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Headquarters + 52 Provinces + 711 Offices
Total Staff — 9.260
Office staff — 6.150
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Electronic Services : main DATA
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* 57,6 million electronic processing in 2013
o 19,8 million benefits procedures
o0 17,4 million contract communications
o 13,8 million appointment requests
o 6,7 million employment procedures

* 19,34% increase over 2012

* 3,5 million citizens with SEPE electronic
certificate/signature issued
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Key Success Factors

LEGISLATIVE
MOMENTUM

e Law 11/2007, electronic access of citizens to
public services

TECHNICAL
SUPPORT TO USERS

e Customer Care Unit Staff : 27

e Queries /month : 40.000 calls + 1.500 mails

- * GEISER Tool: Notifications to ICT (80/month)

ELECTRONIC
SERVICES USAGE
PROMOTION

e Goal setin the MBO system
e Promoted by Office staff
e Improvement proyects — EFQM
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Key Challenges

> Portal Unico de Empleo - Unique Employment Portal

** Increase State and Autonomous Communities Coordination

¢ Improve web information

¢ Interoperability of Public Administration information
systems

» Office Staff: skills and management

% Rationalization of the organizational model: D == S
standarization = i

* Inicio del sitio Senvicio Publico de Empleo Estatal

¥ Wis cursos
£ NORMAS DE USO DE LOS RECURSOS Y SISTEMAS DE
N

¢ Training routes/itineraries per job e

+¢ Training: online and blended learning jseons
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