witlits own suppliers and grants
participants and examine possibilities to introduce the 'onaely’ principle for other stakeholders.
The onceonly piinciple is currently being implementesee Tallinn declaratiof?

The Commissiohaslauncled large-scale pilos on ¥nce onlyC¥or business (see algbeme 6), and
assess the possibility of applying tnceonlyCorinciple for citizens in a crodmrder context

In some countries¥2 y OS 2y f & Q KI a (i MppyrairdSof &tieRs, and Becodel | { dz&i
established as aight, enshrined in law and hence an obligation for the administrationthese
cases, governments have a choice:

+ Put the infrastructure in placéirst, beforeconveringW?2 y OS 2y f&Q Ayid2 Iy Sy
assumption that the system created is robust enough to handle an upsurge in deorand;

+ MI1S (KS L1RfAOe RSOAaAAZY (a8arigifaniRthegebyicieatew2 y OS
the pressure orthe administrationto respond.

Several administrations have followed this second route, including Estonia and Spain, and have
succeeded in generating the impetus to find organisational and technical solution¥-Rted data
exchange layer in Estonia a prime example of a solution borne out of necessity, and which has
become the backbone of public service delivery to citizens and businesses, because of its openness,
simplicity, flexibility, scalability and securitly requires minimal investment by service providexs (

Road gives the provider of data services a universal tool for aiggréecure data exchange eally

with many partie¥, and allows citizens and businesses to control the quality of their dataEeEds

by officials.

Inspiring exampleTheX-Road (Estonia)

Running a modern t&te is a datecentred endeavour. msuring the functioning of the state require
administering very large quantitesof datay 9ad 2y Al I g KSNB (i KENSBD ARlatyl
is stored where it is created anceh agency administers its own data separatBlyt the $ate authorities and
agencies need data outside their purvietesfunction. For example, the police constantly require informatic
from the Population Register. Likewise, the Unemployment Insurance Fund depends on information frc
Health Information System.

The genesis of the-Road goes back to the late 1990s, when Estonia had many sepai@t®@ation systems
and alot of projects to coanect them. e realitythen was very little paperwork in the back offideut plenty

demanded ofcitizens and businesseshifting theburdenfrom the administration to the service useinstead
of trying to create a centraised databaseor channel all iformation through a central server, which wou
KIS ONBIFIGSR | aAy3atsS LRAyYyG 2F Tl Af dzNBv2 b BE its!
interoperability solution:a secure, Internetbased, platform-independent data exchange layerThe Xroad

infrastructure consists of software, hardware, and origational methods for standardisl usage of nationa
databases.

% Ministerial Declaration on eGovernmerthe Tallinn Declaration https://ec.europa.eu/digitsingle
market/en/news/ministerialdeclarationegovernmentallinn-declaration
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Launched in 200 and available sinc&7.122001, the X-Road is a technical and organisational environm
that provides the interface keeen portals (for citizens, businesses and administrators), base regis
(population, health insurancesocial insuranceyehicle tax and customsdatabasesetcv | Yy R Gk
information systemE Syl 6f Ay 3 W2y O0OS add/d cofwprelehsivéind ieBLE padkiadelof
online services to be made availableriginally X-Road was a system for making queries to the differ
databases. Novin its 5" version (soonto be 6”‘), it has developed into @owerful ecosystem that enabke
searchesto be performed across several databasesansmiting large data setsand writing to multiple
databases.The private sector also participates, with banksw firms, energy and telecommunication
companies now connected to-Road, extending th benefits to citizens and businesses still furtheRoad is
particularly suitable for queries involvimgultiple agencies and information sourceand hence for processin
YEATFTS S@SyltaqQoe

The major strengths of the »Road platform are its openness andsimplicity. X-Road is developed fron
freeware componentsuses XMLandexchangse data throughthe public Internet encrypted through SSho

virtual private network igequired) Each IS remains under the control of the responsible institutionses a
common protocal so that hformation systems based on different platforms caterface with the XxRoadQ
secure serversand successfully communicate with each other simultaneoushhindered by heir individual
characteristics- they do not have to charg their FURPS setting levBlsThe X-Road liberates public
authoritiesto focus ondesigring and implemening new servicesadding them incrementally when they ar
ready,knowing they camely on the existingnfrastructure

X-Road isalsoscalable as additional systems can be added at low cost. It is easy to instéljuasrequires a
standardisedsecure serve(with software that includes local monitoring systendownloadable for free from
the State Information Agengynd a software adapteserver on ay development platform Theprospective
serviceproviderthen creates services in theadapter server that cathen beoffered to othersover XRoad
via the secure serverThe service usetan conned the service provider's opeweb servicesd their own
information system.The Mni Information System Portal (MISP) softwacan alsobe adopted fo using the
service, ag simple user interface that has mechanisms for user authentication atttbesation

/ O\

=

TELECOM \
@ | COMPANY

\ -3 S,

a-a

STATE
PORTAL

X-Road is the solution that ensuresettstate does notisk twice for basic dat& K Sncedbnlyprinciple has
beent OAGAT SyQa NARIKG |y Rinde KS7wellbafdreMRoadivids dbricalvgdQand w
a major push factor in its developmenthe XRoadalsoenables the public thhave oversightind control over

31Eunctionality,gsabiIity,BeIiabiIity,Eerformance andupportability
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their personal informatioras by law people own theirdath S2 Lt S | N3 4SSy Fa (K¢
administration, and can decide, for example, whether a new doctor sees thé@raéth reord or not.

The security of XRoad isparamount and isguaranteed by its architecture together with regulator
organisational and technical measurésdl exchangeof datawith and betweengoveinmental agencies mus
satisfy threerequirementsto be secure

V First, the data must be easily accessible by the authorities that are asthido use it.

V Second, the integrity of the data must be maintained; no third party should be able to mak
changes to the data while it is in transit.

V Third, the datamust remain confidential during its journey; it must be protected from the eye:
unauthorised parties

Asa daa exchange platform,hte X-Road fulfils all three conditionsTo access onlineervces,citizensmust
first authenticate themselves with an I&ard or via an Internet bankvhile entrepreneus are authenticated
on the basis oflata from the Commercial RegisteX-Road uses a versatile security that employs midtiel
authorisation, a higHevel log processing systernd encrypted and timestanped data traffic In the XRoad
environment, encrypted data are directly transferred through secure servers from one information syst
another. Data does not pass through theR&ad centre and cannot be viewed thethe centre only has
statistical inbrmation about data transfer. Thew(2 F R OSy i NI} f & SNIWSNJ A &4adzS.
LINEGARSE | fAad 27F GNHzaGSR O SReadAAdditionalfy athe cehtraldsena
accepts log hashes from secure servers so thaefled, a chain of service usage can be constructed later.

X-Road enables a wide range of otherwise complex services to be offgrielly, convenientlyand safely
Administration system for the state information syste(RIHA serves as a catalogue far KS a
information systemand as the procedural and administrative environment fepnnection with and
administration ofthe XRoad.

Officials can use the services intended for them (for instantiee document exchange centre) in th
information sytems of their own institutions.This avoids the labotzonsuming processing of papt
documents, largescale data entry and data verification. Communication with other officials, entrepren
and citizens is faster and more accurate.

The meta-architecture of the relationship between user (citizen, business or public official) and
government agency, can be visualised as a series of layers:

-
Citizens/Officials/Enterprises ] Sf:folgz?ec:;:mm focus of
.
g N : \ The layers used to split the
Electronic identity J underlying architecture into
Cra 2 < 3 manageable, technologically
= ) | uniform parts.
Delivery channels
- et

‘
-

Integration

"
>

Infrastructure

‘ ‘ ‘ Agencies as containers for
Agency Agency || Agency | Agency | the individual information

systems.

Puting the diagram into words, @vernment services require a way to relate citizens to their portfolic
rights and obligationsia theirelectronic identity and adistinct set of solutions providing electronic access
the information systems of the agencidgough delivery channelsTheintegrationlayer joins the information
systems of different agencieallowing for sharing of data and functionalitirough XRoad, while & the
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software described in previous layers needs servers and netinbdstructure

+ The electronic identity (dD) is organised by the State using a BH$ed smarcard, which is
compulsory for all citizens, alongside an optional SIM card as a secaoétary which can be use:
for elD through mobile phones. Each card is tied to the unique ID code of each persbriitt¥eit
other information¢ just the code, and the authentication and sign certificates which enable the |
be authorised. This digital signature is then legally equivalent to the physical one. To give an
the scale of usage for interactions atrdnsactions with the public services, each person performs
average 23 digital signatures per month.

+ The web is the maiservice delivery channebr the most widelyused services; mobile phone acce
is also developing. Since 2016, for examplezerits can now submit their tax declaration using th
mobile for the first time. For more complex or tailored services, citizens and businesses st
branches of the public administration for physical access. Over 120+ different contact points
centralisation is low, although a central service portal for citizens does exist.

+ The infrastructure remainsmainly dispersed. Although most government networks have now b
consolidated, there is still a large number of tiny hosting facilities with varying levels of qt
However, there is a readiness and a plan to move towal@sS y i NI £  LJ I (0 ¥ 2082 d2

The XRoad has enabled a steady evolution in tipgality of service deliveryto citizens and enterprises
progressively reducing the time and cost of interacting with the public administration, and increasir
convenience. The example below sf®mhow XRoad has helped to evolve public services, especially for
Wi AFS S@PSyiGaQ adzOK d RNAGAy3 | OF N

Example:Applying for orrenewingaRNA @S NDa f A OSy OS
Year Nature of interaction
2010 | To get a dverQ license (or ID card) the citizen had to the 4 papeiprinted photagraphs
separately froma professional photographeryhich are therscannedand printed into card
2012 | Photo-boxesare availablevithin Citizenshigffices
2013 | A photo from the last valid documents available over »Road and canbe accessed byqtice
traffic control(an alditionallevel ofauthorisation)
2014 | A photo from the last valid document fronthe dtizenship systenis available forrenewing the
R NJXA d&@&mnRIy thé RoadAdministration Service) over-Bbad, so there isno need to takean
additional photo

To carry the driving example forward:

+ You no longeneed to carry automobile documents with you while drivifige police traffic control
can do the history chechkf the vehicle and validate itstatus (ot stolen, up-to-date insurance,
passedechnical inspection etc.)

+ , 2dz |t aekd tR@uyyiir drivinglicene with you Thetraffic control policecan authenticate
you and your right to drivéincluding any pevious penaltiesbased onyour IDcard, usingX-Road.

£+ Ly FIFOGxX @2dz R2y Qi S@Sy vy S SdliceGad authenhchite yo shaizist
rights based oryour IDcode,your photo anda few additional background questions

Checking a vehicle's data, for example, has become quickeh&Police and Border Guard Boafkfore X
Road, it took three police officers and 20 minutes to conduct loaekground check on@ar, now it takes one
police officefjust two secondg by him/herself in the police vehicle or withhandheld device othe street

As another example of change to benefit the public: in the patizers had to paya feefor public services
(such as document issuingJEFOREhey received them. It is now planned that thatizen can pay
AFTERWARDS&s he/she Wl havebeen aithenticatedand hence there is proof of receipt and they canr
avoid payment.
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Exchanging data viathexx2 R &l #S& OAGAT SyaQ GAYSe C2NJ SEI Y
birth is sent directly from the hospital to the Populati®egister via the-Road andi K S~ Quiidué |Bcade
is generated. From therdt is sent automatically to the Health Insurance Fund, so that the child will |
health insurance and a family physician. This prevents the creation of excessive papandadves time. Thy
state functions in the background.

The XRoad helps authorities make work processes more convenient. Many activities can be automated
FNBSa SyLXz2e8S8Sa (2 RSFHt 6AGK YIG3G§SNAR K lale toNrijy
about the authenticity of data; they can be confident that data received from the Tax Board is defi
originated from the actual Tax Board. Additionally, thRoad can be used regardless of what technology
authority uses.

In 2016, 966 of workingage people file their taxes of 2015 electronically, which typically takes less tf
minutes, as the forms are already piited with data from various systenand just need to be reviewed.

For the public administrationthe XRoad, above |l makes it possible for authorities to efficiently exchan
data among themselves. Sensitive information moves securely, and the system itself is so resilient
cannot be easily brought down by those with malicious intentions. SiFiReasiwas bornin 2001, the systerr
has operated continuously without inteiption. The XRoad helps the t8te see the big picture of hov
different authorities are connected to one another. In addition, thRdad makes it possible to exchange d;
not only within the caintry, but also across national borders.

Over250 information gstemsare now accessiblever the X-Road in Estonjgprovidingaccess twver 1,600
services. Overl,000 organisationsand enterprisesuse the X-Road daily in Estoniaand over 2.6 billion
transactions have been made through the system soTherapid growth inservicerequeststhrough XRoad
in the last 10+ years testament of its success

Growth in XRoad servicausagesince 2003

2003 2004 2005 20046 2007 2008 2007 2000 201 20m 2013 20 2015

The biggest beneficiaries of the-Road are, of cougs the citizens. They enjoy the benefits of a bet
functioning state and save dhe time they would otherwise spend submitting papers and forms. How m
time? You can track it liven this siteherel

For further information:Mr Heiko Vainsalu,-Road Area Manageor Mr Toomas Mélder, -Road Project

Manager,ria@ria.eeor info@xroad.euvww.ria.ee/en/xroad.html

Materialon w2 | R K I & Sy O2YLWAESR gAGK KSfLI FNRY daw
S

0S
{20AS(8é3y &adzLILRRNISR 68 (GKS 9dzNRLISHY wS3aA2y Il 5

While much of the EU is at different stages in takdad ¥2y OS 2yt e Q> (GKS aod2Lis
crossEU benefitsfor citizens and businesses that operate or move across borders and wish their
data to follow them, although there are also obstaclesi Psy” A-Ro@dkis a-mature innovation, but
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continues to be updated and upgraded. An important developmesbisalled X-Road Europe, as
citizens and businesses demand that their data follows them wherever they work andhé/aeext
version of XRoad wil enable the federation of national data exchange layers or integration
platforms to enable crosborder data exchange (e.g. between public administratio@s)e of the
first major steps is cooperation with Finland, which has been granted rights to-Bwa¥ solution.
Gt I f @St dzONef N& A aRoadkaBdvas layfichdad K8 NOVEEdurihg 208, With -
crossborder data exchange and jointservicepilots planned to start at the end of 2016.

Under the eGovernment Action Platihe Commissiorhas launchedh largescale pilot project on
implementing the¥nce-onlyQorinciple across borders in the busingssgovernment area with the
participation of Member Statesln 2019, the Commissionill alsoassess the possibility of applying
the onceonly principle for citizens in a crebsrder context, in due respect of the legal framework
on personal data protection and privacy.

hy AGa 26y I nWwRe/ad& in@efde & Qublid bpgndiig, as the benefits largely accrue to
businesses and citizens, while the upfront costs are borne by the administratiahisTiwhy it is

typically part of a moh broader eGovement programme especially when it is stepping stone to
WRAIAGIE o0& RSTlLdA 6QF 6KSNB GKS ySiG alF@ay3aa FNRY

The latest generation of service delivery is taking advantage of interoperability to introduce the

02 y OS Ldd-stog $hops Whereby citizens and business receive the services they need
automaticallywithout demanding themThis extends the oneenly principlé® creatively to another

level, by using the established data exchange among back offices of the public administration, which

Ad AYGS3INGnde2 Wl pRANBEIWI2 GNAIISNI GKS GNIyal OdA:
to those members of the community who are entitled to it. One of the early exesnid project

Wil [ CQ AwherébdzitidieNdinb longer need to fill in forms and make estgito receiveheir

child benefitentitiements after birth.

Inspiring exampleChildbenefit without application (Austria)

Following adecision of the Austrian Federal Governmethie project Antragslose Familienbeihilf@LF) in

9y It AAKI W/ KAf R . S-st&redid DegeinibeK2D DAl Fis'a kalofieratde piofe@ peQvee
the Federal Ministy of Finance andrederal Ministryof Families and Youtlwith the intention ofredudng the

administrative burden o citizensand administrativestaff andsavingcosts ALF eliminagsthe need to make
an application for gettinghild benefit after childbirth- in otherg 2 NRa z G KS A Y LXoStaps
shopCsolution.

+ Before ALF, the citizen & make anindividualapplicationfor child benefit,either persondy at the
fiscal authority (41 offices in 80 locationshy post or online (20% usd the IT application
WinanceOnline for CitizeisThe case officer woulithen need to collect relevant data manly and
assess the application on the same basis.

+ With ALF, the data collectigrthe application review andthe scoring of the application are a
automated. The process triggered by an electronicansfer of personal data in case of a live bit
without the need for an applicatiarPotential entitlement to child benefit is systegenerated from
the issue of a birth certificate in the central register of births, marriages and deaths, which sen

¥ dtizens andenterprises needo provide basic information to any public authority only once, it will not be requested
again.
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information to the master data administration dhe Finance Ministry (BMF). These data ¢
matched withthose from other external databases, for example, income/salary information

National hsurance data.By applyinga set of business rules, thsystem checks thebenefit

entittement and determineswho isthe claimant (mother, father, family solicitor, etclj. banking
information (IBAN, BIC) is availabtee person eligible for child benefit will start to receive regul
payments quicklandwithout complication If additional data are necessatiiey will be gathered by
mail through an automatidly created information letter.

ALFdepends on the integratioand interoperabilityof systems from different government ministrids.is an
example ofa new ICT applicationyithin an appropriately robst ICT environmentacting as a facilitator fol
process change, capable of managing automatic data exchange anébasked calculations without huma
intervention. In this casethey are also underpinned by an appropriate legal basis for data transfees,
project was implemented within seven months using agile software, validating the prototype with user
time when changes could still be incorporateahd with skills transfer tdhe public sector of the project
through close cooperation between |IGTaff from the Federal Computing Centre and the external exp
developing the softwarewhichunderpimedthe LINE 2 Si€kdin@bility. Results from live runnifrgm June
2015 to early September 201howed just a 2 error rate and average time of apgation processing of :
days, with automatic payment imore than ®% of cases and in 45% of remaining cases requiring no |
than bank account details.

ALF is the first step of the programe FABIAN, which is defined to improve the whole service delprrgess
for family allowance. There are approximately 80,000 births per s anannual budget for child ta
allowance and child benefdafe n ®H , caveririg A1B ¥hillion entitledcitizens andL.7 million childrenThe

time saving to citizens hdseen estimated conservatively 89 000 hours per yeataround 30 minutes pel
person) The project also promotes social inclusi@mnce automatic generation of entitlement reduces tl
risk of exclusion as a result of intellectual or linguistic capability.

By reducing staff time needed to process applicatighgnables them to be redeployed to perform othe
tasks, such as entitlement control functions and other functions within the tax administration. The estir
savings for the ALF project are fill-time equivalentstaff, but the intention is not that the saving in sta
time will lead to redundancies. Thui has not in itself to date generated significant concerns for lab
unions. The concept is capable of being used in other environmergspective of language or culture fc
universal benefits (e.g. not subject to income declaration criteria) and uniformly(paidvhere recipients are
not able to choose how they receive services or bengfiffis could be applied elsewhere at natibievel,
or, via a shared service platform, for a universal bergitl by all sulnational entities within a territory. The
project has higHevel political support from the Finandéinisterandthe Family and Youth Minister.

ALF was a nominee for ti#2015 European Public Sector Awards (EPSA), as one of the three finalists
WO dzNR LISHY X yYIGA2YylFE YR NBIA2YyIEQ OFGSa2NED

For further information: Wolfgang Katzmann, Head of Department International Matters, Family Benefit,
Estate, Austrian Feder®linistry of Finance (BMR)olfgang.katzmann@bmf.gv.at

5SSt 2LIySyida tA1S !'dza0ONRFQa !'[C AYAUALFGAGS ada3:
a stage of service delivery evolution wheaknost anythingseemspossible. And yet public bodies

remain largely rule® SR 2 NHI yAaldAazyas FyR (GKAa 2FaGaSy €8S
GKAY1AY3IZ NIOGBRSBNISYRKIFIYiARYy@®H2L gzi RZEKSNI 62NRAT YI ye

W Fixated on @cuments- how to ensure we have papers from citizens and businesses which
have been verified by signatures and, in some cases, cogigred by notaries;

X nstead ofX
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X Focused on data- what information do we need, what sources can readily provigdentd
can we find an easy and efficient way to ensure it is valid.

Many public administrations, affected by the inertia of traditional practices, require citizens and
businesses to provide papéased documentary evidence to access public services.alioaale is

that this proof is required by law, but this is increasingly outdated in a digital society and being
rapidly overtaken by elD. As well as being costly and-tioresuming, it also conveys an absence of
trust in the service user, which is thegtiprocated in a lack of trust in the public administration.

GLY GKS O2dzy iNE L (1y2¢ 0Sa isignatues dighaBsiphlbiigs wa
were able to save 1 working week during the year. It means 2% from our GDP, which ie eqgui
defence expenditures. Sdefence expenditure in Estonia is coming froé & 3 y | . (EdmdbhBaa
Commissioner Andrus Ansip

Public administrations can make leaps forwardthiynking 'data’ not ‘document: in other words,

FA1Ay3a GKS QjldyS aiik yy KR8 I NB AYTF2NXYFGA2y 0S5 T2 dzy
sources of data as the starting poinflexible and open to reisein potentially many alternative

situations

Thislogicid Y KSNBY G Ay GKS W2y 0OS ohyrid &kl endidfsyla@intieS 2F R
experience of Estonia. While various individual elements have been presented in the Toolbox,
especially XRoad (above) and-Eile (seetheme?7)z 9ad2y Al Qa OFaS &addzRe Ay
concisely below.

Inspiring example: Providing €sovernment and sekservice (Estonia)

940G2yAl KIFa 0SSy RSAONAROSR la 2yS 2F (GKS g2NI |
the digital economy, focusing on building an opesceiety in the 1990s and introducifigi & & G A
project to invest in IT infrastructure in 1996. The push for diigition continued through the millennium
FYR RAIAGIE &azfdziizya INB y2¢ i GKS KSIFENIL 27F
vote electronicallyin elections, file their tax returns online and sign legally binding documents ovel
internet. There are similar benefits for businesses: company registration is done online and property
Oy 06S I 00SaasS RGoReinmdniihhstbécdnta madeliio? thieArdst@&the &orld, giving citize
online access to information and public servicasd powering papefree communication in the public
sectorb2i( 2yté A& GKS ARSI 2F WiKAYyl1Ay3a RIGF ywehi
Y2NBE (KS -ABRYORES By wESs y2 LI LISNI & ol O] dzLIQz ad
& 6Sftf YR Wy2i( 2dzad RIF(GFX o6dzi &ASNIBAOSQO®

9alz2yAl Qa RAIAGIE &a20ASiGe 61 a ONBIFGSR yagh anibpeN
decentralised system linking together multiple services and databases. The flexibility this provides has
new components to be developed and added over the years. &vernment services for citizens have
common user interface and daamdard authentication system. Citizens and businesses conduct all their ¢
interactions with the government through one website.

Development began with the establishment of a functional architecture that contains tteadsystem (a
secure data trasport system for government databases), the ID card and the public key infrastructure.
these core services were in place, new elements were progressively aiftE000: digital signatures anc
strong encryption, D (mobilelD, a system for verifiyg online identity), an @vernment portal eesti.ee, ar

% European Commission ViceNB & A RSy i F2NJ GKS 5A3AdGEE {Ay3fS alNJSG FyR F2
ISBQ / 2y FSNBYyOSsS o hidsNODeuroparenisadisa2chiieime S 4 =
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ID-based bus ticket and loyalty clienards, m-parking (mobile phone payments for parkinglpmpany
establishing and administering onlinepanking and online payment servicdése etax board (eletronic tax
filing), epolice (a system providing patrol officers with a positioning system and a mobile workstatio
health (digital health recordsg-prescription (digital prescriptionsjvoting, etc. All the abovenentioned and
a number of other eservices allowed Estonia to introduce the idea oésidency in 2014

The uptake of Eovernment has been aided by the popularity of the internet (used by an estimaigeo8

the population in2016”) and widespread support from government officials, inesses and citizens. |
future, Estonia plans to integrate its service provision for all levels of government and offer glatbgsm

selfservice interface.

X-Road employs a versatile security solution: authentication, multilevel authorisation, laldvigl log
processing system, encrypted and tirsgamped data traffic. ;Road system works in tight cooperation wit
trust service providers and allows federations between different states and-baster data service®

Although there are variationbetween departments, €vernment has significantly increased the efficier
of public services overall. For example

+ Registering a company now takes less thann#iiutes (reducing the time it takes to set up
business from five days to two hou3r7s)

+ Morethan 9%%of tax declarations are made through thalet E 6 2 1 NR= &l gA% 3

+ The introduction of papefree communications is generating significant savings across the g
aSO002NE 6AGK fY2aild ewn YA {Adhidsifationyh 2@ 1, Brinstanae.

The 2007 cybeattacks in which hackers compromised a number of government websites and se
demonstrate that security still presents risks in Estdhids more services are diglised and more people
come to deend on electronic services8Q percent of participating voters submitted-votes in the 205
parliamentary electionscompared to 2 percent in the 20Gnd 21 per cent in 2016wunicipal elections, for
instancé®), security continues to be a priority.

Souce: McKinsey & Company (Z)and Information System Authority, Estonia (2016)

5.4.3 Moving towards digital by default

W5 AIAGI € 0 @neansR SHal dafiblic
administrations shoulddesign anddeliver services
digitally (including machineeadable information)
as the preferred option (while still keeping other
channels open for those who are disconnected |

. From information to interaction |

) Interoperability & ‘once only' |

Moving towards ‘digital by default

3 https://e -estonia.com/eresidents/about/

% https://freedomhouse.org/report/freedomnet/2016/estonia

% https://www.ria.ee/en/x-road-trust-federation.htm|

37 https:/e-estonia.com/component/ebusinessregister/

T, Kalvet, M.Tiitand H. Hinsber¢eds.) (2013)impact assessment of the Estoniag@ernment serviceJ allinn:

Institute of Baltic Studie& PraxisCenter for Policy Studiestudy funded bythe Horizontal Technical Assistance of the EU
Structural Funds

% McKinsey sources:. $erzog, Revisiting the Estonian cybattacks: Digital threats and multinational responses
Journalof Strategic Security, Vahe 4, Number 2, 2011, Exhibit 3, Source: "Innovation in government: India and Estonia,"
McKinsey Quarterly, June 2012estonia.com; interviews

“0 http://vvk.eelvoting-methodsin-estonia/engindex/statistics/
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choice or necessity)n other words, at least one digital chanrgiould beavailable for accessing
and using a given public servida. addition, public services should be delivered through a single
contact point or a onestopshop and via different channels.

Put another waythe digital ®rviceshould beso widely available and accessible that the usmild

be expected to choose th@nline channel over other delivery optior{faceto-face, telephone,

postal) unless there are compellirgg unavoidablereasons to do otherwis To put the emphasis on

WLidzft £ Q@ NI} GKSNJ 0KIFYy WLIHzZAKQ FI Ol 2 NE&E X hdidteSnatives. I A G | f
la ¢Stf +ta oSySFT¥AGa (2 dzASNEX WRAIAGIE o0& RSTI dz
in comparisorto other service delivery channefs.

To reach the point of readiness, the public administration already needs to &avengrained

approach toW (i Kng R A 3 And haf/eCattained a high degreemfturity in online service delivery

YhyOS 2yfteQ RFEGF &adzll)X & Aa € A1 -SonditioniRubliossrvices, LIX | C
have been through a transformatioa: process of administrative simplificatioto reach the point

where they arecheaper, faster, betterPortfolios ofservices are packaged under life events, for

maximum ease of access to citizens and businedsmsthis reason, digital by default either

established or well advanced in just a few EU members, principally DennséowkjeFinland,the

Netherlands andhe United Kingdom

Given the intention is that all service delivery (or as close to 100% as lppssilonline, this will
generatea hugeupsurge of digital servicelemandthat will need to be matched by server capacity

and system maintenance. It willso test the quality of thee channelsii K SA NJ OF LJ OA (& 2
needs and theBack offic&ésupport to customer enquiries

User-centricity will need to keep pace with demandhat requires close attention ot digitalising
the bureaucracy Digitalising public services and providing theWigitally by defaulrequires
change in organisation, culture oflesigning,creating delivering and using servicesd finally
standardsbased data management in the back office of the administration.

Not all public servicesieed toY2 @S (G2 WRAIAGFE o0&. InRMfsTontzitthe | G { F
Commissionitself plans to gradually introduce the 'digital by default' principle when interacting
online with external stakeholders, using elDAS services2(@ib8), elnvoicing (in 2018) and
eProcurement (in 20198imilarly, nost countries take ghased approachstarting with the most
advancede-Services where online takap is already highor the services with the greatest reach
(number of users)Thepreparation of a business casad implementation plarshould precede the
careful selectiorand sequencingf services, which takes accountwhere and how services are
used,the processes involved, the maturity of online delivahg readiness of the cliengroup, the
alternative channels and/or supporequired to prevent digital exclusion, etSome governments

f 2 2 {quidk #8A yuByQargetingservices with the largest number of transactidlmsmaximise net
savingsThis allows the administration to sell the early achieveméotany scepticsMomentum is
also valuable. Users that become experienced with sorsereices will find it easier to switch to

“The following analysis draws on the EY and Danish Technological In®iueesearch for DG CNE@P. cit.)
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online delivery of others: a natural progression. Strategiesrdpid rollout are likely to have the
ANBIFdSad AYLIOG:E Fa WRAIAGLIE o0& RSTlHdzZ 6Q ONBLF GS3

LYAGAFrGA@Sa GKIG RNAGS WRAIAGEE o0& RSTldzZ 6Q al
simplification programmes (seepic 5.2). Member State experience suggests many of Huecess

factors are the same but even more vital given thecale of transformatiorenvisaged in service

delivery. build the business case around costs and benejés a political mandatgalign (with) the

law; invest in forward planningvith a realistic timetable involveall affected entities from very early

in the process ensure effective coordinatignand take the users with yourThis last point is

particularly critical The administration should consult wittitizens and businessé&om the outset,

and communicate intentions and expected timetables, including the target date when the service(s)
Y2@3S (2 WRA IUsersmiist bé BeadReénd willitzf) t &cdept the shift teServices as the

dominant deli8 N2 Y2 RS® tdzii | y2G3KSNJ gl &3> WRAIAGLIE o0& RS
the attraction of online servicesThe public must be partners in change.

These various elements of an effective approach are well illustrated bynited Kingdor®a 5 A I A G €
Strategy andA (i BigitalWby DefaultService Standar@) which emphasises user research, open
standards, data security, simple and intuitive services, and rigorous testing, iterative development

and feedback from prototype onwards.

Inspiring exanple: éDigital services so good that people prefer to use thiefnited Kingdom)

The Lhited KingdomQ & S5A3IAGEE  { G NF GS3e Zandidzdated i BeSdmbek 3018&t206t:
how the Government willmakeits digital services so straightforward and convenient that all those edm
use themwill preferto do so.This is expected teesult in savings of £1.7 to £1.8 billion each y&de strategy
was developed collaboratively acrogee government, as parbf the Civil Service Reform PlJaand was
accompaniedby Wepartmental digital strategi€®@ F 2 NJ S |, Quiblishéd iyf Decénd 201Progress
reporting takes place on a quarterly basis, withpartmental progress summaries and crggs/ernment
progress summariesaction by action Implementation issupported by a crosgovernment approach tc
assisted digital provision

The Digital Strateggommitted the @vernment toNSRS&AA Iy Ay 3 | yR NBOdzAf F
services, making them simpletiearer and faster to uséhe aim was to ensure that each one complied w
the Digital by Default Service Standard by April 2014 and be completed by March 2015. Each sen
FaaSaasSR 3FAyaid GKS adl yRINRQa ©MInchSvginally R2yciteria
the package was revorked, including amendments to some criteria, the addition of two entirely new crit
and the merger of others, thereby reducing the total criteria to 18. Each criterion is accompanied by i

quidelines

1. Understand user need€Research to develop a deep knowledge of who the service users are anc
what that means for the design of the service.

2. Do ongoing user researciPut a plarin place for ongoing user research and usability testing to
continuously seek feedback from users to improve the service.

3. Have a multidisciplinary teamPut in place a sustainable multidisciplinary team that can design, k
and operate the service, ledyta suitably skilled and senior service manager with decisiaking
responsibility.

4. Use agile methodsBuild your service using the agile, iterative and esemtred methods set out in
the manual.

5. Iterate and improve frequentlyBuild a service that cape iterated and improved on a frequent bas
and make sure that you have the capacity, resources and technical flexibility to do so.

6. Evaluate tools and system&valuate what tools and systems will be used to build, host, operate i
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measure the service,na how to procure them.

7. Understand security and privacy issuesvaluate what user data and information the digital servici
will be providing or storing, and address the security level, legal responsibilities, privacy issues «
risks associated with theesvice (consulting with experts where appropriate).

8. Make all new source code opeiMake all new source code open and reusable, and publish it und
F LILINB LINR F GS £ A0Sy O0OSa 02N LINPOGARS | O2y @AyO0;
subsetsof the source code).

9. Use open standards and common platformdse open standards and common government
platforms where available.

10. Test the endto-end serviceBe able to test the entb-end service in an environment identical to
that of the live versionincluding on all common browsers and devices, and using dummy accoun
and a representative sample of users.

11. Make a plan for being offlineMake a plan for the event of the digital service being taken tempore
offline.

12. Make sure users succeed first tenCreate a service which is simple and intuitive enough that use
succeed the first time.

13. Make the user experience consistent with GOV.Build a service consistent with the user
experience of the rest of GOV.UK including using the design patternsydadside.

14. Encourage everyone to use the digital serviéncourage all users to use the digital service (with
assisted digital support if required) alongside an appropriate plan to phase outligdal channels
and services.

15. Collect performance datalJse tools for analysis that collect performance data. Use this data to
analyse the success of the service and to translate this into features and tasks for the next phas
development.

16. Identify performance indicatorslidentify performance indicators fahe service, including the 4
mandatory key performance indicators (KPIs) defined in the manual. Establish a benchmark for
metric and make a plan to enable improvements

17. Report performance data on the Performance Platform

18. Test with the minister:Testthe service from beginning to end with the minister responsible for it.

No service can pass unless it offers appropriate assisted digital supptitof® people who cannatse online
government services independently.

For further informationhttps://www.gov.uk/servicemanual/digitatby-default

¢KS adz00Saa 27F WRAbathilingness and ddifiiyfto atzfess @nlineBervicdsa 2 y

an ideal world, takeup would be miversal (100%), but this is an unrealistic ambition for @myntry

at present One-U T (269 of all Europeans hadeverused the Internein 2013. This ratio is falling

steadily each year, but shows a wide variance across the EU,légsthan5% nonuseto over

40%?9 @Sy 6AGK aSltaz2y SR adzNF JlnsHakes theksGile 6f th@challefigea & OA (
¢KS 9! Q& SobimedsGwyforslyhat onvenience is the principal driver for using online

public services.

Takeup acrosghe EU

The 2014 e-Benchmark stug surveyedonline 28,000 citizensn 2012acrossthe then EU27 members plus
other countries exploring 27 questionsnd 19 typical user events. This provides a picture with 95% confid
(relevancy)f the views 0600 million European citizens

Based2 y OA (AT Sy a QraditihhB drSehdrghid Shanfe® M@ study defined four typologies of
attitudes towards online public services:

42 https://ec.europa.eu/digitalsinglemarket/en/our-goals/pillarvi-enhancingdigitatliteracy-skillsand-inclusion
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Believersl33%): citizens who had used online public services, and wilincento do so;
Prop-outsti13%): those who had used online public services, but do not intend to return;

WHigh potential§{16%): citizens who had not used online public services, but want to do so next
WNon-believer€l38%): those who had not ed online public services, and will not do so next time.

AEVEE

Not surprisingly, those countries who struggle to provide €38y i NA O & SNIJA OS& SKE RS
Citizers also rated theirsatisfactionon average highewith commercial services (7ub of 10) thanpublic

services (6 out of 10More concerning, there appears to be amverse relationship between interaction an
satisfaction with public services: the more interaction with government isirequthe lower thesatisfaction

This also rsults in lower usage of these services.

The survey found the dominant reasons for using online services were: saum@d0%), bexibility intime

and place(76%99, and savingnoney (62%). Other factors were:isplified and more transparenprocess of
service deliveryand better control over it, ircreased trust irthe public adminstration, and ketter quality of
service In a few countries (Estonia, Norway, Sweden and thiged Kingdom) simplification was particularly
prominentfactor. In a handful 6countries, saving money emerged more prominently (Croatia, Cyprus, (
Republic, Estonia and Poland).

The eGorernment BenchmarR016showsthat 'digital' is not yet in the DNA of governments, atttht online
public services improved unevenl§he report quotes UK Government DigifalS NJJA 0S4 Q 9E
Stephen ForeshesZain "The biggest problem we fade reshaping2 dzNE St @Sa a2 GKI G
change as rapidly as the world around .us

Source9 dzNR LISy / 2YYA&&A2Y oOoHnmMnO a5St A @RENoehn 2y
Commission (2@3) "A turning point for eGovernment in Europe?"

Ths suggests thatY 2 NB G KIFy KIFtF 2 %o SX'A SO NRAIENT [UNBIR @ 5\
unwilling to takeup onlinepublic services even though aigh percentage are daily Internet users.
Whatinfluences their behaviour@hat are the obstacles preventing or dissuading them from using
eGovernment portals? Assuming public services are online and henaeailable, public
administrations facdive mainpotential barriersas the basis fodesigring pdicy solutions:

Barrier Key question \

Accessibility Do citizens and businesses have internet access, and if not, how can coverage be ensure
Awareness  Are businesssand (especially) citizens sufficiently aware of online channels as an optic
accessing the administration?

Ability Are there any physical obstacles to using online services, such as sight, other p
handicaps, mental ability, and if so, how gaespective users be helped with access?

Aptitude Do potential users have the comprehension and competences to interact with online chat
and if not, how can these bestprovided or circumvented?

Attitude Are users resistant to using online sengcand if so, what are the reasons?

Accessibility is the most fundamental obstacleBroadband infrastructure is increasingly well
established across the Eldnd yet 246in 2012 didnot have Internet access at home, with higher
figures in the south and east of Euroffélhere remain sections obsiety which face disadvantages.
Rural and other remote communities are often not reached by broadband infrastreicor only at
low bandwidhs and speedsPoorer households may not be able to afford internet servitéshile
technologiesalso offer a way to bridge the digital divide, overcoming undeweloped landline
infrastructure, especially in countries with high smartphone ownership.

* hitps://ec.europa.eu/digitalsinglemarket/sites/digitatagenda/files/DAE%20SCOREBOARD %2020 232639
INTERNET%20EP520AND%20SKILLS.pdf
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According to the2014 e-Benchmark study?21% of the respondents were not aware of online

services. Perhaps surprisingly, lackawfarenesswas found to be highest amongoung people.

Based on the data, the study finds thatstria, Bulgaria, rGatia, Greece, Ireland, Italy arRbland

would most benefit from awarenessaising campaigns. Y RSNJ 0 KS / 2YYDigtdlA 2y Ay
Champion®> aSYOoSNJ {GFGSa Kdo® ®r thelDigiah Afén8aRrealive anda a |
motivated people who lead innovative projects in ICT educatidgitad inclusion, access and
eCovernment. Many actively promote the development of digital skills and entrepreneurship by

young people, helping tatk youth unemployment by sharing innovative ideas which have worked

in their own country.

Once the physicand informationalobstacles are overcome, citizens and businesses still need the
aptitudes to utilise eGovernmentAlmost half the EU population 7%) having either "no" or "low"
digital skills. The proportion rises to almost ttfords (64%) among citizens witime or more of the
following characteristicsunemployed, retired or inactive, low educated or low incorifie. function
effectively in the djital society one needs at least medium level or "basic" ékilla tackle the
digital skills shortage in Europe, the Commission has launched astakigéholder partnership, the
Digital Skills and Jobs Coalitiaa develop a large digital talent pool and ensure that individuals and
the labour force in Europe are equipped with adequate digital skills.

While the competence gap can be closed through education antt &idining, it also implies that a
WalkFSGe ySiQ gAatft 06S ySSRSR (2 Sy adeBehiddgidli OAGA
to provide a bridge taligital competence byelping them to learn and becme selfsufficient For

example, some @ministrations have introducetklephone helplineservices or Wrop-inzentres(at

colleges, libraries, community facilities, etwith computer terminalsand supportivestaff who can

guide users through the proces$his also applies to citizens who are willing but unable to use
electronicchannels due to physical or mentbility, and who must not be excluded from accessing

services in the transition to digital by defafiit.

'a 0KS 9! Qad HnmH definiiés) can dzdlIh& @nostrigid Rarer: Br@rRibe
eGovernment lkenchmarking surveyg80%stated theywere not willingto use online servicesThey
either preferred personal contact, expected to have things done more easily by using other
channels, believedhat personal visits or paper submission were required anyovagid not expect

to save time. Furthermorell%stated theydid not trust the service, because of concerns about
protection and security of personal dat&iven these groups are drawn from asey of regular
Internet users, this is a cause for concefvathirds of norusers of online services stated they
preferred to have facgo-face contact with officials in the administratiomhe benchmarking study
found that this is partly because theixgectations are coloured by their experience with private
service providers, such as internet banking, while by contrast pulsleangces do not always reach

the same standards. The answer liebuilding confidenceamong these active neuasers that have
GFr1Sy Iy AYyTFT2NX¥SR RSOA a-usery who wilkutiliseSonliheervices initkeS WK A R
future. This could entail one or more of the following measures:

“ European Commission (201#4)easuring Digital Skills across the EU: EU wide indicators of Digital Competence
*>TheWeb Accessibility Directivater transposition into national legislation will ensure people with disabilities, especially
persons with vision or hearing impairments, will have better access to the websites and mobile applications of public
services.
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+ Increasegenerally theransparencyof the publicadministration;

+ Provide the requiredevel of data security (elD with secure authenticationand consider
trustworthiness when introducing new services (see the principle in the eGovernment
Action Plan), as all initiatives should go beyond mere compliance with the legal framework
on personablata protection, privacy and IT security to build trust and take

+ Recognise thediversity of customer segments among citizens (by age, employment,
education, ability) and businesses (by age/phase, size, sector), and customise both
promotional messageand actual services accordingly;

+ Makeservice reliabilitya prime concernand
+ Providesupportive customer serviceto assist the user in navigatimgoblems when they
arise such as helplines, discussion forums and live chat (as well as more conaéntio

contact details and FAQsd take on board user feedback

Some administrations are taking steps to actively reassure citizens and businesses on the security of
their data, asiillustrated by G I £ @ Q& LINA @l 08 LRt AO0e . yR GKS ONBI (2

Inspiring examplePrivacy& data protection toorient public administration to citizens (Italy)

Public administration offices must ensure that EU directives are implemented, in addition to those conc
privacy, access, transparency and persateth protection. This is particularly true in the case of healthc
public administration. Nowadays, technology offers a wide range of tools allowing sensitive data to be h
automatically. In addition, it is important to connect healthcare databagegnsure effectively the bes
healthcare assistance.

To achieve this objective the administration, already committed to digitising its activity to comply with tt
eGoernmentAction Plan for 204 nmp 060 ¢ KA OK O usbliNriSation doih@uniition2edtnglogy
G2 LINRY2GS | adadrAylof ST Ay i $ast revies ysiinterngl Rrocédyrst
which are often disinclined to offer citizens digital services. This organisation solved this proble
implementing a novel systn that ensures that sensitive data is handladhile guaranteeing the privacy of thi
OAGAT Syad ' ySg Y2RStf Kra 06SSy RS@St2LISR |yR |
instituted, with a risk management system for dealing with dniéical issues to be solved regand processing
personal dataThis model allows the following:

£ The privacy company quality system to be equipped with a management incentive system linke
the internal quality control, giving annual targets to ensgrivacy which, when not met, affect the
subdivision of remuneration of economic result

+ A network of employees to be createghsuring that privacy procedures are respected in every
section of the organisation, in conjunction with the Central Privadig®fby reviewing internal data
management processes

+ Increased knowledge among operators, improving their skills and attitudes towards customer ce
and protection

+ An innovative communication campaign to be launched requiring customer participatios, thu
ensuring maximum results from the measures already adopted, increasing the empowerment ai
relationship between citizens and administration, involving the citizens to give suggestions on hi
improve the services on offer

+ Managing every new dafarocessing project through a prelimingpyivacy assessmeirnpact,
together with doctors and computer technicigne ensurethe utmostrespect of citizens' data
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+ A custom made front desk to be created, both online anesite, to offer citizens a quicknd
dedicated communication channel and solutions to their probleamsi
£ aSladz2NAy3a LISNA2RAOIffé& GKS adlr(1SK2t RSNBRQ &l

The improvement plan involves the entire company and its corporate management executives and ope
and has clear potentialo be used in other complex administratiansherefore it shows thaf with an
integrated and systemic approach to a complex disciplinés possible to obtain an improvement in tr
following matters: quality performance, participation and acknowledde 02 LIS NJ G 2 NBE = ¥ dz
requests and needs; and good relations and cooperation between public administration and customers.

For further information: Filomena Polito, Privacy and Information ManddgL5 Pisa Health Agency
ufficioprivacy@usl5.toscana.it

The example o¥iladecans in Spais a municipal initiative under the titl@V'!Ladecans. Digital City
Viladecans. Smart Cétydesigned to tackle multiple barriers to digitisation at the same time. Not
only is the town targeting 100% connectivity to high speed broadband by 2020, it is also backing up
accessibility with education, training and applications, ensuring that citiaadsbusiness have a
reason to be online.

Inspiring exampleDigital city ¢ smart city (Spain)

+Af I RSOlFya Aa | G2éy 2F | NRBdzyR cyzZnnn LIS2LX S
+Af I RSOFya {YINI / AGeé ScanibifgSprodesR Yhatytdol in NIl dspedts/ terdté
citizenship, services and applications, and are now pursuing their goals in three complementary areas:

+ Infrastructure: with the name of W!FI, WICABLE, WIHOME and W!ESCOLA, the administration
several projects in the short or medium term to provid€Tinfrastructures in Viladecans that allo'
the connectivity demands of enterprises, households and schools to be met. W!FI is a proje
provides free wireless connectivity for all citizens o&dicans in public facilities, parks, beach ¢
INBSY FNBIFa 27 G KpbblicOvhdiesatenetWarkopen.td @l @elecbramurlicatior
operators to send fibres to the home (FTTH). In a first stage, completed in February 2011, it pr
fibre connestions toabout 2500 homes, offering services around symmetritdd Mbps Nowadays,
it reaches about 10.500 homes and five operators are currgtyidingservices up to 1Gbps on i
W!IESCOLA is another network project aiming at providing fibre to all schools with the goal ti
innovative educational projects. By 2020, all houses in the city will be connected by a FTTH n
the wireless public space access will be mainly add to the provision of public services, typical
a smart city (internet of things, M2M); and free access to all citizens in public facilities.

+ Training and educatiod -t [ ! LY G6KAOK YSIya WySig2N] 2
entrusted wth training and awarenessaising of internet use. It is specially aimed at those who h
more difficulty accessing the internet and that are subject to an increased risk of digital divide,
due to social, economic or generational reasons. Viladedes launched eGovernment projects wi
the implementation of the public folder administrative formalities online. The municipality has st:
work on eEducation (W!ESCOLA) with the digitisation of all schools in the city (incorporating
whiteboards, computers and wifi connectivity), developing collaborative applications to sug
teaching.The XPLAI network has started new lines of work according to the new tendencies of
LINPRAzOUA2Y YR F2ft26Ay 3 a! Y qne Therelis Aldo 2rintddrlia
of work in the schools that is focused on encouraging and introducing programming and robo
classrooms. This work is being done through formation plans to teachers and directly to the stu
Finally it is envisagd to start projects in the line dhe Internet of Things

+ Applications and servicesAn el SI f 6 K LINRP2SOG A& o0SAy3a LINRY:
the CAP (Primary Care Centres) and the City Council is streamlining the institutional stofichee
OA(Ge o0& aStGiaAy3a dzZl) a20AFt ySig2Nj)la F2N O2f
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(it is important to note here that Viladecans is now working on the new Smart City Master, |
+Af I RSOlFIya oFyiGa G2 whick he mBicipality i8[akegtiviieie pfoductal
services can be developed based on a new telecom infrastructure. Viladecans has all the elen
RSOSt 2L Ayy20FiA2y FYR RS@OSt2LISyid LINR2SOi
of the Polytechnic University of Catalonia (UPC); it has research centres in the country (Agi
I2Cat), a very active business community with two local business organisations (Viladecans E
Association, Viladecans Entrepreneurs Club).

For further inbrmation: Marina Jarque, Responsible for European Projects,
international_relations@viladecans.cat

In the shortmedium term at least, there will be a sizeable proportion of the population that is not
FotS 2NJ gAffAy3d G2 G11S dzaJ 2yt AyS &ASNWBAOSa:
mandatory. Taavoid digital exclusionthis percentage stuld be estimated in the original planning
(including thecostbenefit analysis and arrangementsnade to ensure either alternative channels

or Handholdinglassisance is availabl¢seeprevious text on¥ I LJG AlGyiER SWE)IGD that théye Q
are not cenied their rights topublic services. Contingencies should alsofdsepared in case the
projected number turns out to be too low.

This places the onus on public administrations to ensure that service design reflects user
expectations, which can baided by behavioural insigh{seetopic 1.2. Ultimately, citizens and
businesses will be willing to utilise public services online when they arefrigsedly, intuitive, easy

to understand, frego-use, fast efficient, and above all, accessibl®nce his reputation is
established, spread by woimf-mouth and social media, digitahnbecome theconsensus channel

for service delivery.

Interoperability and icreasing connectivitgalsopave the way taealisng the potential of'open by
default. Thisis a concept thatbuilds2 y G KS T 2 dppéhldatd 2 VileSS F in tHat
governmentcollected data ispresumedto be availableto all - in free, accessible and machine
readable formats- unless there is a compelling reastm keep it confidentialsuch as privacy or
security reasons The effect is toincrea® transparency and accountabilityand to generate
opportunities forcreating new business&sAlready,for example governments across the EU (such
as Denmark, the Netherlands, Portugal andv&kdRepubli¢ have adopted open formats for their
documents so they can baead and exchared by anyone, generating momentum towards more
ambitious applications of the principl®©pennessand transparencys alsothe foundation of many
Horizon 202(rojects, such aBigiWhist, YourDataStories and OpenBudgefseetopic 23).

Moving todpen by defaulXaises the prospeabf extending the principle furtherby automatically
offering both publicdatasetsand online services fowidespreadre-use By providingbuilding blocks

of online information public administrations can open the space fthird parties (other
administrations, enterprises and individual®) engineer their own solutions Government as a
Platform (GaaP)This would enable therto combinemodular services into nevpersonaliseduser

friendly and innovative -services, characterised by @&UT dzy RS R & (i d@ibud of publlic ( K S
service§) This could ultimately achieve the aspiration of citizens and businesses being able to
F2aSYofS GKSANI 246y FdA & OdzaG2YAASRXEI aSNIAOS

®SeeW! +AaAZ2Y F2NItdofAO { SNBAOSAQ
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time and location of their choice, using an ioel application offered by the public administration or
a third party.This would be basedn open data andnteroperable servicesppen source software
and easyin-easyout contracts for ICT and cloud serviceghe GaaP building blocks include:

V Open dat portals used by public administrations to publish large volumes and variety of
data, without the burden of having to respond to individual requests. These arebasdd
gateways to make it easier, with the help of search functions, to fingseble daasets. The
portals can also offer Application Programming Interfaces (APIs) that enable direct access to
data for software applications. The European Commission operatesh®pen Data Portal
which wil feed into theEuropeanData Porta(see alsdopic 11). Examples at the national
level include www.data.gouv.fr www.dati.cpv.it, www.data.overheid.nl and
www.data.gov.ukand at the local levelyww.dati.piemonte.it

European DatéPortal

The European Commissi@providing funding throughthe Connecting Europe Facilig¢EFprogramme for a
Europewide digital service infrastructur€DSI)for open data. Themain objective is to provide a single poir
of access in all 24 EU official langaa for data published by public administrations at all levels of governr
in Europe coveringEU Member States countries of the European Economic AgEA)and certain other
European countries.

To foster comparability of data published across bosjehe DSI willpresent metadata references in

common format (DCAT application profile for data portals in Europe) using RDF technology. Using-n
translation technology, it will progressively provide translations of metadata descriptions in ah@dages.
Called the European DatPortal, it has beeavailable in beta mode since November 2015. Further featt
and linguistic versions are being developed. The portal complements national, regional or thepestitata

portals, as well as thEUOpenData Portal. This infrastructure will stimulate crdssder use of reusable
information in Europeby improving the abilityfo search and findlata across countriesnd supporting the
development of data applications and products including data froffeint countries, for example, b
offering assistance on applicable licensing conditions.

V Catalogues of standardssuch as theEU Catalogue of ICT standardad technical
specfications, which is being assembled by the European Commission as -amdéU
resource for public procurers preparing calls for tenders, or the Dutch stelselcatalogus.nl;

Inspiring example StelselcatalogugThe Netherlands)

Data from base registries has the potential to be heavily reused within public administrations and b
Stelselcatalogus.nl is the online catalogue of definitions developed by the Dutch government, compri
concepts that are idaded in the registries. By providing a complete view and explanation of available d
terms, it makes their content transparent and accessil8telselcatalogus is compliant with the Europe
Interoperability Reference Architecture (EIRA3. source ode is available online under the BSD2 licel
0§KNRdzZZIK GKS 2Ly &42dz2NOS az2Fa¢l NS wasSasSgSyaol i
digital government service of the Dutch Ministry of the Interior and Kingdom Relations. Anyone is &
acacess and develop new applications based on the source code, provided they follow the necessaes lof
other libraries usedGegevenscatalogus was developed independently, meaning any functional modifit
to Stelselcatalogus.nl does not affect it.

Source https://joinup.ec.europa.eu/news/stelselcataloguseleased
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V Catalogues of servicesuch as th&U Catalogue of Public Servicessuropean Commission
initiative to identify common service attributes or descriptors, which can then enables use
to find similar webkbased public services in other Member States, within the frame of the
Digital Single Market (being able to sell, work and locate across the EU).

GaaP enables administrations to create an open environment in which the creativityzehs and
businesses can flourish, as they are encouraged to use public information (open datdhand
content) and instruments (applications, catalogued standards & services, etc.) to generate new
social valuewhich can also directly benefit the actors themselves, sucRiggAppsn Portland,
United StatesUnder the eGovernment Action Plan 262620, the European Commission will create

a platform for public authdties to open their data and services as part of tBeropean Cloud
Initiative, creating a Government as a Service (GaaS) base for tHe EU.

The extensive reform peessii K| & S Y S NH S RonmimisSEoyi fof thellRafgfrR &f the Public
Administration (CORAxNd its subsequent implementatiorfeatures many of the most novel

features of transactional-8ervice delivery profiled here, includitg R G Iy 2 (i nd;BdnedS N (i K
2yfe NBIAAGNIGA2Y a F OAGAT SyQa NARIKAIT RAIAGH
catalogue of common services; and open data portals to increase transparency, access and open
government. CORA is not a collection of disparaiatives, however, but rather a comprehensive

package of organisational, governance, regulatory, infrastructure and simplification measures acting

in concert to improve efficiency and useentricity.

Inspiring example: Administrative simplification &Government in CORA (Spain)

The CORA reforms in Spain are a comprehensive approach to creating a transparent, agile (active
administration with a focus on efficient services to citizens and busindssesheme 9on making positive
changehappen) To achieve these objectives, a large part of the 222 CORA measures are based on coo
between administrations, the use of technology and the promotion of eGovernment. The use of elec
channels and more efficiency through coman or share services aimto ensure and enhance the quality «
public services.

Digitalising administrative procedur&gas not justone moreoption to be considered, but rather one of th
most importantstrategic measures focontinuous improvementof the publicadministration. It has enabled
Spainto maintain - and even improve in some caseshe quality of public services within the context
austerity, major budget cuts and a veryniited intake to fill publisector vacancieslhese shared services ar
systems not only allo LJ- Adynidtrations to do more with less, but also to make a clear contributiol
simplifying procedures and reding administrative burden$70% of savings frorlightening burdens are
achieved by dciitating online interaction),removing the need to submit documentation already held
anotherpart of the public dministration,and developingmore personalised services

No less important is its contribution to projecting an image ofsiagle administration to citizens and
businesses (the concept of government as whole and indivisible). By developing interoperable systems,
and services can be coordinated between different administrations, particularly in the fields of educ
justice employment and healthcare. Significant cases include the Employment Portalptenoperability
projects in the healthcare fielde{prescriptions, health insurance cards and medical histories that cai
shared by all Autonomous Communities). In a coyrhat is as decentralised as Spain, it is crucial that
different authorities work together (as developed extensively by CORA) in planning the strateg
implementation of interoperable solutions, so that comprehensive services can be provide®with A T S

*" TheDigital Service Infrastructure (DSI) building blagkder the Canecting Europe Facility are also relevant here, as
they can be raised in digital services: elDSggnature, eDelivery, eTranslation and #nvoicing.
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The starting point for the CORA reforms regardirgegvices was Law 11/2007 on Electronic Access to P
Services, which pladea duty on public administrationshtoughout Spain at all levels to make the
transactional services (records, payments, certificates, notifications, and othessjilable through the
Internet. The Law gave citizens a fundamental right to relate to public administration by electronic,n
namely.

To choose the channel to interact;

To submit forms and documents;

To make claims;

To make payments and transactions;

To get electronic copies of documents;

Tonot provide data and documents already in the possession of the public adratiost;
To choose the applications to communicate with public administration.

< <K<K<K<LK<LKKL<
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obligation creatd momentum, but bok time to operationalise. BY011, 95% of procedures and 99%
overall administrative transactions in central administration had been adaptedSesdces. However, digite
by default also needs high internet penetration and digital skills for its benefits to be fully deit.11/D07
fixed a deadline for the central administration, while for the regional and local administstibaere was a
precondition: budget availability. The fact that thew had to be implemented in times of crisis, with hu
reduction in budgets, was an irapant barrier for territorial public administrations.

CORA's newfforts fosteringadministrative simplifications and eGovernment have been focused on four
of action

1. Organisational structure & governance

A newstructure and governance modeasbeencreatedin the central administratiorthat would support the
implementation of the measures and to make the management of ICT more effibflaidr organisational
decisions have been taken, such as:

V Creation of the Chief Information Offic€€10) wih horizontal and executive competences
throughout the central adminisation (which, until then, could onlgoordinate) in policy, budgets
andpersonnel, with some exceptions;

V Creation of the General Secretariat for Digital Administration, which leadttategy and
development of common infrastructures

V Definition and implementation of the digital transformation strategyd

V Implementation of a framework of shared services in the central administration

2. Regulatory framework

A new framework has been dehed with the publicaton of Law 39/20% on the @mmon Administrative
Procedureof Public Administrationand Law 40/2015 o the Legal Regime of PublidrAinistrations. These
lawswere complemented by the reinforcement of national interoperability schemes.

V Law 39/2015 provides that electronic processing must be the ordinary activity of public authoriti
better serve the principles of efficiency, efficiency, cost savings and transparency. It incorpor
complete and systematic regulation of extefrralationships with citizens and businesses regarc
administrative procedures. Furthermore, it instituted full and mandatory electronic relations betv
business and all public administrations.

V Law 40/2015 consolidates a scenario in which the usdeasftronic media is to be the general rule ai
not the exception. It regulates public administrations in relation to their internal organisation ant
relations between them.
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For the pblic administration, the goal should be, on the one hand, émcourage citizens and businesses
make intensive use of electronic services, and, on the other, to implement paperless internal praosbgihg
leads to real improvements in efficiency and effectiveness (lower costs, better services with fewer
shorter processing times, a more personalised service at a higher quality, more transparenc
accountability, etc.).Laws 392015 and 40/2015 reinforce the obligation of the electronic relationst
including the submission, notification and compulsexchange of information in electronic format among
administrations. Published in October 2015, their obligations will come into force gradwaltyhree yeas,

so the effort to removepaperbased processes going to be very intense. They also reié the role of
collaboration, cooperation and coordination between administrationsce the objective is to optimésthe

whole administrative networkand not just isolated organisations. Laws 39/2015 and 40/2015 consider d
administration as a n&nal policy- a factor of transformation of Spanish society and econpanyd an

element of efficiency in the management of public resources.

3. Common technical infrastructures for all public administrations

Common infrastructurefor the implementation ol.aw 11/2007 (the building blocks) have been strengther
and new infrastructure have been created in CORA. These include

Acommon network of inte-administrative communications;

Acommon system of identification and electronic signature that inctuddvanced and simplified
systems (Spain has been the first EU country to implement@A® node);

Adata intercommunication platform

A procurement platform

Hectronic invoice platforms

Payment gatewaysand

Gommon electronic notification systems, et

<<

< <<

Each is included in @atalogue of common service@nore than 30) available to all public administrations a
in the TechnologyTransfer Centre, where a community of experts from all administrations share knowle
and applications to foster the impieentation of common solutions. All of them catso be found in the
portal: www.administracion.gob.esSimplification of electronic identity and digital signature systems (CLG
has become a driver to incase the use of all electronic services. Advanced electronic signatures are cul
a barrier for some citizens and many public services dorgtesent a major riskhat requires a rximum
level of access securitProvisions tallow legalrepresentatives to makeelectronic presentation on behalf o
third partieshavealso been strengthened

4. Administrative simplification

Development ofconcrete simplification measurdgms been mostly pardriven by ICT and eGernnment When
CORAwas launched in October 2012, two of its four stdmmittees had a remit of particular relevance
eGovernment namely aministrative simplification and management of common serviegesources
respectivelyMore than 100NB f S @I y i LINE LO23¥dpbrtzcovdrebinter diav! Qa H

<

e-Procurement and ¢nvoicing platforms to increase budgetary control and traargmcy, and reduce
late payments;

Creating a centralised public information agency;

Establishing a General Access Point as a gateway to gosetmagministrations;

Simplification and reducing administrative burdens

Creation of the National Health System (SNS) healthcare card database

Creation of uniquecomprehensive databases of all public administration grants and collaboratiol
agreements (@ the transparency website)

Introducing interoperable computerised health care records and interoperable electronic
prescription;

Establishing a virtual orgtop shop for foreign trade;

Enhancing the data intermediation platform as a means of implemgtitia citizen® right not to
submit documents already held by the administration;

V  Establishing automated administrative actions in some public services, with ndforegdil servant

< <<<K<<KKL<

<<
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actions to increase productivity and reduce time of processing

Extendng the mandatory electronic filing of tax returns and other documents;
Using eTendering, extending-&otifications and promoting electronic auctions;
Introducing a new electronic case file system in courts;

Joint technology planning for then Justigest®m (decentratied in Spain)
Electronic processing by health centres of births and deaths;

Onine processing of motor vehicle certifications

General Deposit Bank’s Virtual Office

Digital Office ofnformation and assistance for victims of terrorism
Centralisation of ICT purchases

Providing electroru certificates to nofresidents;

Creation of a MOOC platformand

The Technology Transfeei@re.

< <LK<LKLK<LK<LK<LK<LKLK<LKKLK KL

Evidence of the cdimual progress being made in the digitalisation of Spanish society can be founmvithe

State Tax Administration Agency (AEAT) ranRéssonal Income Tax (PIT) campaigvhich reflects e spirit

of the CORAeforms The PIT return igossibly the administrative procedure thaffectsthe largest number of
citizensin Spain includirg the population segment that has most difficulty in using tingernet. The 2015
campaign saw thegreatestincrease in returns filed onlinever the previous 10 years which wasmade

possible by a number of factors resulting from different reform measuiesluding simplifying the
authentication process replacing paper correspondence with electronic communicati@utomating

administrative processeseducing the average wait for a tax refund for returns processed ordinég making

it possible for thid parties to represent a taxpayer the filing of his or her PFEturn.

Independent reviews by the OECD

On ICT and@®vernment,theh 9/ 5Q& Hnamn t dzof A Y2 D8 B AEAGIRK @Brm aged
recognises the importance of reaping the untapped potential of government data and information to in
performance, increase trust and foster cultural change in the administration; the need to foci
achievements made as a resaf investments made in-gervices; and the priority need to enable the new C
Information Officer (CIO) and governance structure to be operational as soon as possible to also allow
co-ordination® &

Theh 9/ 5 Q&8 Hnamc tredd@mhdliBetniter alis§HaiXuxtier reforms include:

V  Linking the transparency and open data agendas more closely, to boost the proactive disclosur¢
data and information, and would help move from a legal compliance approach to a real collectiv
commitment acrosstte administration. As a side effect, this could ease up the change of culture
within the administration and create more opportunities for public engagetmthus creating higher
value;

V Reinforcing the integration of data and information across the adinatisn, both as an overarching
strategy to improve internal efficiencies and service delivery as well as part of broader efforts to
developad RFRINR @Sy LJdzoft A O aSOU2NET

V Using data analysis more actively to spur the public sector and maintaining éffdrtsld a culture of
information sharing and public data release across the Spanish administration, especially for
economic data and particularly in real time. Raising awareness and increasing the capacities of
servants can provide an important emtive to further contribte substantively to the portal; and

V Considering the expansion of use of the Transparency Portal as a platform to engage citizens ir
drafts. This is a common practice linked to the implementation of the transparency polkountries
such as Mexico and Portugal, which has created important externalities in terms of public
engagement in policy making and regulatory reform

Followingthe OECD recommendations, theamsparency website and the open data website have b
strengthened and all statistics on the use of electronic services have been published. Datos.gob.es, the
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open data website, is one of the most advanced in Europe according@dtatirity of open data websites
report. The Office for the Execution thfe Reformof the Administration(OPERA) has led the development &
implementation of thetransparency website and the relations with Open Governimeartnership (OGP
organisation.The election of a new national government in 2016 has led to the ro@RERA being taken ow
and taken forwardy a new General Directorate of Public Governance

Lessons learned

The success of theeform processhas beerunderpinned by theeomprehensive development of eGovernme
solutions as outlined in the four action lines above, coverisguctures, governancearrangements
accountability, legislation, common infrastructures, simplification of acas$concrete measuresA critical
factor is the rénforcement of organiational colldoration betweenpublicadministratons

The reform has givenmipulse to the use of electronic channeldth citizens and businesseby setting

Wlectronic relatiod K Agbald for each organsation (which is imperativg@ and measuing the use of the
electronic channel in each specific voluntary public sexvitowever, it also important to be careful to avo
some segments of usefs I £ f A y Tigifalybividby eéilfinckig assistance services in the first stefpan

electronic obligation and offermpan easyto-use appointment system when a fade-face relationship is
needed.

[ 2YGAydz2dza Y2y A2 NR Yy Acordpkanckldibhtheinéw légiovlihatidns(set\alit iadoRe)
has been made possible by defining a performascerecard As a coplusion, with fewer resources it ha
been possible to improve the quality of public administrative services and reducessing times (publisher
on the hternet in the context of a specific CORA measure)

For further information: Fernando de Pablo Martfficefor the Execution of the Reform of the Administrati
(20132016) fernando.depablo@seqittur.es
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5.5 Committing to service standards and measuring satisfaction

Ultimately, the test of good service delivery i

whether it has lived up to the needs and expectatio )Service charters
of the customer. This brings us full circle backhe
first stepg understanding what users wantbpic 5.1). ) Measuring & managing satisfaction
Administrations have two potential instruments t

define and check performance. The first is to codify user expectations in the form of service charters:
committing to a set of standards againghich services can be judged. The second is to engage in
measuring customer satisfaction to ensure performance levels are being reached, and ideally
exceeded. In both cases, these tools can be a catalyst for action and further innovation.

5.5.1 Servicecharters

A citizenor user charter is a unilateral declaration b
a public service providemwithin the framework of its
mandate andtasks stipulated by legislation and
regulations- whereby the provider defines a numbe
of standards for its servicemand subsequently
publishes these standards. This allows members of the public to address the service in question as
directly as possible

) Measuring & managing satisfaction

The essence foa user charter ishie promise of expected qualitirom the service whichcan be
summed upoy the 3Cs:

#+ (ient-oriented standards,
+ Communication and

+ Commitment

What is the purposeof a service charter?

The radical ide@ehind the user charter is to give rights to the clients of public services. These
FNB y20 adl Gdzi2 NIheEpromigaiis siick hat thd axgBnissitidaNill Qo ayEat

to fulfil the commitments it has made. With this approach, the user charter helps the client g
from a relatively passive role of waiting for what the organisation has in mind for himrofThe
offered rights stimulate the idea that the organisation treats them with respect. This gives the
a certain dignity It also helps to build trust in the administration

The service standards indicate what the client can expdog client can then determine whether
the standards are metr not:

4+ The charter can comprise'da 2 T (1 Q I & & dz@We|wil Fe3t yoin with friendliness and
NB a LIB soft standards alone are not enough.
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+ The most important standards até I NJRdRcrete and measurableTherefore:ayou will
be helped within 15 minutésand not cready while you wad which isnot sufficiently
specific

+ A standard is formulatefomthe A Y RA @A Rdzl f  Of. Thergfarégdeér exaitpler LIS O A |
Gyou canexpect to receive an answer from us within two wéeksl- (i K S N5 pergdntyof &
the letters are processed within two weéks

+ The standards can concern thatire spectrum of serviceThey can say something about
the service/product in itself$ ® fhe street lighting will be repaired within two working
days); the process§ @ Job will receive a digital report confirmatigpn and the content
(S ® Brdyoud request, we will speak with you in a closed consultationgoom

This focus on the whole service can bring user charters closer t&thet S S@SyidQ | yR
22 dz2Ny Se Q |, ladlosttedOdgealthcare chartersn The Netherlandsand the United

Kingdom where the commitment to certain standards staftsmthe R 2 O (i 2 NXoasultatibrialli A | f

the way through tareferral and hospital treatment (if necessary), and folovaftercare

Inspiring exampleUser charters in health care (The Netherlands and treted Kingdom)

The concept of the service charter was originally developed in commercial organizaidmgas then adoptec
by public services and healthcare. In tbaited Kingdom, the concept has been used in Blational Health
Servicehospitals since 1991 inthe fori¥ G KS t F GASy i Qa / KIFI NISNX¥® | St ¢
the Netherlands have also adopted the concept. In several Dutch healthcare services, thatmililtie
specific service charter is used. This consists of a number of promisesigo@r G KS LJ GA S
general practitioner referral through to discharge from the hospital and fellpaarrangements. The specif
goals in implementing service charters are:

+ Increasinghe responsiveness of healthcare services to the wishes of patients;

£ Makinghealthcare services more accountable;

+ BEnsuiing patients know what to expect so that they can become more equal partners in
healthcare process;

+ Beingused as a listening mbeanism;

+ Increasngfeedback from patients; and

+ Improving patient satisfaction.

In the Netherlands an integrated regional stroke service involving five organisations has developet
implemented a single service charter. Based on the conceptte§rated care, regional stroke services ha
been established in the Netherlands. Integrated care is an organizational coordination process that s
I OKAS@S &aStyYfSaa IyR O2ylAydz2dza OF NB {KI (view af thé
patient. Three phases of the integrated stroke service can be distinguished: acute care involvit
emergency department and stroke unit of the regional hospital, rehabilitation involving rehabilitation cel
specialized nursing homes amdme care and, finally, lorgrm support. Delivering optimal care with thi
range of providers requires a complex mix of collaboration on operational and individual levels iny
streamlining information flows and the transfer of acute patients. Onactical level, this can involv
performance indicators on the cahain level and, on the strategic level, financial and logistical agreem
These interventions aim to improve patient care and medical outcomes, objectives that fit into the gt
gods of care integration: enhancing patient satisfaction and quality of life, efficiency and outcomes.

Based onThomassepAhausand Van de Wall€¢2014),6Developing and implementing a service charter for ¢
integrated regional stroke service: an explomrgtease stud§in BMC Health Services Resea26t4,14:141
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The user charter is suitable fall organisational elements with client contactClients include
citizens, entrepreneurs, students, patients and rgwvernmental organisations. Thenost
important users of the charter are of course thients who apply to your servic@/ith the charter,

they will have more insight into your service and will attune their expectations on the basis of the
service standards that are included in the chartesg8ther with theclients the employees of the
front officeare an important user group of the citizen charter. If all goes well, having a charter leads
to a change of attitude, working method and performance. And last, but not least, improving the
methodsand performance cannot be achieved without the involvement and commitment of the
management.

Benefits of service charters

Help public agencies to manage the expectations of service;users
Provide a framework for consultations with service users
Encourage public agencies to measure and assess performance

Make public agencies more transparent by telling the public about the standards they can
and how agencies have performed against those standgards

Push public agencies to improve performanwhere promised standards have not be
achieved

Increase satisfaction of service users

The whole idea behind a charter is that the organisation is committed to realising the standards and
clearly indicate the&onsequencesf a promise is not kept. The possible actions differ per country. It
could be solved internally within the organisation. In practiteere are countries that do not
provide some kind of exchange, while others do. In the latter case, options are lettepology to
clients, or small compensations. The latter are primarily symbolic, but since they have a financial
component, the signal to the budget makers will be cl@mnviding some kind of exchangelétter

of apology or compensation) convinces ot@that the organisation takes them seriously. This gives
GKS TFT2N¥YSNIeé WLRgSNISaaQ Of ASyd I 02y @SyASyl |‘
organisation. Providing a kind of exchange also stimulates the organisation. It impresses the gravity
of the situation upon every employee and manadgeair exampleif a compensation is awarded too
often, this will act as a catalyst for improving (or guaranteeing) the quality of the service. Of course,
the goal of standards with some kind of exchange isitely need to give it.

In this way, the charteencourages the user to hold the administration to account and demand
corrective action, if the service falls short of the published standards. In this way, the chautdr c
be said to set a benchmark fossessingerformance

5.5.2 Measuring and managing satisfaction

In terms of service transformatiormeasuring and
managing satisfaction is a key strategic tooh
sophisticated approaches to modelling custom Measuring & managing satisfaction
satisfaction allow an organisation to idefyti the
WRNAGSNEQ 2F al (AathelfaCtdrsitBaydet@riNihe Rvhethdr lthé dsér Fshappy o y
not. This information supports the analysis of traolés between alternative resource investment

) Service charters |
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within a service. It gives organisations an uNde (i | YRAY 3 2F GKS WRNAOGSNEQ (I
(as compared to issues around perception and the media, over which they have little control), and
allows them to monitor performance and service evolution over time.

I & SeaxBedences of services can be explored in various ways:

+ Qualitative research techniques can be used to better understand a service through the
Odzati2YSNBRQ SéSaz |yR (2 SELX2NB Ay RSLIGK GKS,

+ Quantitative research can provide numerical measures of customer satisfaction and
statistically representative findings to assess the performance of a service and provide
information to drive improved service quality.

The tools set out imopic 5.1 ¢ especially sumys, panels, complaints handling and mystery shopping
¢ are all applicable her&hinking well in advance about what the organisation wants to achieve with
satisfaction measurement is important in deciding which measurement tools and techniques to
apply towhich user groups:

Important questions in setting up satisfaction measurement \

+ What do you want to know?

+ Why do you want to know this?

+ Should the customers be segmented (e.g. by sector, location, regularity of contact) and different me
or technigues applied to different groups?

+ Are there baselines for comparing performance and progress over time?

+ Are there benchmarks which the measures should be aiming to achieve (e.g. service charters)?

+ What is the motivation for measuring satisfactionfoeting, reforming) and how does this affect how yc
collect and capture information?

+ Will the measurement itselind the choice of tools) act to strengthen relations with your users?

Using the right instrument for the right needs of the organisaticas far as citizen/user satisfaction
management in all its aspects is concerredan provide a great deal of input for organisational
improvement and better service deliverJhe example oGhent City Administratioehows the value

of using multiple methos- in this case, facko-T I OS ' yR (St SLIK2y S &adz2NBSeas
- to feed into refining or redesigning services, in line with citizaser responses.

Inspiring exampleQuality of service of the Ghent City Administration (Belgium)

The City Service Centres of the City of Ghent are the places to be for citizens who want to app!
construction licence, who want to register their child or who are in need of a new ID. But how hapj
DKSyiGQa OAGAT Sya ¢ rided by KeSGhgndaitf Adriidistratidh? & SNIDA OS L.

The city wanted to know the answer and requested an investigation into the quality of service provided
administration by means of phone calls, mystery shopping and interviews with approximately 1,00@sc
who had just been visiting one of the City Service Centres. Four different locations were investigat
central Administrative Centre, the decentralised City Service Centres eAi@amdsberg and Wondelgem, ar
the information desk at City Hall.

The results of the investigation were very flattering. The citizens rewarded the service provided by tt
Administration with an average score of 8/10. Most of the visitors to the City Service Centres were
within a few minutes. In the Administlige Centre, 78% of the visitors were served within 10 minutes an
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the City Service Centres, 90% of the visitors were served within five minutes. The citizens of Ghent wi
pleased with the servicerientation of the civil servants and had no comuplts.

The investigation also produced some recommendations. Uniform signposts were suggested, with large
in bright colours, and visitors expressed the need for reading material in the waiting room. There
notable difference between older ahyounger visitors: older visitors were even more pleased with the qu:
of service than younger ones. Young adults in particular wanted everything to be done more quick
AYGUGNRBRdAzOGAZ2Y 2F Wljdza O1 R 8 thd farther deylopieaiSof e@keinfmentwdl Nd:
able to meet the expectations of the next generations.

For further informationignaas IngelbrechCity of Ghentlgnaasingelbrecht@gent.be

Dissatisfied with usinghnean average scores to track satisfaction with public services over time, the

5dzi OK D2@SNYYSyid KF& Gdz2NYySR G2 LINAGIGS aSOd2NI LI
to reveal the difference between those citizens and businesses that rate thiécmdyvice highly
OWLINRY2(GSNEQOUS YR (K2aS dGdKIFIG 3IABS AG | a02NB 0 S

Inspiring exampleThe Net Promoter Score for the Public Sector (the Netherlands)

The Dutch local governments use diverse instruments to tsatisfaction with public services over time. O
2F GKSY oéxya iKS WbSi tNBY23d2N { O2NBQ® /2YAY:
RAFTFSNBYOS 0SGi6SSy (Kz2as OAuAISYa |-yﬁe 0 dzdany tBase
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The Net Promoter Score (NPS) is a customer research tool. It produces a clear and easily inter
customer score, which can be monitored over time. The method used is simpls aot too demanding for
clients. It produces qualitative control information that can be used to improve service deliMeeye is an
increasng awareness that public orgaations can only achieve greater efficiency and effectiveness if they
aware ofthe user's perspective. That includes giving priority to the wishes and needs of members
public/business people/users (also referred to as clients) when designing service processes.

In the business community, the traditional measurements of
client satisfaction were found to be poor predictors @ ST Oumesats Ratterdam
profitable growth. An excessive averaging effect betwe:|  — Taplomen S woukdbe guichl foryoms views
dissatisfied and satisfied clients often generated scores : 5 o i
between seven and eight. Many large companies nowad:
use NPS as a customer feedbdobkl. A pilot studyin the
Netherlands by N3Wstrategy found that - with some
modifications- the NPS method could be made suitafde use
in the public sectorNPSn the public sector means: /o’ cos i aemtus

+ Better insight into customer needs through a mainl
qualitative approach

+ Less administrative pressure on members of the pub
(filling in forms)

+ Greater staff involvement

+ Greater focus on specific measures

T

The NPS distinguishes three categories of individuals

Promoters, Detractors and Passives and reports the e ———
difference between the percentages of Promoters ar T
Detractors.

+ Promoters = respondents awarding a score of 9 gr 10
+ Passives = respondents awarding a score of 7 or 8
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+ Detractors = respondents awarding a score of 0.to 6

DETRACTORS PROMOTERS
w w w i . . w w @
' i ' i } } ¢
0 1 2 3 4 5 6 G 10
Net Promoter Score — —_ % Detractors

An absolute score is not particularly meaningful. More useful information is gathered when trackin
evolution of the NPS over timeThe nmost important aspect of theNPSis the generation of qualitative
information about the needs of customers and abapportunities to improve public services (especially th
operational processes). This information is easy to understand for all employees and provides the ing
managers can use to direct the organisation. In addition to a wealth of improvementspalirect contact
with clients can generate a great deal of energy, when compliments are given.

For further informationKenniscentrum Dienstverlening, Quality Institute of Dutch Municipalities,
dienstverlening@kinggemeenten.nl

While good research can be used for performance management and/or to meet statutory
requirementsto collect monitoring datathe most successful programmes are motivated by the

desire to put customer focus at the heart of an organisatibnstomerfocusal organisations view

satisfaction measurement as a means rather than an, eawl part of a cycle of continuous
improvement insenice delivery, and as part ofveider toolkit of customer insight techniqueshis is

wel-A £ £ dzZAG0NF GSR o6& (KS SE levalitiBy logaf seriidesiin $obtyesn QalylJA @2 G
which goes well beyond simple surveys to active participdtiaesigning solutions.

Inspiring exampleCitizens evaluating local services and facilitigsly)

In Southern Italy, the cooperation between the Italian Department for Public Administration and the
profit organisationCittadinanzattivaresulted in a new citizen participation initiative related to service qual
Citizens were given the opportunity to evaluate local services and factitiesjust through citizen surveys
but as civic evaluators who provide information to local calsnabout the state of public services ar
infrastructure and who contributéo prioritising improvements. In particular, it focused on issues of
maintenance of green space and roads, street lighting, public transport, garbage collection, cultusaktea
events.

The first phase of the projectunded under the ESF 20@D13,started in November 2009. A focus group
national level discussed the elements, dimensions and indicators of urban quality. The focus group cons
public managers, citens, members of citizen associations and technical and professional ewpertwere
O2yaARSNBR (2 0SS aAr&aadzS SELSNIaédd ''a | ySEG &
were defined. For example, on the issue of public safety,dineensions are physical safety of people a
safety of public infrastructure. Last but not least, the quality indicators were definegperationali® the
dzZ f AGé RAYSyaiazyazr F2NJ SEI YLX ST F2NJ GKS Rwews
defined:
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1) Number of houses declared unfit for use (this information needs to be provided by the local autt
concerned);

2) Number of threats to safety on the selected road (this information has to be provided directly
through the monitorindoy citiZns¢ e.g. by counting potholes on the road surface, broken
pavements, wrecked steps, inclining poles).

The working group then workedith representatives ofCittadinanzattivato prepare the tools for the civic
evaluation, including an operational maruand monitoring grids. Afterwards, the challenge was to

citizens engaged. The local authorities and the local representativegtatlinanzattivamarketed the project.
Not surprisingly, the take&ip was particularly positive in those local authoritigsichwere able toembed the
evaluation project in other participation initiatives and which already had a strong network of associatit
local level and thus much social capital.

Interested citizens were then invited to a joint cday seminar wheréhey learned about the overall purpos
of the project and were trained practically in how to use the monitoring grid. After the training, the cit
involved together with the local representatives Gittadinanzattiva decided collectively that thoseomes
seen as particularly significant for the city shobkl monitored (for example because they contain
important public buildings, a train station and so on). The citizen monitoring then started, either invt
the observation ofspecific aspects gbublic services or infrastructure (e.g. indicator 2) or simply reques
public agencies to provide data which they already collected (e.g. indicator 1).

After the participating citizens had filled out the monitoring gtltky met together to agredheir overall
assessment of the quality of the public services and infrastructure and to prioritise improvement action
was allincluded in a report shared with the local administration. Both citizens and local authorities consi
the contributionof civic associations as positively helpful to the management of the local activities durir
experimentation. The public managers appreciated the participation of citizens not only as an opportu
learning new way of managing public services bubreover, as a way of developing social capital an
feeling of civic belonging.

For further informationLaura Massoli, Coordinator of the Project for the Department for Public
Administration |.massoli@govero.it

When an organisation is able to understand how satisfied (or not) its customers are, and why, it can
focus its time and resources more effectively. This equally applies to the use of European funds,
where the case of A (i Kdzl YAl Q& 9ndzNgericiSHows the poteitikl for eBgiming with
0KS WwWOdzai2YSNERQ ¢ K2 HikedpiBctsThis B importadf iStheScghtext 9 { C
that project performance is vital to the successkfropean Structural and Investment FUnBS(J;

and this type of feedback can help the managing authority and intermediate bodies to better build
capacity among beneficiaries (see dlspic 8.3.

Al
)

Inspiring exampleMeasuring customer satisfaction in the European Social Fund (Lithuania

The European Social Fund Agency in Lithuania prepares and performs surveys on the quality of s¢
provides. The first measurement of customer satisfaction was performed in 2006. The main aim of the
gla G2 NBOSAOS Odz irgsyaBdNsminars SréaRised 1) the ARgénitye Mgt supiey to
evaluate the quality of all the services provided by the Agency was perfonméte beginning of 2008, ani
then again at theend ofeach year The Agency uses a combination of several tool&T& | & dzNA y 3
satisfaction:

+ Once a year, the Agency distributes amail satisfaction survey on the quality of services provid
including the following aspects: quality of the services provided, professionalism, communicatic
perfection.

+ Selfcompletion surveys are distributed after each training and seminar, including the follo
aspects: is the aim of the training clear; does the informapoovided during the training correspon
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to the level of knowledge of the participants; the giyalof the presentations, slides, haralits; the
competence of speakers; overall organization of the event, etc.

4+ Survegviathe SurveyMonkey tool are sent after evaluation of tgplications process is completes
including the following aspectdad theapplicantsreceivedenough information about the evaluatiol
process; werdghe decisions taken by the assessors when evaluating applications reasonable; v
the rating of the project manager on the a) service speed, efficiency, b) cooperation ings
problems, c) service culture, d) employee competence (professional knowledge, qualifications),

4+ Telephone callare madeto customers (ona random basis) after the project completion phase
know whether thecustomer was satisfied with the servipeovided by a concrete project manager.

£+ bSi tNRY2GSN)I {O2NB obt{uv A& dzaSR G2 3l dAaAS i

4+ Customer panels are organiseduring these eventsproject promoters (representatives) gathe
together andshare theirpositiveand bad practicewhile implemening projects and working with the
Agency.

£ Group interviews/meetings with the ministries (the Managing Authority and Intermediate Bodies
organised to receive feedbagky G KS |j dzI f A siwbrk 8ndl to Agke8 upbn3e YeStavays
collaboration. Several meetings have been organised so far.

¢KS YAE 2F AyaidNdHz¥Syida lfftz26 GKS S@Ltdzad Gazy 2
(e.g. annual surveys and surveys after each training) as well as from different stakeholder persg
(ministries and project promoters). In additipthe different forms of customer satisfaction measurement (¢
e-mail survey and customer panetgymplementeach other:

+ Email surveys enablthe Agencyo reach alarge number of project promotensith their enquiry;
+ Qustomer panels enable to disss particular questions in detail and often to take certain decisi
during the session together with the customers.

Based on the results of the evaluations, appropriate actions are foreseeimprove particular areas
Improvements related to the evaltian of the seminars are for example: changing/coaching titagners,
choosing more appropriate places for the subsequent venues, improving the quality of the
Improvements related to better feedback to customers are, for example: informing themass about the
status of the problem that the Agency is in the process of solving; providing longer terms for custon
submit additional information; confirming the receipt of the message, Attions of higher significance ai
included inthe Agen§ga | QG A2y LI I yo

For further informationMs Neringa PoskuteHead of the Project Management Division,
neringaposkute @esf. It
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5.6 Managing serviceportfolios

The design and delivery of publiergices does not
stand still. Over time, the essence ofinteraction
(registration, certification etc) I y Rife &vent€
might stay the same whether for individuals or
enterprises €.9. births or new starts, marriagesor ) Sharing core internal services
mergerg, but the ways and means do not.
Administrations are increasingly obliged to consid ) Collaborative commissioning |
what they offer, how they organise deliveryand

who they involve. They musddjust not justto emergingchannel preferences (g. online), but to
expectations ofcontent too. EveryEU economy is dominated byits serviceindustries, typically
accounting foraround 2/3rds or more of GDP and employmenAs major players, responsible for
huge service portfoliogincludingthose helpingin-house customens public administrationshould
be up-to-speed with service innovatiormhis might meametiring or replacing services which are no
longer fitfor-purpose or where better alternatives are availahlie the spirit of ceresponsibity (see
theme 1), this also implies inviting the participation oftizensand businessesn designingnew
servicedor procurement

Public service portfolio managemedt

Creative decommissioning |

5.6.1 Public service portfolio management

\)

Like Janus, the mythical Roman gueldo could look in
‘ Public service portfolio management
\

two opposite directims at the same time, modern
public administrations should have both an outward
and inward perspective in managing public services.
The primary focus isxternalrelationships: how best
G2 aSNBS G(KS wWOdza i 8neSNdR
other administraion.*® However, public
administrations can also think more holisticall
drawing on the notion oervice portfolics, which capturesnternal inputs, as well as interactions
with third party providers. This concept was originally formulated for managing IT services within
(mainly private) organisations, but is starting to gain traction within public administrations too for a
wider set of servies. At whatever level, from the supranational to the subnational, administrations
are responsible for often 100s of internal and external servitastotal service portfolio, not all of
whichisvisith G 2 (1 KcBmpHsss threeSeleiets:

) Creative decomissioning

V Service'gipeline(? services which have not yet been launched, arel@nder development
or testing;

V ServicelPatalogue? active services, botimternal and external; and

V Retiredservices services which have exceeded their usefulness.

Bt is also critically important that public administrations are founded on a strong capacity oetem@and wel
motivated staff, which is key message obpic4.3regarding humamMB & 2 dzZND S &  YHappy st afSpyoliddstafiy
and proud staff deliver excellent customer service
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The diagranbelow indicates how these three elements relate to each other and to organisational
NE&2dz2NOSa>X WwWOdza (i 2 Y Soidaton) amh tifiedifivozReyitDf thiré paRtideth& O 2
supply services (for example, outsourced on contragither asdirect provision integrated within
another service offer, or procured as support services to the administration

Service catalogue

User |
needs ‘.

Services

under 5
design Sarvices

{Including i transitinn

ca-creation)

Service
ideas

|

Service pipeline

As a conceptual framework appli¢o public administrationspublic service portfolio management
(PSPMXan be a useful tool for thinking about first, thife cycle of public services, and second, the
synergies and interlinkages between individual services. While techniques such as life event analysis
and customer journey mapping (séapic 5.14) look at public services from the perspective of the

user, PSPM starts from the position of the provider. In both cases, thepuseider interface is
critical.

In 20132014, Estoni& &overnment Office commissioneldwC to conducia study into PSPM
focused on transactional services by central government, with the support of thdubdde
Foundation of Smart Decisianalongside various partneisside and outside the administratith

While some of the findings are specific to the Estonian context, there arensigits of potentially
wider interest

WtdzoofAO | dziK2NARGASEA R2y Qi GKAY| Ay uik®Ndra 27F
corceptE = Ff GK2dAK Ylyeé StSySyida SEAaAG Ay LINI Of
monitoring and updating. Without recognising it, howevpgrtfolio mismanagementcan

happen unconsciously especially in the administrative culture of EU Member Staled t
follow the Napoleonic code.

“9The Information System Authority, the Ministry of Economic Affaird Communications, the IT and Development
Centre of the Ministry of the Interiogndthe Estonian Association of Information Technology and Telecommunications
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