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Foreword

The development of new information and communication technologies has led, in recent
years, to a radical transformation of society. Communications, access to information on
production processes, the various branches of the public administration: there is no
aspect or dimension of life that has not been revolutionised by the new technologies. In
particular, public administrations throughout the world, far from acting as mere terminal
points of the process of renewal underway, are playing an active role.

An important step in this direction has been e-Government. As is common knowledge,
e-Government means “the use of information and communication technology in the
public administration, combined with organisational change, plus the acquisition of new
skills, all for the purpose of improving public services and the democratic process, in
addition to sustaining public policies” (European Union). From what has been stated,
there is no mistaking the far-reaching scope of the concept of e-Government, which
includes the formulation and implementation of a whole series of policies necessary for
the effective introduction of ICT. More specifically, the concept covers both the so-called
“electronic or digital administration” and “e-Democracy’’The first term refers to all those
initiatives meant to simplify the activities and the mode of organisation of the public
administration, so as to provide citizens and users with better services; as for the second
term, it regards initiatives that allow citizens to take an active part in public life (electronic
voting, forums, public enquiries etc.). In other words, the term e-Government designates
the sum total of policies and actions designed to favour the introduction of I.C.T. within
the Public Administration, for the purpose of improving the services provided to citizens,
with respect to their effectiveness, economic and operating efficiency and level of
performance. The supply of more efficient services to citizens and businesses, together
with the innovation and simplification of administrative procedures, are the main areas
of development sparked by the change that came in the wake of the computerisation of
the public administration. It is no accident that the noteworthy structural reforms
implemented in recent years have had as their objective the promotion of a new
administrative culture, meaning one no longer based on rigid procedures and
dysfunctional formal practice, but rather geared towards results and performance. In
keeping with this approach, the supply of effective, flexible, quality services to citizens
and businesses through a drastic reduction in bureaucratic elephantiasis has become the
primary mission.

Among the initiatives of international scope promoted to this end by the European
Commission in recent years, the most important has been the so-called e-Government
Action Plan 2010.This document contains the official declaration in which all the member
nations agree to promote, within their respective nations, the alignment and
harmonisation of the different national policies on e-Government and the new
technologies, completing the task by the end of 2010.

The main objectives include:

« e-Government services that are easily accessible, user-friendly and transparent;

« an interoperable, on-line system capable of guaranteeing recognition of electronic
identities, so that the citizens and businesses of any member country can access
public services and branches of the public administration throughout Europe;

« the preparation of many more instruments designed to stimulate the participation of
citizens and encourage their involvement in decision-making processes;

e anincrease in the level of e-public procurement to 100%.
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Foreword

As is widely known, the e-Government Action Plan for 2010 reiterates the points of the
previous Action Plan for 2005-7, confirming them unreservedly and further proposing the
ambitious goal of making 100% of public procurement procedures available
electronically, while arriving at actual use of e-Procurement for at least 50% of all such
operations. Public procurement is a key sector of the European economy, seeing that it
accounts for 16% of gross domestic product. It follows that the modernisation and
opening-up of cross-European markets for procurement constitute key factors when it
comes to European competitiveness and to the creation of new business opportunities.
The implementation of new |.C.T. advances can contribute to the achievement of
noteworthy reductions in costs, to the removal of market barriers and to the
establishment of greater efficiency. At the same time, there can be no overlooking the
risk that an unbalanced development of such technologies could result in a
fragmentation of the unified market. In addition to the unquestioned benefits, the
proliferation of new advances in I.C.T. could also lead to the rise of new barriers and
obstacles to the freedom of movement of individuals, merchandise and services in the
E.U., in the event that their implementation were not coordinated and rendered
interoperable. The different national initiatives must be harmonised, in order to
guarantee that, throughout Europe, each citizen is full European citizen. In other words,
each individual must be able to access the same services, no matter where in Europe he
or she happens to be. And this can only be achieved through the creation of an efficient
system of data-sharing among the various European public administrations: no small
task, given the scarce cooperation shown by the various parties involved. An apt
example is the attitude of public employees, who, throughout Europe, bemoan the lack
of information and data-sharing, but then, as shown by a number of surveys, prove to be
the first ones not to believe in the benefits of e-Government for users. This resistance
from public employees remains the primary obstacle. They should be involved in the
projects of implementation, their proposals should be taken into consideration, and
incentives should be offered. So while there can be no doubt that the enactment and use
of these technologies by the different public administrations constitutes a key resource
that reaches citizens in the form of improved services and more efficient public offices, it
is also true that the benefits which digital technology can generate depend, and in a very
direct manner, on the operating skills of their users. When discussing the topic of
innovation and change in public administrations, it is not sufficient to consider
automating the existing procedures, as was done in the initial period of e-Government.
In fact, the necessary innovation is a system-wide effort that simultaneously and suitably
involves various participants and factors: the personnel inside the public administration,
citizens, internal organisations, the infrastructural instruments, the laws etc..

For any change to be effective, simply putting the technology in operation is not enough.
Instead, learning procedures must be activated, providing the various subjects involved
in the process with an adequate set of skills and technological capabilities. Naturally, this
is true both for the high-ranking officials of the public administration, who bear
responsibility for understanding and governing this major opportunity, and for all public
employees, not to mention citizens, who are increasingly looking for public services and
information on the Web. Each of these groups must at least possess the so-called basic
e-skills, in addition to the different sets of know-how specific to their roles.

It is no accident, therefore, that the reforms currently underway within the European
Union, in addition to being geared towards transferring the traditional services of the
public administration to Internet, with all the attendant benefits, are also aimed at
eliminating any gaps in knowledge. Investing in innovative services, know-how and
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Foreword

social relations, so as to put into practice programs for improving and learning the new
technologies, will reduce the difference between those who are able to use them and
those who lack that ability.

Another question of particular importance is the change in the very outlook of the
activities of the public administration, which are no longer focussed on the needs of the
public administration itself, but on those of citizens. The term user-centricity refers to this
change in perspective. Under this new scenario, civil society moves beyond its role as
the passive subject of administrative acts, becoming a social protagonist capable of
direct participation in public life. Thanks to the new technologies, citizens have greater
opportunities for accessing information. They can take part in the decision-making
process, offering suggestions and criticising the work done by the public administration.
When they are given a chance to express their views, their sense of responsibility
towards the body public grows, forcing the public administration to listen to them and
setting in motion a process of synergy based on the effectiveness and efficiency of
administrative actions.

These opportunities are even more interesting when applied to local public
administrations, as is shown in the memorandum of the European Council on the
convention “Electronic Democracy and Deliberate Consultation on Urban Projects™:
citizens feel a greater urge to make themselves heard on issues that have a direct effect
on their day-to-day lives.

A further consideration is the fact that citizens are increasingly being viewed as partners
of the authorities within an even larger territory: Europe.

This volume is an annual reference, an opportunity for analysis, reflection and study on
the international level by all those interested in remaining constantly updated on
technological progress and on perspectives that could potentially permit a noteworthy
transformation and an opening of new horizons for development, within the context of
the Information Society.

Its contents constitute a collection and analysis of highly competent contributions
supplied by the European public administrations in the sector, with the end goal of
formulating an updated and thorough overview of the most noteworthy e-Gov
experiences currently underway in Europe.

Compared to previous editions, this one sets itself apart by the special attention paid to
the topic of “Improving Performance in Public Administrations’’The volume is organised
in three parts: the first regards the revision of administrative processes and the
management of flows of documents; the second the topic of innovation in the services
provided to citizens and businesses, and the last deals with the prospects and
opportunities offered by an integrated platform of e-Government.

The questions dealt with were carefully selected, in an attempt to cover the main issues
currently at the centre of the European debate on e-Government.
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How do we use e-Government tools to reduce
administrative burdens? (Belgian strategy)

Luc Gathy,
Chancellery of Prime Minister - Agency for Administrative simplification, Belgium

After reviewing the Belgian approach for administrative simplification, we describe
finalized projects where e-Government plays a major role. Finally we explain some
lessons learned about how to improve Public administrations performance.

Better regulation in Belgium: focus on administrative simplification
1. Historical context

Since the mid-1970s, in a series of state reforms, Belgium has experienced a profound
transformation of its governance structures that continues today. Devolution of
regulatory powers to sub-national authorities had immense impacts on the form and
capacities of the public sector.

There was a risk that administrative costs would increase, provoke overlap, and fragment
the business and citizen’s environment.

Other important features of Belgium administrative culture are a highly developed
legalism, reliance on precedent, and formalism in actions and procedures, which has
made it difficult to move toward policy practices and tools that are results-oriented and
responsive to citizens and businesses. Policy-making is more often seen as a process of
drafting new laws than a discovery process that compares the pros and cons of various
options to find the best solution.

In some cases this could affect the quality, flexibility, and responsiveness of regulatory
and administrative practices.

2. Evaluation of administrative simplification initiatives

Initiatives were aimed at boosting managerial and technical skills, improving flexibility in
the civil service, changing a procedure-based administrative culture into a performance-
based culture, and shifting the focus to objectives in the delivery of public services.

Importantly, the 1998 law created the Administrative Simplification Agency (ASA), a new
federal institution, to reduce red tape drastically. The new government that came to
power in June 2003 refocused the administrative simplification policy, changing from
quantitative targets to a qualitative approach.

Starting in July 2003, ASA oriented the policy around strategic works. It moved from an

item-by-item approach to a more global perspective on the system governing forms and
procedures.
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As an agency, ASA has substantial autonomy. ASA enjoys budgetary rules that are more
flexible than for a typical service. Due to its institutionary position, it can offer a neutral
platform to discuss simplification proposals between line ministries or between
administrations and business organizations, it can act as project coordinator for cross-
departmental projects and report on the progress of (structural and punctual)
simplification projects.

The sustainability of this policy requires a mix of “quick wins” and deeper structural
reforms.The 12 strategic works called “Kafka-Plan” provide a more focused road map for
long-term and structural objectives (such as unique data collection for citizens and
enterprises) and shorter-term projects that can enhance political and citizen’s support. As
these projects evolve, ASA has strengthened its credibility and gets now the necessary
financial and political support.

The ASA established also a 35-member network of simplification agents (one official
representative from each public body) to relay the administrative simplification policy to
their institutions. The agents are responsible for reporting on the implementation of the
simplification proposals put forward by the ASA and by their own department.

3. A multidisciplinary approach

ASA conducts a series of projects that are often described as “mammoth” projects. They
intend to reform completely, or to “reinvent’; the administrative infrastructure. They need
the participation of many agencies and require IT-investment, back office reorganizations,
legal changes, communication, and monitoring (fig. 1).

Regulation
e-Goverment
(Re -) Organisation
Communication

Evaluation (measurements)

Citizen | Enterprise

Political level
Public services level
Target group

Fig. 1 - Circle of Simplification

One of the most significant of this type of projects is the Crossroad Bank for Enterprises
- Banque Carrefour des Entreprises (BCE). The BCE is built on the precedent and success
of the Cross Road Bank for Social Security (BCSS) launched a decade earlier.The BCE (fig.
2) is an electronic business register system accessible to all administrations where public
and common information on enterprises are stocked.
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The ultimate objective of BCE is that businesses will submit their information only once.
To set up the BCE, the government introduced a unique identification number for every
company. It developed a single database that can be accessed by all departments
concerned. It worked to integrate the commercial register and the accreditation of one-
stop-shops. The system intends to permit interconnections from the regions and
communities.

BCE is becoming the backbone of a comprehensive business information system. BCE
and the BCSS are connected to other networks such as the one operated by the tax
administration.

Justice
Cl. moyennes

Annual

I accounts

Fig. 2 - Crossroads bank for enterprises (Unique data collection)

This project and the e-Depot project (see point B.) brings Belgium up to the head
rankings in the World Bank “Doing Business” report as the time needed to start up a
business will be reduced progressively from 56 to 3 days in 2007.

In this project a completely new and IT-based concept for start-ups had to be designed,
administrative procedures had to be inventoried and screened on their necessity and
adapted to the new concept, legal texts had to be changed and agreed between all
political parties, the role of existing structures re-examined and their work re-organized,
communication to both businesses and administrations taken care of, etc.

4. Ex ante and ex post approach in reducing administrative burdens
Government simplification policy both concentrates on ex post reduction of administrative

burdens as on the “upstream part’; which focuses on the source of the complexity in the
policy, in the regulation or the interaction of these and other policies and regulations.
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In October 2004 a Kafka-test (ex ante approach) has to be jointed to all new proposals
presented to the Council of Ministers. This Kafka-test (fig. 3) is the result of an evaluation
of the impact of a new proposal on the administrative burdens for enterprises, citizens
or the non-profit sector. It also describes what measures have been undertaken to
minimize administrative burdens. This Kafka-test will be extended and will contain a
more substantial analysis of potential effects of new proposals as well as a quantitative
estimation of administrative burdens.

Proposalto be No Kafkatestis
submitted tothe ——— optional

Council of

Ministers ?

Yes

A i

Is the proposal Yes Ho Kafka-test
oneofthe 4 _— needed
exceptions ?

Kafkatestis
mandatory

1. Impact on No _ Kafka-test
administrative ~ finished here
burdens ?

Yes
A

2. Reduction of \Yes simultaneous adm. _ NO Kafka-test

augmentation ?

? Yes
"O ¥ l
4 L4
3.1. Description of 3.2 Means to Kafka-test

new burdens ? reduce burdens ? * finished here

Fig.3 — Kafka-test

The Kafka-plan represents the core of the ex post government simplification policy.
However, ASA works also on supplementary projects in a number of areas (food safety,
disabled persons, company law, ...). A number of these projects are inspired by the input of
citizens and entrepreneurs via the Kafka focus point (www.kafka.be and www.simplification.be).
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A new element has been added to the simplification approach: all new projects are now
accompanied by a base-measurement of administrative burdens. This methodology to
measure administrative burdens is based on the standard cost model developed in the
Netherlands and used by a number of European countries.

Belgium however developed a new asset to the Standard Cost model : a methodology to
measure administrative burdens for citizens. The results and the analysis provided by the
base-measurements will be used to detect supplementary simplification possibilities and
to create more awareness within public administrations (fig.4).
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Effet de la déclaration sur Fhonneur polr las candidats oe oe oe oe oe oe
Colt support® polr le premer classé oe ne oe oe 2154435 € 2154435 €

Fig. 4 - Impact study of the declaration on honor in e-Tendering (SCM on Telemarc project)

Belgium takes also part in a European VAT-benchmarking exercise, which measures all
burdens related to the VAT-legislation and compares costs and procedures among a
number of European countries.

Regularly, legislation is screened for redundant procedures, authorizations, etc. This

resulted in two simplification laws. More than 20 procedures, both for citizens and
enterprises, were abolished by these laws (deregulation part of the policy).

Company start -up in 3 days; The Agency for Administrative Simplification
and the Royal Federation of Belgian Notaries launches e-Depot
1. Introduction

Previously the process for creating a company was entirely paper based and raced its
roots back to the Napoleonic era and accompanying legal code.
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Completing the administrative formalities required by the authorities with the help of a
notary used to take as long as 56 days. Thanks to the e-Depot project, the delay is
reduced to three.

uUntil recently a whole series of steps was necessary to found a company. Following an
initial visit to a notary and the depositing of the minimum required capital at the bank,
the memorandum of association was drafted by the notary, sighed and sent to the clerk
of the court for registration.

Consuk Wite deed Dhpost e o-Gov |\ Monitor the
authentic and et status of
sources depasits

Moni-
teur
Belue

(%) Belgian Offizial Gazette %

Clerk Citizen

Fig. 5 - e-Depot framework

A visit to the Chamber of Commerce and Industry was required to obtain the business
license as well as a trip to the trade register to get a company registration number. Then
followed a visit to the VAT office to receive a VAT number (without which it is impossible
to operate) and registration with a social security office — paperwork and formalities at
every step of the way.

2. Optimizing the procedure

The Federation decided that the time was right to optimize this procedure. The Belgian
government’s Agency for Administrative Simplification agreed, and lent its support to the
project; shortly after, work on what was to become e-Depot began. The project was to be
a cooperative effort between the Federation, its IT subsidiary CREDOC Services and
FedICT (the Federal ICT agency).
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Together, we designed the system architecture (fig. 5), generated the business logic and
provided the insight into the legal process and played a pivotal role in generating
consensus and buy-in among all the stakeholders.

This was a considerable challenge, given the number of government authorities involved
in the process: the Agency for Administrative Simplification, FedICT, the Home Office
(responsible for the civil register), the Ministry of Economy (in charge of the Belgian
Public Crossroad Database of Enterprises) and the Ministry of Justice (responsible for
both the Belgian Law Gazette in which company statutes are published and for the clerk
of the court).

3. Going live

By early 2006 the e-Depot project was moving at full speed, with increased technical
capabilities and a highly structured approach directed by monthly steering committee
meetings during which progress, issues, proposed solutions, KPIs, deadlines and budget
were all thoroughly reviewed.

Given the need for totally reliable information (due to the legal character of the data
involved), the Federation formulated a vision of “no legal security without information
security”’ It was essential that the automated workflow be absolutely confidential and
completely secure in order to maintain the integrity of the information exchange as it
moved away from paper to an electronic channel.

This ultimately led to a system of digital signatures linked to personalized chip cards for
every notary, eliminating both the need for multiple manual signatures and the risk of forgery.
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How do we use e-Government tools to reduce administrative burdens? (Belgian strategy)

After more than 4,500 users were trained in February and April, the e-Depot system went
live in March 2007 and was a real revolution in administrative terms. The process of
creating a company had become entirely electronic (fig. 6): data entered into fields in the
memorandum of association by a notarial employee is used throughout the process, and
means that the clerk of the court no longer needs to process all the information manually
- all the information is available electronically resulting in significant time savings and
reduction in human error.

Once the memorandum of association has been input, it is sent to all the databases that
require the information. Several minutes later the notary receives the new company
registration number which can then be electronically activated by the starting
entrepreneur in any one of the 10 accredited enterprise offices in the country, and the
new company can commence operations.

4. An integrated project

The Federation’s e-Depot project was an ambitious e-Government project, a private-
public partnership aimed at automating the interaction between notaries and various
government bodies. In this sense the Federation and the Agency for Administrative
Simplification were instrumental in bringing all the different parties to the table, building
trust and facilitating cooperation across the boundaries between public sector
authorities while sharing its insight of the underlying processes.

The outcome of the project was positive for all stakeholders: entrepreneurs benefit from
much shorter start-up times, notaries have a single electronic channel to interact with
multiple counterparties and the authorities have rapid, centralized access to key data
regarding company statutes — all in a 100% secure environment.

Most importantly, the e-Depot project demonstrates that the Federation deserves the
monopoly position it has as trusted third party advising people on key transactions in
their lives (e.g. setting up companies, buying real estate). This was not merely the
automation of an existing process; legislation has also been modified to reflect the new
situation.

Conclusions

e-Government is different from administrative simplification but complementary and we
use e-Government tools in the administrative simplification projects. The two main
methods used for administrative simplification are regulatory reforms and electronic
unique data collection (in authentic sources of information like Crossroad bank for
enterprises) plus different methods to evaluate administrative burdens. We have three
principles in regulatory reforms: abrogate if possible, simplify or look at alternatives.

In IT projects, we must consider the centralization of the various procedures and
combine then in a single procedure available on a one-stop-shop platform or single point
of contact (that’s the case for the e-Notary in Belgium). Identification data is simplified,
we gain time and money, reduce administrative management, increase legal security,
transparency and reliability of data.
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The benefits for the public services are similar: improved efficiency, better access to
information, distribution and respect of competence, reorganization of services, legal
rationalization (harmonization), gain time, better coordination, interaction and
cooperation.

e-Depot was recognized as a best practice particularly for the collaboration between IT
and civil officers (http://www.epractice.eu/cases/1010). The goal reached was an
integrated project. Our vision was that legislation, organization and automation could all
be seamlessly combined, and that is what we did with e-Depot. Addressing cultural
issues in the context of the project was equally important.

The IT technicians not only provide technical support, they highlighted the importance of
a professional approach to change management to ensure the success of the new
system. In this respect, the personal involvement of stakeholder’s top management was
key to building up a real partnership based on trust.

We can qualify the e-Depot project like:

» Challenge: successfully implement administrative simplification of the legal process
for creating a company in cooperation with multiple government institutions.

« Solution: automation of a previously paper based process with data output to various
institutional stakeholders.

* Results: e-Depot system — an entirely automated process for sending the electronic
version of the memorandum of association of a company to all the relevant
authorities, reducing the time required to found a company and make it operational
from 56 days to 3.
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For the past twenty years, all political and administrative management forecasts keep
repeating that the New Administration will be dematerialised and interactive.

The people responsible for political and administrative management have been
announcing for a decade that we have made much progress in improving the capacity of
the public services to communicate with the citizens in a modern and efficient way.

What do we really see, in view of these two declarations?

On the one hand, we see that virtual administration is not yet a reality — far from it — and
that paper is still widely used and indispensable. On the other hand, we see that the
communicative gap between the administrations and the citizens is as large as it ever was.

What method do we need to boost our public services towards more efficiency and more
interoperability with the citizens-customers?

No administration or no manager has a definitive answer to that, a magic formula to find
the perfect solution so as to render the public administration efficient, attractive, less
burdensome and participatory.

This means that our public services have to combine a “traditional office” with the
necessity to use (modern and widespread) communication technologies.

With regard to this double challenge, the Brussels Capital Region has decided, almost
fifteen years ago, to create a “specialized regional agency’; the Centre Informatique de la
Région de Bruxelles-Capitale (CIRB — Brussels Capital Region Informatics Centre).

The Brussels Capital Region Informatics Centre was at first a subcontractor, but since
2007 it's a partner in its own right of the Brussels political and administrative institutions,
and in particular the Brussels Capital Region Ministry.

Partner, that’s right, for the CIRB has obtained a certain independence in its actions,
although it still gives priority to activities in connection with the Brussels institutions
(parliament and minister’s departmental staff, local institutions and authorities). Next to
that, the CIRB develops - on its own or in a partnership with the Brussels government -
international activities (consultancy firm, service supplier or agent for bilateral or
multilateral cooperation’s).
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A new approach of the public services’ informatics needs

How can we enumerate the needs of the Brussels Capital Region Ministry (MRBC) and
the CIRB’s activities? How do we request services, hardware or software?

First and foremost, we need to establish that the CIRB holds a monopoly position with
regard to the MRBC, because, in compliance with the partnership agreement, only the
CIRB can perform this kind of activities for the Ministry. Through this situation, the
services rendered always maintain their high level, yet the “captive client” position
sometimes leads to a less innovating solution or does not guarantee best value for
money. But it’s also the least bad option to guarantee a better (or according to some, a
less bad) use of public money.

Then, we have to consider that the 2007 partnership agreement has created a tender
procedure, a procedure for the examination of requests/projects and a procedure to help
make a decision. In the first place, the services of every directorate-general will formulate
requests or express specific needs — the specific aspect of the global options will be
examined later. The director-general then examines these requests with the “local”
informatics coordinator (a civil servant who prepares and follows up on the approved
projects), which are turned into “project sheets”’

Afterwards, these project sheets are submitted for the first time to the Comité
Informatique Préparatoire du Ministere (CIPM - the Ministry’s Preparatory Informatics
Committee). The CIPM will examine the administrative aspects (especially all the
restraints) and the technical aspects and will then forward the sheets to the CIRB
informatics manager (= the delegate in the organization).

Within two months, the project sheet will be completed as to its technical aspects and
will be estimated financially (will the project be done internally or by an external
consultant, how much will it cost, do we need to buy software or hardware, ...).

After that and on the initiative of the general informatics coordinator (the Ministry’s), the
project sheet will again be examined by the CIPM. The Committee will deliver advice to
the Ministry’s board of directors (management body, consisting of the secretary-general,
the deputy-secretary-general and all directors-general), which is the only body that can
make the final decision (positive or negative).

If the decision is positive, the CIRB coordinates the project: it chooses an internal team
or an external partner, it supports and implements the project. If the decision is negative,
the directorate-general in question is informed of that fact and is asked to drop the
project definitively or to change it so as to make it “acceptable”

As the project evolves, the directorate-general keeps pulling the strings, because the
director-general is the sponsor (= the one responsible). An “ad hoc” functional project
director and the informatics coordinator systematically join in with every phase of the project.

Specific bodies will also be created and will join in with the general work: a steering
committee, a follow-up committee and two specialized working groups (one that takes care
of the “acceptance of the final products” and another that takes care of the examination
of the “changing of the project structures’). Every phase involves a procedure for the
validation of the situation and its future evolution and internal information is exchanged.
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As you see, initiatives are possible and are even encouraged, and yet a framework
procedure has been installed. In the end, this procedure is not as cumbersome or
administrative (in its negative sense) as it seems. A priority scale has been established
and certain measures can be taken to speed up the projects.

Which projects are currently in progress?
They can be divided into three categories:

» applications for a single directorate-general,;
» applications for two or more directorates-general;
» and global applications, which can be used by all departments.

At the moment more than fifty projects are under way and have reached different levels
of accomplishment (or non-accomplishment), with regard to, for example:

* In the first category:

- Digitising the European district in Brussels (in order to create a 3D picture library).

- Developing an application in support of the technical, financial and administrative
treatment of the programmes for neighbourhood revitalisation.

- Developing an application for the management and the follow-up of the
investments by local authorities, subsidised by the Region.

- Developing a system for the safe electronic transfer of documents between the
local authorities and the Brussels Capital Region.

- Creating a central database with information on the budget and accountancy of
the local authorities.

+ In the second category:

- Creating a system of assistance with regard to the granting and the follow-up of
financial aid to persons (housing aid) and companies (investment aid or
recruitment aid).

- Creating a system for the treatment of the salaries, wages and allowances of the
Ministry personnel.

* And finally in the third category:

Applications for booking meeting rooms, for making a press review, for
collecting the food orders for the central cafeteria, ... .

A preliminary study before the installation of a new e-mail system.
Coordination of the dynamic and non-dynamic maintenance.

Also with regard to programmes for the management of the hardware stock and the
stock of software packages or other transversally used software (such as SAP for
instance), the CIPM renders its advice in order to help the direction board in making its
choices and decisions. The initial proposal is established by the CIRB on the basis of the
demands issued from all general departments and all external services of the Ministry of
the Brussels Capital Region.
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Conclusion

This was a rough draft of the methodology the Ministry of the Brussels Capital Region applies
in order to meet the needs of its departments and those of the public-client-citizen.

Which conclusions can be drawn from this?

After two years of functioning, the system has already shown its strengths and
weaknesses:

e Strengths:

1. the needs of the departments are met more satisfactorily;

2. the applications used are rationalised (cooperation between the Brussels services,
and even with the other Belgian regional administrations);

3. the system is in a certain degree applicable on several levels and in different services,
and the decisions are more coherent.

* \Weaknesses:

1. the factual monopoly of the CIRB, which stands in the way of all open competition;

2. the bureaucratisation of the decisions and sometimes the lack of reaction with regard
to unforeseen circumstances;

3. the difficult adaptability of the service provider to the juridical and administrative
constraints of the partner-client;

4. and the risk of the slowness of the old technology when faced with external events.

Nevertheless it is clear that the partnership MRBC-CIRB allowed a better adaptation of
the Ministry administrations to the new IT and software tools, which is beneficial for the
citizen-client and a results in a better cost-efficiency of the public services.

The standardisation of the procurement, evolution and maintenance procedures for
hardware is also a bonus, allowing to gather a larger “critical mass’’ which is more
interesting for potential providers.

Finally, and in spite of the monopoly-like situation that results from it, the partnership
between both institutions (under the control of the same political authorities, namely the
Brussels Government) simplifies the contacts and relations: for instance because the
Ministry permanently disposes of the qualified CIRB personnel present in its offices and
because for the Ministry the provider and the maintenance technician are the same.

Nevertheless, without an evaluation of the client’s satisfaction and the realisation of
targets, - ideally by means of an external procedure -, there are risks for
bureaucratisation, slowness of the old technology or a lack of proactive action of the
provider with regard to its client-partner.

Only time can tell if we have made the right choices!
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e-OAS - Electronic Document
Management System

Kyriacos Constantinides,
Ministry of Finance and Department Of Information Technology Services,
Republic of Cyprus

e-OAS introduces government-wide electronic document management services and
automates the procedures and regulations that rule document creation, archiving,
security, distribution and disposal, including their final destruction or long term
preservation for future accessibility by the public and researchers.

e-OAS has brought the benefits of a paperless office to the government sites, to which it
has been implemented until today. It improves communication times and cuts back on
operational costs. It enables the interconnection of user department and the electronic
exchange of documents between them. It also provides distance-working capabilities
(tele-working).

The target group of e-OAS is all government organizations and in particular all types and
levels of government employees (i.e. from clerical staff to executive managers).

Background

In 1987, a strategic study was carried out to examine the Information needs of the
Government of Cyprus and to identify candidate applications for computerisation. Based
on the recommendations of this study, the Council of Ministers adopted a Government
Computerisation Master Plan (GCP) in March 1989.

In 1998, the Council of Ministers approved a revised version of the Government
Computerisation Plan. Rapid technology changes and more demanding users
necessitated the revision of the Master Plan to include new projects and adjust our
national Information Systems Strategy (ISS) to the new technology environment.The ISS
aims to achieve the best possible quality of services offered to the public, making full use
of the new information technologies.

Within the framework of this Strategy, a humber of information systems have been
developed to support the internal operations of Ministries and Departments, a
Government Data Network (GDN) was developed, and a Government Internet Node was
established to provide the gateway between Government Systems and the public
network. Strategic projects are continuously being developed and/or enhanced in order
to satisfy the increasing Information Society needs.

The e-Government Vision came along in 2002, with the continuous enhancement and
updating of the ISS, the developments in Information Technology and the EU Directions,
in particular the eEurope+ and the eEurope2002 action plans. Many of the objectives of
e-Europe Action Plans, including the e-Europe 2005 action plan, have been achieved
whereas the Cyprus Government is currently promoting the Lisbon Strategy.
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Cyprus is currently in the process of formulating a comprehensive National Strategy
for Information Society in order to implement the i2010 policy, the main objective of
which is to utilize the possibilities offered by the Information and Communications
Technologies for the achievement of digital convergence. This would contribute to the
achievement of the strategic aim of improving competitiveness in all the fields of
economic activity.

Top priority will be given to the use of ICTs in upgrading the services provided by the
public sector. Confronting the shortcomings in electronic government is of primary
importance, as this constitutes the basis for developing other electronic services. It
will also contribute to the improvement of the performance by the public sector, thus
facilitating the growth of small/medium enterprises and the improvement of the
quality of life of the inhabitants, especially those who are facing accessibility
problems.

Implementation and Management Approach

e-OAS is one of the infrastructure projects included in the Information Systems Strategy
of the Cyprus Administration and falls under the “Efficiency and Effectiveness* objective
of the i2010 strategy.

It is currently installed and operates in real environment in 9 government organisations
serving 800 users. Four of these organisations are using the newest web version. It is
anticipated that within the next 8 years, e-OAS will be installed to the entire public
service of Cyprus, covering approximately 10.000 users in 80 organisations.

To coordinate the rollout of the system a Board has been constituted with members
of several Ministries and Departments. Departmental Project Boards are also
established for every new site in order to manage the installation and changeover
efforts. Each board is chaired by the director of the user department. Senior Officers
from the Department of IT Services and the Public Administrations and Personnel
Department also participate.

The assigned Project Manager (PM), the Technical Steering Committee and the Quality
Assurance Team reports directly to the Project Board. Resources from System Support
Group, User Liaison Officers and Trainers are made available to the PM according to
specific project requirements.

The Public Administration and Personnel Department have set the official rules for
handling the paper documents received by the departments after their insertion to e-OAS
and their handling as electronic documents.

During the implementation of the e-OAS to the various Governments organisations, the
Cyprus Academy of Public Administration carried out seminars with the aim to highlight
the importance of Information Technology in the public sector and to manage effectively
the organizational change within these organiasations. This was very helpful at all levels,
especially at the management, since top-level commitment and leadership is required
for the successful implementation of the system.
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Impact
The main functional characteristics of e-OAS are the following:

* Records Management and Document Processing, including inbox style processing
capabilities, extensive search and retrieval facilities.

* Retention/ Disposal to facilitate the destruction or transfer for permanent
preservation.

» Security and Access Control.

*  Workflow Services.

* Management tools for job monitoring and status tracking.

* Remote access, enabling tele-Working and Audit Trail.

e-OAS is a pioneering system in the area of Document Management since it satisfies all
the requirements of an integrated Electronic Records Management System. It has been
designed in accordance to European and other international standards and is one of the
few that provides such degree of completeness in functionality. It has been designed in
such a way that offers a great degree of flexibility and allows customisation to fit the
specific needs of the user organisation.

The functionality offered covers requirements in the areas of work assignment and
processing (document filing, distribution, search), document disposal (destruction,
permanent preservation, accessibility by the public and researchers) and Security as this
is described in national and European regulations.

The system incorporates predefined electronic workflows, which automate the formal
procedures and rules. It applies different workflows for different document types
(incoming, outgoing, internal), as well as workflows to ensure authorisation and to
enforce document security. Workflows are also applied on Disposal (between the
organisation and the State Archives).

After one year of its operation at the Department of IT Services, the following savings
where observed when the manual system was compared to the electronic one:

» There was approximately 50% reduction to the registry staff (measured on registry
related work).

* 60% decrease in the average time required for filing a single document.

* Average document forwarding time (i.e. transfer a document from one employee to
another) was reduced from an average of 2 hours to less than a minute.

» Average time required for an incoming document to reach the employee responsible
to take action was reduced from 20 hours to 1 hour.

* There was approximately 40% reduction to the number of document folders required
by the electronic system as compared to the manual one.

» There was 100% reduction in folder circulation within the department (ie no manual
folders where needed to be forwarded).

* ”Missing” document or folder cases were eliminated.

» All requests for document/folder access were satisfied.

* Lower Administrative costs.
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System Evaluation

An evaluation study has been conducted by the Public Administration and Personnel
Department. The study involved 5 user departments that operated the system for 3-6
years. The evaluation results indicated the following:

< All initial objectives set at the beginning of the project were fully achieved.

« Increase of the effectiveness, efficiency and productivity of the operational efficiency
of the departments.

» Faster document retrieval through advanced search capabilities.

« Faster assignment and completion of work.

« Better worker responsiveness due to the simultaneous access and processing of the
same document.

* Reductions on physical document storage requirements.

* Better Job status monitoring capabilities.

Awards

e-OAS has been awarded the FileNet EMEAN Innovation Award in May 2007 followed by the
Cyprus Innovation Prize, given by the Employers and Industrialists Federation in June 2007.

Track Record of sharing

Apart from the Government Organisations that will be included in the system rollout, the
success of the system created an interest amongst other organizations (mainly Legal
Entities under Public Law).

In particular the following organisations have already signed a licence agreement with
the Government in order to install and use e-OAS:

e CyprusTourism Organization.

» Technical University of Cyprus.

* Commissioner of Telecommunications and Postal Regulations.
* Cyprus Police Force.

* University of Cyprus.

The following organizations have also shown interest in purchasing e-OAS and their
applications have been forwarded to the Ministry of Finance for further processing:

e Cyprus Sports Organization.
e Cyprus Scientific and Technical Chamber.
e Water Board of Limassol.

Lessons learnt

The successful implementation/operation of e-OAS at a specific department relies
extensively on factors other than the system's technical excellence.
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These factors have been identified during the first installations of the system and special
attention is given to them before the operation of the system at a new site.

These factors are:

» Failure to secure strong management commitment.

* Management reluctant to use the system.

» Undisciplined departments - resistance to change.

» System initial teething problems causes frustration to the users.
* Non-timely UserTraining and.

* Low degree of computer Literacy.

Therefore, an action plan including a number of measures, which are given below,
preceeds the installation of the system in a new site:

* Rollout Strategy dealing with Management and Technical issues.

* Management of Change.

* Seminars to inform and prepare users.

* Presentations and Workshops for Managerial Staff.

* Funds for IT awareness seminars and Electronic Office tools training.

* User involvement during System implementation.

» User Awareness through publications (e.g. leaflets, posters, newsletters).
» UserTraining shortly before the live operation of the system.
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ITTdocument processing in Emilia-Romagna:
DOCAREA and ParER projects

Gaudenzio Garavini,
Director General, Region Emilia-Romagna

Towards a Digitalized Public Administration

The current digitalization process in Public Administration makes the full implementation
of the reform aiming at introducing the IT protocol and the computerization of administrative
procedures more pressing, as envisaged by law-makers.

Recent developments in terms of e-Government have been focused on the organizational
assets of back and front office and their mutual relations, in order to improve end-services.
Despite difficulties faced by the majority of organizations in pursuing innovation and
streamlining processes for documental systems, the benefits from the computerization
of document processing and the centrality of the archive, either for current and storage/
historical documents, have already been established for the entire process of de-materialization.
Thus, technological innovation in archives must necessarily be matched with archival
tradition in order to encompass all juridical, social and institutional functions associated
with document conservation according to prevailing law. The problem of keeping
documents, information systems, web sites and all the digital flow generated by
organizations is the most complex outcome of the digitalization process the
administrative machine is experiencing.

Implementation and organization of an IT system, capable of governing the performance
of operations and functions necessary for the correct development of digital administrative
processes, would require high economic investments — besides specialized and qualified
skills and professionalism; the system should be conceived and designed in the active
phase of document creation, in order follow handling and processing down to long-term
conservation.

Local authorities have faced the challenge with concern: as governing bodies, they are
closer to citizens, in terms of territorial and institutional proximity, the repositories of
many of the individual rights which civil society is based on, and the representatives of
a staunch tradition of conservation of archival assets. However, municipalities and
provinces are also public entities with the least financial and professional resources to
be used for current documental processing and conservation.

In order to clear the hurdles concerning the statutory and long-term conservation of IT
documents, solutions should be found which are capable of assuring the correct
processing of documents, also from an archival perspective, while also solving the
problem of lacking economic and human resources.

Hence, the idea of the so-called “Centers for digital conservation” or digital storage, or
“Archive Service Center” (ASC), the Federated Archives of OASIS: namely, structures
dedicated to conservation at the service of several bodies and organizations.

In view of the above, Emilia-Romagna has seen the implementation of two projects for

documental processing: DocArea, for current documental handling, and ParER (Regional
Archival Pole of Emilia-Romagna), dedicated to statutory and long-term conservation of

IT documents.
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Emilia Romagna Region and DOCAREA project

Emilia-Romagna - already quite advanced in its tradition of archival management, with
highly-developed networks and infrastructures, and interested in the matter of
documental flow processing — has seen the design and setting up of DOCAREA “Digital
communication within and between Institutions” (funded in the first e-Government
phase and coordinated by the Province of Bologna), with the participation of the great
majority of local authorities in the region.

All Administrations participating in DOCAREA have acquired the technological
equipment, all the needed references and guidelines to implement the project solutions.
Within the 2™ e-Government phase, Emilia-Romagna Region has presented DOCAREA+,
namely the project extending its coverage to health boards, hospital trusts and regional
agencies.

The project has pursued the goal of developing a technological and organizational
infrastructure of documental back office, as the basis for the integration of applications
for the delivery of online end-services. The project therefore deals with the topic of
documental flow and digital communication, by encompassing the entire life cycle of the
electronic document, and providing technological (EDMS platform, integrated protocol
systems, authentication platform, digital signature, certified mail, replacement optical
filing, etc.) and juridical-organizational (reference standards, archival regulations,
management handbook, etc.) tools, which are needed for the correct processing and
transmission of electronic documents.

From DOCAREA to PAR-ER

The analysis of the problem of long-term conservation of digital documents which are
produced, handled and exchanged, both within the network composed of participating
administrations, and outside with respect to citizens, has always been one of the project
priorities.

As implementation was needed also in the active phase, the project — with the technical
and scientific co-operation of Emilia-Romagna Archival Bureau — has also defined
prerequisites and implementation of functions for a system of digital filing. The project
enlargement, which has taken place by involving (health and other) companies in the
Emilia-Romagna territory — also interested in the matter, in view of the progressive
production of IT documents and their inability to handle their conservation — has enabled
to tackle the problem from a wider perspective and to design a regional solution.

The outcome of the project design has brought about the definition of an archival
structure — called Archive Service Center in the project documents— conceived as a focus
Pole dedicated to the storage and historical filing of digital documents from participating
Bodies, according to a “1-m” logical model, where several different institutions send
their documents to a single structure.

The single-archive model serving several administrations seems instead the most
suitable as it assures an adequate technological and organizational system - within a
technological and procedural context characterized by a good level of standardization
and homogeneity — together with a steep cost curtailing for a function which is extremely
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burdensome for producing bodies, thus avoiding the multiplying of the same type of
conservation and storage facility,in every municipality, company and province. For the
project implementation, the Region has established a working group composed of
experts from participating Universities and administrations, dedicated to the analysis
and assessment of technological, organizational and legal specifications, and to the
definition of institutional, juridical, technological and organizational requisites for the
Pole. Thus, the conceptual layout of PAR-ER, the archival Pole of Emilia-Romagna Region
was born.

In general, the project intends storing documental assets from the entire territory, in a
safe and advanced system, in full compliance with legislation in force and international
standards, starting from IT documents, thus avoiding the risk derived from technological
obsolescence and procedural mishandling. The IT archive thus created is therefore
capable of managing and storing individual documental systems (also on paper), by
assuring their integrity and authenticity, their needed availability, and providing
specialized archival services to the community.

The Working Group has defined the basic principles and the conceptual model of
reference, as well as the panel of services to deliver, and has explored in depth pitfalls in
the regulatory and legal systems, linked to digital conservation. The work of analysis and
assessment of opportunities, constraints and problem areas has enabled to define logic
and functional elements of the implementing project for the Archival Pole:

* The organizational model (1- m) of the archive where several institutions refer to a
given facilicy

* The uninterrupted storage, by which the authenticity of the document, besides being
exclusively assured by the seal of the digital signature progressively renewed as
envisaged by present legislation, may be inferred:

- By proving the existence, from the time of document production, of an
uninterrupted series of reliable custodians. A reliable custodian is a neutral third
party responsible for the control of the creation, acquisition and conservation of
documents

- By showing a regular functioning of the conservation system, by maintaining all
the contextual information through time

- By showing the timely performance of procedures pertaining to the
conservation model, through maintenance of contextual information through
time.

* The public nature of the Pole

 The need for a process compliance (more than a compliance for every possible
document) both for paper and digital materials

e The responsibilities concerning current documents by the producing Body

« Conservation of the entirety of the profile data also in the presence of mixed files, in
order to assure their completeness.

e The need for a reliable system of auditing, monitoring and control to be used by
producing entities and archival bureau.

As regards services that the Pole should deliver, they are grouped in two main areas:

« For digital conservation, as the main mission of the structure;
» For archival advice provided to participating bodies.
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Other additional services may also be added for paper documents, or for the
conservation of information systems and data banks.

Implementation stage

Actions for the executive and effective implementation of the PAR-ER Pole, both from an
administrative and operative perspective, have been enclosed in the Regional Telematics
Plan (PiTER) 2007-2009.

In 2007 the phase of executive design was completed, and in particular:

* The definition of the technical specifications for the call for tender for the definition
of the technological partner of the Documental Data Center

» the definition of the detailed legal, organizational and logistic structure

» the drafting of the operative handbook and service contracts between the Pole and
producing bodies

» the definition of the audit, monitoring and control policies.

For 2008 the plan envisages:

* the completion of tender procedures for the outsourcing assignment of the
technological component (Documental Data Center)

» the formal setting up of the Pole within IBC (Institute of Cultural Heritage)

» the signing of the service contracts with participating bodies

* service start-up.

We are still waiting for the recognition by law-makers of the filing and conservation
model defined by the project which seems at present — also in view of international
experiences — the only feasible way to solve the problem of conservation, in view of
preserving collective memory.
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The DoQui Document Management platform

Region Piedmont, Italy
1. What is DoQui?

DoQui is a joint project that began in 2006, involving the Regione Piemonte, the Comune
di Torino and the Provincia di Torino, aimed at designing a document management
platform for the public administration authorities in Piedmont, to be developed using
open source methods.

The platform is chiefly destined for the public institutions, but it is also designed to be
made available and used by ICT companies, in order to “build” a community that, by
sharing the project, can develop a model for use by the public.

The project is led by a Steering Committee which is responsible for organising and
monitoring the creation of the IT solutions, drawing up the strategic framework of the
project and defining the rules governing the community of participants. Apart from the
three original institutions, the Steering Committee also includes the University of Torino
and the Politecnico diTorino.

CSl-Piemonte, the consortium of public bodies that promotes innovation in the
Piedmontese public administration, is responsible for the technical coordination of the
project. CSI has also managed the creation of the first platform version and has headed
the workgroup for the planning of the first applicative components.

2. Aims and objectives

The project intends to make use of the investments made by the public administration
and to enhance the Piedmontese economic structure, in particular the ICT sector, the
academic skills, methodologies and technologies which, beginning with the needs of the
various institutions, can produce a solution that will find its space on the market. The
innovative element is the setting up of an open source community with the task of
creating the platform, managing and maintaining it and developing a public and private
market for the solution found.

The purpose of the project is therefore not only to meet the needs of the public
institutions promoting the scheme, but to forge new opportunities and new value chains.
These could represent a first element in the creation of Piedmontese competencies in
relation to open source, with the aspiration that they can be translated into an industrial
strategy.

Briefly, the project intends to enact a public industry strategy based on:

e cooperation between Piedmontese public institutions and the academic world
* the dematerialisation and simplification of the administrative processes

e the use of open source solutions and technologies

e support for the growth of Piedmontese ICT companies.
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3. Characteristics
DoQui proposes a solution:

* open source, to offer competitive advantage to the area and enhance all present
competencies

» flexible and reusable in its components

» open to small and medium ICT enterprises in Piedmont in order to stimulate the local
productive system and create new market opportunities

» that conforms to the national laws

» that is a joint effort, thanks to the creation of the community of public and private
subjects called on to cooperate in the creation of the platform.

The definition of the requirements is managed jointly by an inter-institute workgroup
(Regione Piemonte, Comune di Torino, Provincia di Torino, Politecnico di Torino,
University of Torino and CSI-Piemonte), is multi-disciplinary (archives, organisation,
IT system), with the consultancy of experts in the field at national and international
level.

DoQui is an innovative project in:

» The approach to document management
The solution proposed focuses on the concepts of ‘document’, class’, ‘archive’,
overturning the traditional perspective which considers the institute’s archive a by-
product of the letters received/dispatched official book system. This will allow the
institutions to work towards structured management of their documentation,
dealing with ‘end-to-end’ dematerialisation processes independently from the
protocol system.

* The model of development
The activity of gathering the needs and encoding the functional requirements was
carried out by a multi-institute, multi-disciplinary workgroup.

This has produced important benefits:

» the open source model guarantees lower adoption and lock-in costs than equivalent
commercial solutions

* the shared and versatile solutions respond to the functional, organisational and
operative needs of the heterogeneous administrative situations represented by the
workgroup

» the ICT companies involved from the beginning of the project have the opportunity to
acquire knowledge and to contribute to improving the choices and the products.

3.1 Acta
Acta is the application that makes the solutions for electronic document management
available to the Piedmontese public authorities.

Acta will form, with the official book system normally present in the context in which the
solution will be adopted, the core of document management system of a complex IT
system.
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The solution responds to the functions foreseen by the National Centre for Information
Technology (CNIPA) shown in the diagram below:

1 Official book sub-set
required by italian law

Document Management

Document Workflow

BPR

Acta uses an engine for the management of digital content (Enterprise Content
Management - ECM) called Index, based on a SOA (Service Oriented Architecture)
infrastructural model that will make the ‘document management’ services available, it is
web oriented and paradigms and technologies typical of the 2.0 web have been
introduced, without compromising the accessibility of the system.

The diagram below shows the Acta and Index solutions and their relation with the
external systems that, in a complex information system, participate in the management
of the life cycle of the document flow within an organisation.

» Official book = - e

i e il (organisation)
» Administrative documents » = ‘ » Certification
 Resolutions and decisions e > | * Digital signature

With reference to platform taxonomies, the pairing of Acta and the Index solution will
constitute the ERMS (Electronic Record Management System) of the public institution.
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The main functional modules of the DoQui Acta system will manage:

» classification scheme

» specific structured aggregation of documents

» documents

* long-term archive

» system security (user’s permission, access control list)
* audit trail.

The definition of these requirements is managed in a shared and joint way through
periodic meetings, with the participation of the managers of the archives, ICT and
organisation of the public institutions that fund the initiative (Archive Workgroup). The
Workgroup, moreover, periodically meets with other experts on the matter at national
and international level. Also thanks to these consultancies, the workgroup decided, in
September 2007, to define its archive model according to the first indications available of
the new Moreq2 standard.

3.2 An example of application of the Index platform

An example of the flexibility of the Index platform is the creation of an application known
as ‘Cedolini on-line’ (on-line payslips) where the institution’s content management
system is used to publish the employees’ payslips on the web. In this case the document
system interfaces with the external personnel management procedures that calculate the
salaries, elaborates the format to generate the payslips (file .pdf) which is then stored in
Index with the necessary security and protection criteria (encription). The electronic
payslip is then made available to the employee in reserved form through certified web
access and a secure channel.

4.The roadmap of the project

The application and infrastructure components were planned for the three-year period
2007-2009.

In 2007 the following results were attained:

» the involvement of all the public and private subjects involved and the definition of
their roles in relation to the technical-architectural decisions;

» the definition of the functional requirements of Acta;

» the creation of prototypes to consolidate the technical choices;

» the realisation of the first version of the Index platform;

» the first experimental use by the institutions, independently of the Acta component
(such as electronic pay slips for the Regione Piemonte employees).

By the end of 2008 we foresee:
» the maintenance and evolution of the Index platform (debugging, compliance,

functional evolutions... );
» the release of the first applicative modules of Acta (second semester);
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* the release of external applications for particular type of documents (e.g.: legal
electronic invoice);

« activation of the external service of preservation according to italian laws;

e setting up of the community and availability of the collaborative tools on the site
www.doqui.it.

By the end of 2009 we foresee:

» the conclusion of the development of Acta (first semester);

e the start of the training projects, system integration (migration of data, integration
with certification systems, HR systems and support for start-up (first semester);

* entire system working at full speed (end of year).

5. Further developments

The development model, both organisational and technological, proposed by DoQui was
presented to and shared with other Italian Regions dealing with the problem of
document management and dematerialisation. In-depth studies and joint evaluations are
underway in order to verify any possible re-use of the DoQui software, the Index platform
and Acta in other public administration contexts with similar needs for document archive
management.
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Premises

Within the e-Government 2005 Strategy, Hungary paid particular attention to the
realization of electronic government services, mainly focusing on the common list of 20
basic public services defined by the EU. Services have been implemented on a high
quality, which has resulted in that Hungary could skip from a file-closer position to the
lead of the middle field in the ranking of EU member states. According to the UN country
report of 2006, Hungary also made a great step forward among the countries of the
world.

The independently functioning service systems, that have been introduced at the end of
2005, could not make any further development possible. The number of services had
some increase in the past two years, and the quality of launched electronic services
progressed, too, but these results have taken minimal effect on the indicators. As a
consequence, Hungary has slipped back to end of the middle field in the EU member
states’ ranking.

Analysing the reasons behind, we have found that the main obstacle for development is
the lack of interoperability amongst departmental systems. In line with the public sector
reform, the expansion of electronic public services has to be grounded on a new quality
basis. Services related to independently functioning administrative routines have to be
replaced by services related to life events. A basic condition of such services is to build
connections amongst those isolated, independently operating electronic services that
ensure data access related to different organizations, and the possibility of proccessing
them without human intervention. Without creating an environment for technical and
semantic interoperability, realizing this vision will not be possible.

In the light of the above mentioned facts, tasks connected to enabling interoperability are
considered as priorities by the e-Public Administration 2010 Strategy. During the
development of electronic public sevices, it is essential to define such requirements,
procedures and standards which can be used uniformly, and ensure the realization of the
necessary data transfer amongst different systems. On this very purpose is the
Hungarian National Interoperability Framework going to be established, and - building
on its segments - the interoperable public service providing systems will be developed.

The objective of the Hungarian National Interoperability Framework

The main objective with forming the Hungarian National Interoperability Framework is
to define standards, requirements and regulations which guarantee the solid technical-
semantic, monitoring, project management, IT security and application development
methodology platform for the expansion and operation of electronic public
administration.
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Ensuring the fulfilment and consistent enforcement of these aims give adequate
guarantee to having an interoperable, secure and up-to-date electronic public
administration system, as a result of the development of independently launched
departmental and local governmental subsystems.

Since the Hungarian National Interoperability Framework aims to creating conditions for
pan-european services, we also take the results of the current elaboration of the
European Interoperability Framework into account at our national level.

The content of the Framework

Certain elements of the Framework assure jointly the professional, technological,
methodological background and competency, which is necessary to build a solid
platform for electronic public administration services, as well as for the enforcement of
requirements, standards and specifications of the solid platform in the central,
departmental and local governmental subsystems.

For the sake of the above, the Hungarian National Interoperability Framework contains
the following main chapters:

« Elaboration of process-describing methodology and toolkit

« Definition of technical and semantic interoperability requirements

» Definition of application-dependent IT security requirements

» Development of a methodology and application development framework

< Creation of the maintenance system for a standard repository

« Elaboration of project management methodology and professional monitoring.

Elaboration of process-describing methodology and toolkit

Our goal is to work out a toolkit for supporting formal description of processes and to
elaborate a methodology for process modernization.

The electronization of public administration-processes does not automatically involve
the growth of internal efficiency of public administration, or the rise of client-satisfaction.
The building of electronic public administration - which is a top priority of European and
national developing strategies -, has to be placed by considering the demands of citizens
and businesses in order to realizing the service-providing state model, or rather to be
able to save money by simplifying procedures and avoiding redundancies.

The main objective of the simplification of service processes is to reveal the possibilities
of process integration and to cease possible overlaps and contradictions. The main aims
are to develop procedures driven by client needs, to minimize client-side data providing
and participation in administrative procedures, as well as to set administrative routines
to life events and problems need to be solved.

It may come with a great leap forward in this field, if the improved electronization of the
most often used public services continues in a comprehensive manner, which would aim
to configure procedures for more simple services with less input on the users’ side.
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Considering the above, the main objective is to work out a toolkit and methodology,
which supports the renewal and possible re-regulation of public administration, the back-
office procedures of public administration services, and the formalized description of
certain processes under one single framework.

Solely a formalized description may be able to ensure unambiguousness, proper
administration, variability and traceability. From an adequate formalized description not
only the code can be generated automatically, but also can be overseen the consistency
of processes or higher connections.

On the basis of the requirement specifications deriving from a solid framework, it is
possible to create a uniform structure, as well as a measurement and service framework
which supports flexible and rapid follow-up of changes of legislative provisions.

The effectiveness coming from sharing, simplifying and standardization by the means of
connecting institutions, can be strengthened by the most comprehensive exploiting of
the knowledge base, the service portfolio and the central infrastructure.

Further aim is to share the finalized methodology, tool and requirement system with
the owners of IT projects with public administration bodies and potential suppliers.
Therefore, relevant guides, model examples and education materials have to be
drawn up.

Definition of technical and semantic interoperability requirements

Taking interoperability into account during the development process has elemental
importance. In the long run, efficient and viable electronic public administration system
can be imagined solely, if all stake holders in system development adopt the
requirements derived from the principle of interoperability. It is a general precondition to
have a definition and publication of the requirement interoperability framework, as well
as making correct methodology guidelines.

As widely known, the concept of interoperability does have several levels. In the course
of the elaboration of the Hungarian National Interoperability Framework, our main
objective is to work out the requirement framework related to technical and semantic
levels. The elaboration of organizational interoperability on the political level is
integrated into the state reform program under the title of “modernizing public
administration”’

The technical level practically means establishing communication amongst concerned
subsystems. Standards, recommendations and other informative materials describing
different communication protocols, security solutions and basic data formats belong to
this level.

The semantic interoperability level prescribes equal interpretation of data transferred
amongst certain communicating subsystems, where this prescription must be achieved.
This level contains mainly the definition of different standardized data formats, as well
as data schemes used in the framework.
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In the course of execution:

« specification and regulation of interoperability framework requirements;

 methodology and procedure of certification and proceedings;

* methodology guidelines for supporting the development on interoperability;

» collection of standards and regulations for the technical interoperability level, and for
central, consulting and local systems;

» collection of standards and regulations for the semantic interoperability level, and for
central, local and professional systems will reach completion.

Definition of application-dependent IT security requirements

Systems used in public administration must meet the demands of IT security
requirements. IT security can not be interpreted without their concrete environment, it is
important that security issues appear in every phase of the process of shaping,
development and operation, it can not be realized separatedly from the process — nor
could it be done afterwards.

It follows that, in development projects, IT security steps and requirements, as well as
theirs monitoring and enforcement must be drawn up, Prescriptions and methods must
be elaborated in development projects —in line with the legal environment.

Based on the requirement framework, resources must be allocated to planning,
implementation and operational steps related to IT security in development projects.

The requirement framework:

* must consider legal environment;

* must proceed from best practices, based on national and international standards;

* must take into account the operational environment, as well as the technological and
working specialities of the field;

« must cover the whole lifecycle of operation and tendering, i. e. planning,
development, implementation, testing, operation, maintenance, control, monitoring
and audit;

e must be well structured,;

e must require risk-based approach;

« must cover the issues of the continuity of the course of affairs;

« as well as to cover its own lifecycle and management.

Considering the above, the HNIF contains an IT security requirement framework of
electronic public administration projects, the security planning guide, basic security
requirements in the field of service management and operation, the method of
enforcement of the IT security requirement framework, the requirements of IT security
policy, strategy and regulation together with different guides for supporting the
definition of security levels and the description of technological requirements related to
different security levels.
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Development of a methodology and application development framework

The main objective is to develop such application development framework within an
adequate development toolkit and methodology, which act to the service-oriented
operational mode and system architecture.

The conditions and requirements of the development of the electronic public
administration system are the following:

The development of electronic public administration is a long-term challenge the
government executes on a coordinated way, along with a regularly supervised strategy.
Actual tasks demand the integration of existing subsystems in electronic public
administration, because numerous inter-subsystem services are listed among the aims
to reach. At the same time, several development projects related to subsystems start, so
the integration must and should be executed step by step in the meantime.

Subsystems, which consist part of the integration,are supervised by different
organizations, therefore it is practical to aspire flexibly linked subsystems during the
integration. Besides keeping the independence of the subsystems, this is also important
to securely set the connection surfaces. The integrated systems must be open, since
more and more connections can be expected by the national actors (e.g. local
governments, regional centers). Furthermore the need of joining to pan European
services requires the possibility of cross-border connections.

Integrated systems must be easily variable, because the legislative provisions change
rather frequently and projects running side by side can bring significant changes in the
legal and organizational environment. Users’ needs and the quality of the services must
be the main aspects of development.

In the course of integration, only those solutions may be applied, which can ensure
security and protection of personal data. According to international experiences and
professional trends, the integration of large systems with altering functionality, that
require flexible enlargement is recommended to implement with Enterprise Architecture
(EA) approach and its supporting toolkit. This approach has been used in the course of
the development of public administration systems in many countries with developed
electronic public administration around the world. In the case of system architecture and
development technologies, the Service Oriented Architecture (SOA), the Enterprise
Service Bus (ESB), as well as the Service Oriented Enterprise (SOE) approaches are
recommended.

Nevertheless it is important that the application development of the central system and
its subsystems take place on a modern technological basis with state-of-the-art methods
and instruments. In this regard, principally such instruments, technologies and
documentation methods (UML, MDA) are recommended, which support model-based,
object-oriented development. The development framework can support integration and
application-development tasks by solid principles.
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Creation of the maintenance system for a standard repository

It is a very important aspect, that its stakeholders, the staff of public administration
organizations and also the potential developer companies be aware of the elements of
the national interoperability framework. In the interest of the above mentioned, a
standard repository will be created simultaneously with the shaping of the framework,
defining the structure and tasks of organizations making operate this framework, as well
as the infrastructure needed. The repository will be of use for the standards’ publications,
requirements, specifications, recommendations and other informative materials
necessary for the development and operation.

This standard repository will store all essential documents for the framework,
particularly those focusing on the following fields: architecture, technical and semantic
interoperability, process description and process-modeling , as well as IT security.

In respect of the framework, every technologic and other instructions have well defined
lifecycles. The aim is to create an organization and back office-infrastructure, that
effectuates the management and publication of the whole lifecycle of information and
documents stored in the standard repository on an appropriate level.

Elaboration of project management methodology and professional monitoring

The electronization within a comprehensive framework and the central co-ordination and
supervision of complex public administration procedures determinated by numerous
actors, requires a well organized project and methodological operation. Holding together
departmental development projects, demands the creation and upkeep of a coherent
public administration standard project-charta.

To ensure the efficient, citizen-friendly operation of public administration and public
services, which are based on state-of-the-art principles, electronic public administration
has to be significantly improved, heading for the standardization of the flow of affairs on
the public administration level, and services now must be taken closer to society.

The expression ,,electronic public administration” has become a collective concept today
that tries to grab more, simultaneously running processes. Besides others, we include
the comprehensive reform of public administration and the modernization of technology.

The modernization of technology inter alia means the standardization and further
development of methodologies related to the shaping, development, operation (together:
maintenance) of products and/or services. The methodology includes the description of
activities related to the maintenance of the product or service, their order, the applied
technologies, methods and tools, as well as the utilized and created working documents.

As usual, there is no comprehensive methodology, which could provide a perfect or, at
least, satisfying methodology for the formation of information technology systems. The
reason is that the toolkit, the environment, as well as the realization of the applications
are extremely heterogeneous. However, narrowing our scopes to electronic administration,
and the instrumental background to only modern internet technologies, we have a good
chance to define a flexible methodology that can be used at the required area.
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The creation of the product/service is passed off in the frame of a project. The project
includes all efforts, organizations, resources that are necessary for the creation of certain
products/services. The methodology contains technologies and manners related to the
creation and implementation of the project.

Examining the methodologies and their practical usages, we can find that the less
elaborated parts of the methodologies are related to the measurement of the scope and
to the organizational, regulatory respects of the arrangement and transaction of the
project. The up-coming methodology guide and supporting framework aim to eliminate
these deficiencies. In this frame will the methodology related to project management and
transaction be prepared, as well as the manners related to the selection and
measurement of the product/service and also the launching method.

During the execution of those tasks associated to the development of the framework, a
study will be conducted, that will contain an analysis of the current project management,
and the vision of the desired project management will be defined. Requirements will be
formulated and the meta-model of project management will be set up. This all will be
supplemented by educational materials, demos and tutorials.

Continuous IT coordination and supervision of departmental electronic
public administration projects

The objectives of electronic public administration are fulfilled, if the central, regional and
local public administration developments are based on a defined professional ground
that can be known by all stakeholders. In that way, interoperability and IT security of
subsystems can be assured, and the development happens with state-of-the-art
methodologies, forming flexible architecture and using efficient technological tools.

A cardinal problem may be that certain preferential development projects only handle
their own tasks, just as if they were not subsystems of a complex, coherent system. On
the program level, the creation of a managing, coordinating and supervising central
organization is indispensable, since the implementation of electronic public
administration and local government systems only can be successful in the case of tight
cooperation and coordination amongst the stakeholders.

In the case of those complex and shared IT system developments, where the system to
launch has several subsystems; the development is managed by more, independent
public administration bodies and they provide services for a wide range, a strict and
consistent criteria method must be created, and the logical course of the development
needs to be followed.

In the case of electronic public administration and local government service
developments, these requirements mean that the service procedures, as well as
requirements like interoperability, IT security or development methodology have to be
defined first, and after that can begin the planning and implementation of certain central,
departmental and local systems.

It is useful to work in close co-operation with the prioritized project owners, to form the
minimal necessary range of those standards, regulations and requirements, whose
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fulfillment can ensure that a secure and interoperable electronic public administration
come into existence.

For assuring success of electronic public administration developments, it is not sufficient
to apply IT development methodologies and technologies that follow harmonized and
comprehensive aspects. To reach success, it is essential to ensure proper operation of
developed systems. For this the requirements and conditions of later operation must be
defined previous to the development, at the phase of project proposal and supplier
selection. In line with the development of the systems, according to the specified
operational requirements, and operational tasks of the developed system to support, the
tasks and responsibilities related to the operational period of the supplier and the
procurer have to be elaborated in details, together with the resources needed for the
mentioned.

Based on the above described principles and content, the building of the Hungarian
National Interoperability Framework is under way and its documents are expected to be
completely prepared by the end of the year. During the compilation of the framework
documents, we consider the experiencies and information gained in the course of
elaboration of documents in the frames of the EU IDABC Unit, namely the documents
European Interoperability Framework version 2.0, jointly with the Semantic
Interoperability Framework. The Hungarian National Interoperability Framework is
developed in accordance with the relevant requirements of the EU, while considering our
national specialities.

Our achievement is to ensure necessary conditions for public administration bodies to
be able to develop their systems based on comprehensive principles and standards,
systems that operate safely and efficiently,which, at the same time, are able to consider
users’ needs of electronic public services on a highest level. It is an important aspect, that
these systems and electronic services should become able to cooperate with European
systems and services, ensuring the forming of electronic services at the Pan-European
level.
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Abstract

The outstanding developments of Information and Communication Technologies in the
course of the last decade, have given place to an enormous potential for change and
modernisation, which is especially relevant for the public sector. The e-Government
platforms that are enabled by this new technology can lead to a true transformation of
government, citizens’ relations with public authorities and public service delivery; thus
increasing efficiency and trust in the public authorities. Yet there are obstacles which are
impeding this transformational potential from being fulfilled. Public administration has
to be empowered with knowledge, skills, leadership and strategy to conduct the internal
changes deemed necessary. On the citizens’ side, authorities have to acknowledge that a
true transformation in government empowered by technology does not have much
chance of succeeding if there is no guarantee that the maximum possible number of
citizens is included in this technology. Thus, this paper will deal with the importance of
knowledge and inclusion in fulfilling the transformational potential of e-Government
empowered by the newest technologies.

1. E-government for the Future

“The best way to predict the future is to invent it”’
Alan Kay, American computer scientist

Looking back only one decade go, we can see how the developments in ICTs have
changed many aspects of our daily life, both professionally and personally, from our way
of socialising, communicating and sharing information, to our way of shopping.
Moreover, in the last two or three years, the speed and scope of those changes seem to
have increased as a myriad of networking platforms (otherwise known as Web 2.0) have
appeared on the stage. To name a few examples, applications such as Youtube.com,
blogs, wikis or Facebook have reinvented the way of surfing the internet; moving from
passive spectator to total interaction. A new way of online collaboration and networking
is consolidating thanks to the web 2.0 capabilities (Tapscott et al. 2007). Generally,
innovation powered by the most recent technological advances takes place first within
the private sector then within the public sector. Companies live in a much more
competitive world than governments, and they know they have to keep up with the pace
marked by technology. Nevertheless, policymakers, scholars and practitioners have
pointed out the fact that making positive use of all these new technological possibilities
opens the door to a serious transformation of the way government works and its
interaction with citizens; reconceptualising and “upgrading” e-Government as we know

it today.
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2.What is Transformational e-Government?

“The world is changing around us at an incredible pace due to remarkable technological
change [...] The future of public services has to use technology to give citizens choice,
with personalised services designed around their needs and not the needs of the
provider”

With those words the UK’s former Prime Minister, Tony Blair, introduced in 2005 his
country’s strategy on Transformational Government Enabled by Technology. Around a
decade ago, when the first e-Government websites were launched, they were organised
through the so-called billboard system. This system simply allowed the citizen to read the
information provided by the authorities on this “electronic billboard’; only with the added
comfort of doing so from any computer enabled with Internet connection. With time, this
initial billboard system evolved into thematic portals, which marked the first milestones
in the development of citizen-centric and one-stop-shop e-Government platforms.
Nevertheless, it is perhaps in the last five years in which the Internet has experienced the
greatest innovation since its origins: a true revolution of interactivity where the older
roles of active content-setter and passive reader (client) have eroded; thus transforming
the Internet not only into the platform per excellence for sharing information and
networking, but actually the net has become a true platform for service-delivery. One
needs only to think of the way in which it is possible today to buy software or
audiovisuals online, getting the product delivered right away on our computer without
having to purchase a physical CD or DVD, or even without having to leave home. This
indeed has great potential for development within public administration. In the same
way that we can have a software product delivered through the internet, why should it
not be possible to have a registry certificate, a personal record, a university lecture, or to
submit and sign electronically a passport application?

At this point, one can already begin to realise what the true potential of Transformational
e-Government is. For citizens, it can reduce burdens and simplify the delivery of services
which have a true impact on their lives; it can grant personalised access to Government
services without having to know how the Government works; and it can improve citizen
satisfaction by having their administrative work done faster and efficiently.

In addition governments themselves, not only in their relations towards the citizens, can
benefit from this. For instance, by means of networking platforms, it becomes easier to
create more evidence-based policy-making though networking, to make services more
responsible and user-focused, to increase diversity in civil service recruitment, etc (2007).

Embracing this concept of Transformational e-Government, several initiatives have been
launched as milestones or documents gathering the government’s strategy to retrieve
the maximum profit from renewing their e-Gov platforms. Perhaps the most famous one
to date was launched in the UK in 2005, under the title “Transformational Government:
Enabled by Technology” The initiative focused on improving the delivery of the public
services by adapting them to the needs of the 21 Century primarily by the means of
technologies. The foreseen transformations to achieve the objectives were threefold:
firstly, the delivery of public services through IT had to be designed around the citizen,
and not around the authority (citizen-centric e-Government); combining it with the use of
modern delivery channels to improve the customer experience, achieve better policy
outcomes, reduce paperwork burdens and improve efficiency by reducing duplication
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and routines. Secondly, the strategy is envisioned for Governments to move towards a
shared-service culture: standardising and simplifying procedures, fomenting the culture
of sharing and working together, stressing interoperability. Finally, there must be a
strengthening of the Government’s professionalism in terms of planning, delivery,
management, skills and governance of technology- and knowledge-powered change (UK
Government 2005).

Other strategies exist on the same line, such as for instance the “e-Citizen Charter” of
The Netherlands. This Dutch initiative consists of a series of points which outline a
general future view on e-Government from the perspective of the citizen. It foresees
that e-Government should provide the citizen with a choice of channel for contacting
the public administration, guarantee transparent public sector, comprehensive rights
and duties, personalised information, convenient services, comprehensive procedures,
trust and reliability, considerate administration, accountability and benchmarking and,
finally, involvement and empowerment of the citizen (Government of the Netherlands
2005).

Both mentioned incentives give an excellent insight to the meaning and scope of the
concept of Transformational e-Government, which already raises the question of which
are the key enablers and possible obstacles for achieving the goals set in those
strategies.

As we have already seen, technology itself is the key enabler per excellence for the
fulfilment of Transformational e-Government strategies. At the same time, it is important
to acknowledge that constraints for actual transformation exist, and have to be dealt
with. Those constraints are, put simply, a possible lack of leadership within the
administration aiming at achieving new a generation of e-Government. Leadership is the
major enabler for change in public administration, since it has to guide the organisation
to adopt new ways of working, of retaining and organising its knowledge and to orient
work more towards technology. Also, a lack of skills allowing administration workers to
be at the same pace as the technological developments would suppose a major
hindrance for achieving such a goal. Besides this, one needs to bear in mind that in order
to allow every single citizen to benefit from ICTs, infrastructural modernisation is not
enough. Inclusion is a key topic in this case, since an important part of the population,
especially the older generations, has a comparative disadvantage vis-a-vis the younger
generations in computing skills.

In relation to knowledge, skills and inclusion, already in the year 2000, the European
Council of Lisbon set out the Lisbon Strategy — a development plan aimed at promoting
economic dynamism for the European Union. The Strategy was based on three main
points: innovation as the motor for economic change, promoting the shift towards a
knowledge-based economy and sustainable economic growth, with the objectives of
creating more and better jobs, and thus, greater social cohesion®. In the Strategy, the
main challenges faced by modern European economies were identified in the areas of
productivity, employment, ecological sustainability, knowledge and changing
demographics; thus providing European governments with a basis upon which those
initiatives they estimated to be relevant could be adopted with the aim of ensuring
competitiveness and preparedness of European economies towards the future. Thus, we
can now see how those objectives can be put in place in organisations of public

administration.
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3. Empowering Public Administration with Knowledge

Knowledge is power, says the maxim, and this is especially relevant in the case of today’s
public administration. Reaching the goals of Transformational e-Government makes it
necessary to re-engineer public administration organisations, to empower them with
knowledge and to move them to the culture of shared services. The role of government
itself has undergone profound transformations during the past decades. The traditional
role of governments, which had been stable for centuries, was one of monopoly over all
aspects of planning and the developing of all spheres of life of states. However
nowadays, domestic and international issues have increased in complexity, and
governments are more dependent on networks, other authorities, research or even civil
society. This increased interdependence requires profound changes, and yet, nowadays,
many authorities do not have the appropriate skills, managerial strategy and
competences, as well as flexibility, which are required for working in this milieu of
greater collaboration (Tapscott et al. 2007). There is a need for an “‘organisational revolution”
empowered by knowledge. Today’s Organisational Change literature points out the
necessity of developing encompassing strategies that involve all employees in the
organisation and leave out the traditional top-down hierarchical approaches. A first step
is to extend the so-called New Skills throughout the organisation, so that all employees
learn from them. Successfully introducing knowledge-centred changes and modernising
public administration is a matter that requires a thoroughly designed strategy.

3.1 The New Skills

The New Skills are a comprehensive group of new competences and knowledge areas of
special relevance for organisational modernisation. The core of the New Skills encompasses
innovation capacities, project management skills, leadership skills, contractual
management, basic and advanced ICT skills (or simply skills), technology management
and process management, information and knowledge management, communication
and interpersonal skills, web editing and writing skills, flexible working methods,
networking capabilities, and human resource management skills. Those are, thus, points
that acquire different degrees of relevance depending on both the hierarchical rank of the
employees and the level of proficiency required for the fulfilment of their tasks.

In the first place, before providing the organisation’s personnel with access to acquiring
New Skills, it becomes important to acknowledge the distinct roles of leaders and
employees. A crucial task in an organisational change strategy will be to ensure that on
the one hand, leaders are instructed in the New Skills relevant for them to provide the
energy and entrepreneurship needed for the success of the modernisation process.
Employees, on the other hand, will need to be provided with those skills dealing with the
specific functions of their jobs or with the new demands that will come up after the
completion of the modernisation process.

For leaders, the most significant New Skills to be acquired are those in relation to project
management, process management, communication and interpersonal skills,
networking and human resource management skills. In their case, it is necessary to
update their leadership competences in a direction that allows them to control the
dynamics of the modernisation process while at the same time creating a working
environment in which employees feel engagement and ownership of the modernisation
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being carried out. It is important for them to be able to manage the processes of change,
ensuring some continuity and avoiding radical introduction of reforms. Moreover, since
today’s working environment in European Public Administration is a fast-changing one,
in which individuals are increasingly demanded to take over responsibility for their self-
management, have higher responsibilities, have to deal with new unexpected situations,
etc., leaders ought to be prepared to give new space of freedom to their employees
without losing overall control.

In the case of employees, their needs for new competences depend more strictly on the
specific task they perform and their degree of responsibility. However, some of the New
Skills have direct relevance for the whole staff body, and therefore, their acquisition is
recommended at all levels. Those competences are firstly, those referring to
interpersonal and networking skills. In today’s government working environment,
traditional top-down unit-based organisational structures have been increasingly
replaced by project-based organisation, in which employees work in different teams and
have a greater need for networking and group-working skills. Therefore, it is important
that all employees are introduced to the basics of personal management.

Secondly, self-management skills acquire greater importance in project-based
organisations: often, a team or an individual is given a specific task or project, resources,
quality requirements and a deadline. However, details on how, where and when the work
is carried out, as long as the previous requirements are met, are left to the workers
themselves.Therefore, coping with this new responsibility, and perhaps stress, raises the
need for self-management that has to be acquired as a skill in its own right.

Thirdly, the command of ICT has become an indispensable skill for all employees of
public administration. This area of competences, better known as skills, encompasses a
whole range of capabilities related to the operation and application of ICT systems by
individuals, from the basic skills, such as using a word processor or a spreadsheet, to
more advanced and specialist skills. Especially in the last decade, ICT has become an
integral part of both business and public sector work. Its use can change the traditional
role of workers by taking over routine functions and leaving them free to undertake more
specialised and interesting tasks. Moreover, as e-Government is being implemented in
European public administration, it transforms the way citizens interact with the
administration and it modifies the working settings of public employees, requiring them
to gain new competences. Therefore, making sure that all the employees have at least a
solid command of the basic eSkills, is an excellent way to guarantee the success of a
knowledge-centred modernisation strategy and actual preparedness of employees to
cope with the renewed demands of their jobs. On the other hand, employees with more
specific tasks may require advanced or specialist eSkills, such as software development,
web design, database design, use of specialised programmes, etc. In such cases, the
necessary eSkills should be identified and provided, as part of the organisation’s
modernisation strategy.

3.2 Organisational Change and Modernisation Strategies
Having seen at this point the core skills that are necessary to achieve a truly knowledge-

based modernisation of an organisation, let us now proceed to review the main
mechanisms that enable the transference, acquisition and management of knowledge.
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In the first place, for public administration as well as for many other kinds of
organisations, it is desirable to integrate knowledge acquisition as a matter of Human
Resources Management (HRM) strategy. This way, the organisation assumes the
responsibility of investing in the employees’ skills acquisition, and at the same time,
renews its criteria for recruiting new personnel.

A second important point is to locate the gaps in the organisation and to plan how to
overcome them by promoting lifelong learning programmes and encouraging the
participation of employees in training. Lifelong learning was recognised as a core point
for the Lisbon Strategy of 2000, and encompasses a broad area of knowledge-acquisition
both for personal, and for employment-related purposes. It can take place in a variety of
forms and environments inside and outside the formal education channels. Although
lifelong learning can cover a vast range of topics, those subjects of special interest for
public administration vary from the more traditional educational programs (i.e.
postgraduate degrees offered by universities, conferences, seminar programs, etc.) to
the newest offers based in best-practice exchange, and sharing of experiences and
organisational learning.

The third point deals with the Knowledge Management Strategy itself. It is not
uncommon that organisations hold vast amounts of valuable knowledge that, however,
cannot be profited from due to a poor or non-existent Knowledge Management Strategy.
Information simply gets lost within the organisation. Proper management of the
organisation’s own resources and existing knowledge is a task of the utmost importance,
since it has a direct impact on productivity and quality by allowing effective use of all
resources available to the organisation. This is an issue unfortunately sometimes left
aside; ignoring the improvement it would create for the organisation. In order to find a
solution to this problem, organisations may consider designing Knowledge
Management Strategies that, moreover, will have a second utility as data-gatherers for
self-assessment of the organisation’s performance.

Organisational Learning theories provide a sound basis for understanding the processes
through which an organisation adapts to changing environments gaining valuable
knowledge and expertise. With a proper Knowledge Management Strategy, the
knowledge can be analysed to improve the performance of the organisation. There are
multiple resources available for that matter, from keeping internal periodical publications
comprising the recent achievements of the organisation, to the setting up of database
systems or the use of Intranets. Opting for one or another mechanism remains at the
discretion of the organisation, according to its needs or available resources.

The use of Quality Management methods to ensure that all activities or changes
implemented within an organisation are efficient and effective in relation to its
characteristics and its performance are enormously relevant for public administration.
Quality Management methods may adopt multiple forms: for instance, the frameworks
developed by EFQM? (European Foundation for Quality Management), CAF* (Common
Assessment Framework), and others. Through its use, it is possible to detect weak and
strong assets of the organisation and thus, address the need for changes more
effectively. Thanks to its direct usability for posterior self-assessment, implementing the
use of Organisational Learning mechanisms will have a double value: on the one hand,
ensuring proper Knowledge Management within the organisation, and readiness for self-
assessment on the others.
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By using the records kept, the organisation will be able to analyse periodically which
areas have been the improving and which areas need to be given special attention. The
practice known as Bench Learning has the basic aim of finding better ways of doing
things with a view to improving overall organisational performance by seeing the results
achieved by other organisations. The relevance of Bench Learning is that, unlike classical
benchmarking, it does not necessarily search for comparable organisations to define
indicators and from those, make direct comparisons. Instead, it focuses more on the
process of learning from others rather than on comparisons.The goal is to learn from the
strengths of other organisations, from the things they do well, and to search for
inspiration for our own work while learning how to avoid mistakes. Furthermore, the use
of Bench Learning encourages sharing of good practices, not necessarily from similar or
directly comparable organisations, but also by seeking to get to know the achievements
of dissimilar partners. This way, by implementing in our own organisation what is learnt
from the Bench Learning, we will be creating our own good practices.

4. Digital Inclusion — No One Left Behind

Having seen the importance of empowering public administration with knowledge, it is
now the turn to analyse the role of digital inclusion in the way towards Transformational
e-Government. Bringing e-Government to a further step and benefiting from its
transformational potential has one main constraint: the digital divide. This concept refers
to the gap between those people with effective access to digital and information
technology and those without access. It includes the imbalances in physical access to
technology as well as the imbalances in resources and skills needed to effectively
participate as a digital citizen.

In 2006, the Riga Ministerial Declaration set out the goals to be achieved by 2010, which
inspires the elnclusion programme of the European Commission. Those main four
objectives were, first, reducing by half the gaps between average EU population and
older people, people with disabilities, women, lower education groups, unemployed and
“less-developed” regions in Internet usage. Secondly, extend broadband coverage to
90% of the EU’s population. Thirdly, reduce by half the gaps between the EU average
population and groups in risk of exclusion. And finally, increase compliance with
accessibility guidelines by public websites. However, despite significant advances being
made in extending infrastructure and affordable access; today the existing differences in
internet access and usage among the different European countries remain one of the
greatest challenges to overcome in the fields of ICT and, thus, to extend the potentials of
Transformational e-Government throughout the EU. Nevertheless, the fulfilment of most
of the goals for 2010 is progressing successfully (Commission of the European
Communities 2007).

The European Commission sees elnclusion as a key enabler of the goals of economic and
social progress set for 2010 in the Riga Declaration, and thus also of the Lisbon agenda.
Parting from the idea of transforming the risk of digital divide into “digital cohesion” and
opportunities for every citizen to benefit from technology, elnclusion focuses on bringing
the advantage of the Internet to all citizens, putting special emphasis on the risk groups.
The main activities covered under elnclusion policies are divided into eAccessibility and
eCompetences. The first, eAccessibility, deals with promoting assistive technology and
universally accessible software, websites, etc. focusing on the “Design for all”’ principle.
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This is, websites or applications designed to be friendly to users with disabilities, for
instance enabling colour contrasts, text-to-voice technology, etc. The latter,
eCompetences, makes reference to skills, knowledge and attitude relevant to education
in the context of an inclusive information society.

Furthermore, national authorities have also been active in promoting digital inclusion, in
many cases launching national strategies aimed at bringing the Internet to the widest
possible range of the population. Those national programmes include strategies
designed according to the specific needs of each one of the countries, regions or areas,
ranging from promoting cheaper access to the internet, promoting courses for
disadvantaged groups, to setting up local internet centres or wireless access for remote
areas.

Conclusion

This paper has given an insight to the potentials that the newest technological
developments give to the future of e-Government. Indeed, the future integration of Web
2.0 tools into e-Government, together with maximising the usability of the Internet as a
means for public services delivery to the citizen, has enormous possibilities of increasing
efficiency, satisfaction and trust in government and public administration. However, it is
clear that technology, although it has an undeniable importance, it not the only enabler
in play on the road to Transformational e-Government. Conversely, the way towards
Transformational Government has to take into account that, on the one hand, a certain
level of organisational change is required within governmental organisations, requiring
a change in organisational culture, in knowledge management techniques, coordination
and teamwork; and that, on the other hand, authorities have to care for the inclusion of
the maximum of citizens possible in the eEnterprise.

The path to Transformational e-Government, thus, rather than radical transformation, is
to implement gradual changes involving all levels of government and citizens, aiming at
ultimately reaching the goals envisioned strategy.

NOTES

* See the complete Lisbon strategy at http://europa.eu/scadplus/glossary/lisbon_strategy_en.htm
2 For more information, please refer to EFQM website at http://www.efgm.org

* For more information, please refer to CAF website at http://www.eipa.eu/CAF
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Efficiency in Public Administration is vital for European competitiveness

The needs, and correspondingly the opportunities, put forward to European
Governments by the international competition demand that Public Administrations
engage themselves in a significant increase in their performance. Goals for this effort can
be identified along three lines: a) reduction of administrative burden which causes costs
(money and valuable time) faced by citizens and enterprises; b) reduction in the costs
faced by taxpayers for superfluous inefficient and lately bureaucratic structures; c)
promotion of involvement of entrepreneurial forces in the accomplishment of functions
directed to public in general, that do not necessarily imply that Public Administration be
directly engaged in the operation, while rules, standard and monitoring are the tasks that
public entities should take care of directly.

Besides pursuing the productivity of the economic structure domestically Governments
are engaged also at international level. It's now universally recognized that competition in
the world wide arena is not only among companies but also among integrated systems
that encompass for any country industrial companies, financial entities, communication
agents and last but not least, public entities with different functions ranging from
promotion to information, to assistance and to regulation of delicate aspects such as
property rights, safety and eco-dumping or social-dumping in international competition.

Quality, time and costs are the leading variables, just the same as in the business world

It's self evident that the variables controlling performances in public sector are just the same
as in the private sector: quality of results as primarily indicated through benchmarking,
time of response as compared to the flow of decision making and the operational time
of the stake-holders (it’s not by chance that project management is not a tool widely used
in Public Administration) and costs faced to run the bureaucratic activity. The single
synthetic (and most important) variable is coherence with expectations of stakeholders.

Lack of competition is the difference but competition can be stimulated also in public sector

Lack of competition is the major reason why, even in the presence of such a basic
analogy between the private sector and the public sector, this last doesn’t perform,
frequently, at levels comparable with those experienced in the private sector.

Lack of competition implies lack of stimulus to ameliorate in order to avoid to be expelled
out of the market. To overcome such a situation elements of competition (or at least of
comparison) should be introduced whenever possible. This includes: a) sharing of
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responsibilities amongst different branches of public administration in order to create
alternative for stakeholders and consequently to establish cross checks and
intercalibration; b) providing occasions, such as call centers or “delivery units” devoted
to register opinions and suggestion of the stakeholders.

Another major contribution to the introduction of competition in the public sector is the
use of outsourcing of non core activities, that should be entrusted to the market under
proper contract conditions in the spirit and reality of cost effectiveness and flexibility.
Attention should be given also to any other form of cooperation of the public sector with
the private sector enforcing the concept of constellation of roles which is based on a
sharing of responsibilities that, keeping the necessary distinction of duties, is based on
pursuing goals agreed upon in advance.

It’s hardly to be underlined that special attention must be given by the management in
public sector at all levels, starting from top levels, to specifying clear objectives and to
monitoring performances.

Systematic use of metrology is the tool to be used, in particular when competition is not viable

Whenever possible, numerical indexes should be used to express goals assigned to
branches and individuals. There are some objections against the possibility of a wide use
of numerical indexes in monitoring the performances of public entities, the major
argument being the difficulty in defining quality in many instances of activities under the
responsibility of the public sector. This sort of polemics should be discontinued for
several reasons: a) is more and more evident from practical experiences in different
countries, as tested in some instances also by international organizations, that quality
can be properly defined and measured even in delicate sectors such as health care or
social services; b) even if it’s true that perfection in measuring quality is not always
possible, this is not a good reason why to reject any reasonable approximation to an
“ideal” measurement (let’s call it a proxy).

Quantitative indicators are necessary to monitor trends vs. time in the degree of
accomplishment being experienced. Performance records, measured systematically can
be useful also in intercomparisons, as already said, and in some cases even to show
stakeholders that their complaints are not fully justified.

The necessity for feedback like in any lively systems: incentives and disincentives

There is an even more important motivation for the introduction of indicators: they are
a prerequisite to ensure transparency and credibility in determining the degree of
fulfillment of goals also to the purpose of establishing ranking and consequently of
assigning incentives and disincentives. The presence of incentives and disincentives is a
mechanism well known in biological systems, applicable in artificial control systems as
well as in complex organizations to make them motivated to learn from experience and
to adapt to evolving external conditions. Public Administration must be forced to do so
by top level responsible leaders, including the political level, through not only the rules
they impose on the system, but also through their continuous behavior in enforcing

these rules.
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Starting from an analysis of expectations allows also a rethinking of priorities
too often dictated by the internal vision of bureaucrats

More in general to meet stake holders’ needs it’s necessary that Public Administrations
engage themselves in systematic actions of reanalysis of real expectations of
stakeholders that too often are given for granted even when they are insufficiently
documented and/or rapidly evolving in time. The perception of bureaucrats directly
involved in performing the activities is an important source of information but not self
sufficient. It’s inevitably affected by “historical conditions and internal constraints” and
does not necessarily represent the recent trends in the expectations of citizens and
enterprises. Priorities amongst the different activities performed and amongst the
different branches of the administration should be redefined accordingy, in terms of
allocation of resources, basically human and financial resources, of course, but also of
other type of resources such as engagement and communication strategy of top level
decision maker.

Technology can give a major contribution but simultaneous changes in processes,
structures and rules with an integrated approach are even more important

One should not underestimate the importance of Information and Communication
Technologies in improving the performances of Public Administration and particularly in
meeting expectation of stakeholders. Definitely ICT may improve efficiency in back-office
and provide faster and more widespread delivery in front-office. Therefore, any effort in
expanding the use of such technologies should be welcome. Amongst the many
advantages of the diffusion of ICT one should be underlined: the dematerialization of
economic activities which is not limited to the reduction in the use of paper (which is a
valuable result per se) but encompasses reduction in the use of transportation and
consequently energy (not to mention logistics in general), including environmental
aspects.

Some major tools of horizontal value in back-office activity deserve particular attention:
handling of flow of documents, data mining and search engines, knowledge
management on one side and project management, resource management on the other
side. All of them belong to the context of business intelligence and in perspectives to a
sort of “controlled sharing of information and resources” that substantiates in the public
system - but also in the interaction between the public system and the corresponding
stake holders - a sort of social network, such as is been experienced in the most
advanced sectors of the business community. In this context safety in all its aspects
should be given maximum attention.

Nevertheless it should be acknowledged that the adoption of ICT is not sufficient to
ensure the degree of improvement which is necessary to ensure productivity and hence
competitiveness of the economic system. Simultaneous changes are also necessary in
administration processes, in structures and in rules aiming at a wide action of re-
engineering based on simplification, stream-lining and avoiding duplication of efforts.
Only a multiplicity of lines of action that takes advantage of the technological innovation
to introduce a more basic type of innovation in the very essence of bureaucracy,
according to the indications expressed above, can be expected to deliver the expected
results.
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Final remarks

Along these lines the new Italian Government is moving with decision starting from an
information campaign, an extensive revision of rules pertaining to public administration
and the identification of priority in pursuing the implementation of new technologies and
in the diffusion of best practices. First results are already coming, following a mix of a
pragmatic attention on short term results with a more strategic mid-term vision.

Cooperation with other countries is considered by Italy of major importance. The
international dimension encompasses exchanging experiences and in particular
identifying and sharing best practices, avoiding duplications and facilitating international
transactions. The collection of papers from different countries collected in the volume
”Improving Performance and Innovation in RA.: anakyses and researches among
European e-government experiences” will definitely contribute to identify concrete
opportunities of joint engagements for the development of a European Public
Administration performing as our stakeholders demand for their individual and
collective needs substantiating the sustainable development that we all pursue.
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Summary

Public authorities at all levels of governance are having to face up to public
disengagement from politics and the public’s lack of confidence in politicians and
political institutions. These trends call for renewed democratic practices, the provision of
greater transparency and reinforced citizen participation in decision-making processes.

Electronic communication tools can significantly improve deliberative consultation on
urban projects. They enable the presentation of complex issues in a high-quality and
comprehensible manner thereby facilitating transparency and the expression of
individual and collective viewpoints.

However, cyberdemocracy requires a learning process and indispensable changes in
attitudes and behaviour on the part of the authorities, the public, associations and
business. Elected representatives themselves try out new tools which encourage
dialogue with citizens thereby reinforcing their representativeness.

Preamble

This report forms part of the Council of Europe’s work on “Good Governance in the
Information Society”’ It is based on the contributions and discussions at the Symposium
on E Democracy organised by the Council of Europe and the Congress of Local and
Regional Authorities on 23 and 24 April 2007. It also provides a contribution to the Council
of Europe’s 4th Forum for the Future of Democracy (Madrid, 15-17 October 2008). The
need for democracy and public participation are the focus of current political debate.
Local authorities are experiencing great technological transformation and have a key part
to play in spreading the use of information and communication technologies and, more
generally, in building the information society. They are embracing a new digital era which
requires them to alter their practices and move towards electronic administrative procedures.

It is difficult today to envisage urban planning or development projects or the
construction of public amenities without involving the public and the various local
stakeholders. Information, dialogue and a local approach are now essential aspects of
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action by public authorities and proper consultation before projects are launched is
recognised as vital to their success.

There have been substantial changes in consultation processes in recent years, with
legislation and regulations being adopted in many Council of Europe member States.
However, the complexity of urban areas and the difficulties involved in obtaining the
views of the public mean that there is no single type of consultation that fits for every
issue.

Cyberdemocracy, also known as e-Democracy, offers a vital tool for implementing proper
consultation. The more general use of the Internet and its functions, the democratisation
of access and the spread of new information technologies are now opening up new
prospects for fostering public debate and involving the public very closely in the
decision-making process.

Nevertheless, e-Democracy is sometimes accused of merely simulating participation, not
being taken up by the public or being used to sideline representative associations. In
fact, it brings about changes in attitudes and behaviour on the part of the authorities, the
public, associations and business. It involves a learning process for all concerned. The
public and associations learn to define their respective roles in universally accessible
consultation processes. Elected representatives themselves try out new tools for
consolidating their representativeness.

Cyberdemocracy has great potential because larger numbers of citizens have easier
access to more extensive and more transparent information. This enables them to keep
abreast of the progress of projects and keep track of their implementation. This
transparency of public authorities’ actions can help restore trust in politicians and bring
about greater understanding of their motivations and choices.

Introduction

The Internet is now well established as an everyday medium, alongside newspapers,
television and radio. Just as many business transactions and purchases are currently
made online, it seems natural to use the opportunities of the Internet to involve citizens
in the development of their local communities.

In the field of urban planning and development, cyberdemocracy, or e-Democracy,
means information and participation arrangements that enable every interested citizen
or institution to find out about objectives, requirements and current or planned projects
anywhere in the urban area or its immediate district, making it possible for them to
assess the spatial and other effects of current and planned projects in their immediate
area or citywide. E-democracy also enables them to express their views.

To clarify the concept it is necessary to distinguish cyberdemocracy from e-Government
in the building/planning field. When, for example, a developer submits a building
project to the city planning authority and the authority seeks the views of other
departments, we are dealing with standard procedures in which the “issuer” and the
“receiver” are clearly identified. Here we are talking about e-Government as applied to

the planning field.
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Cyberdemocracy in urban planning matters should mean something more radical than
that. It has to do with overall development of the town or city in a very wide range of
fields, with making clear the spatial implications of such development, and with
initiating a continuous opinion-forming process about the future shape of the town or
city. E-democracy in this sense is concerned with everyone and all institutions, their
information needs on account of an extremely wide range of interests, their views on
plans and projects and their desire to make their wishes clear and to influence decisions.

Local authorities in particular have a key role regarding democratic culture: the decisions taken
at their level often affect the environment people live in directly and visibly. Municipalities
are particularly well-placed to make maximum use of cyberdemocracy procedures.

In technical terms, cyberdemocracy is based on information provided through the
Internet which, in the urban planning field, often employs geographical information
systems because of the relevant spatial factors. Other types of information concerning,
for instance, political structures and legal requirements also play a part. This provides the
basis for Internet tools such as web forms, online forums, chat rooms, online surveys and
even referendums (see appendix 1 for a summary of cyberdemocracy tools). These tools
enable online dialogue processes to take place, thereby involving citizens in opinion-
forming and decision-making processes through new communication channels.

There is widespread agreement about the technical potential of cyberdemocracy tools to
improve information and communication in participation processes (e.g., OECD 2004):

» online participation processes are easier and cheaper to access than physical meetings
and allow for greater flexibility in time, thereby reaching a larger number of people;

*  many people do not like to speak in front of larger audiences and prefer to write
comments in a forum;

* information can be visualised and animated;

» different levels of aggregation of information can be offered and linked,;

» online processes allow for interactivity, permitting more in-depth consultation, and
support deliberative debate;

» individual replies and comments can be published and shared;

» online processes allow for greater transparency of dialogue and are easier to monitor
and evaluate.

In general terms, greater civic commitment and increased legitimacy of urban planning
decisions can be expected in relation to those — primarily younger — groups for which the
Internet and other electronic channels are the preferred communication medium. In this
respect, the use of cyberdemocracy tools involves adaptation to new communication
channels and habits.

In practical terms, it is the various dimensions of towns/cities and urban development
which affect citizens and which require citizen participation of one form or another:

» properly organised use of the urban territory and as conflict-free reconciliation as
possible of the land-use needs within it;

» the town as a locus for the production of goods and services, whether for super-
regional markets or for the local population. This includes public services, which in
each case need to be seen in terms both of service supply and job provision;
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the town’s/city’s constant need for renewal, whether on account of ageing
infrastructure, ageing buildings or new demands on its capabilities;

the social requirements of the town/city as a community, its social and economic
make-up and its disadvantaged groups (for example: immigrants, jobless persons,
families and children);

requirements of specific parts of the town;

shifts in local demography because of population ageing, changes in family structure
and falling birth rate in most countries in Europe;

the townscape, whether as historic heritage or from the standpoint of shaping it for
optimum amenity;

sustainability aspects of urban development, whether in terms of environmental
protection or people’s health;

the town’s/city’s constant exchanges with the surrounding district;

the town/city as contributor to overall European or national output and prosperity
(often with a particular focus and with labour specialisation in producing specific
goods or services);

within the network of towns/cities, a particular town, geographically, may be an
important logistical node.

In these and other contexts a wide range of factors come into the planning picture:

the institutional framework for urban planning and development;

information requirements and supply and the recipients of information;

making information available in a way that optimally ensures the desired dialogue;
organisation of dialogue between interested citizens and institutions on the one hand
and officialdom (specialist departments or political decision-making bodies) on the
other.

The institutional framework for deliberative consultation

To ensure that citizens and institutions are fully informed, all levels at which urban
development projects are discussed, whether at the preparatory or implementation
stage, have to be taken into account:

the urban development level is the policy one which overarches the specialist sectors
and which, by means of guidelines and statements of key objectives, sets priorities in
the light of demographic, social and economic factors and trends whilst taking into
account the town’s overall capabilities and responsibilities;

at the level of urban departmental planning, policy is translated into specific
objectives for which specialist norms and planning methods/procedures are applied
— in the traffic/transport field, for example. This includes application of national and
regional standards and legislation;

the urban-planning level draws up projects for implementation in the town/city. Its
basic function is to organise the town/city into zones for different purposes (land-use
planning) and deal with detailed planning according to the planning and building
regulations, whether in relation to individual building projects or a part of the
town/city;

the statistics, survey and urban research level provides the all-important informative,
user-friendly and wide-ranging electronic basis for cyberdemocracy;
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» finally - and particularly in this area — it is necessary from the outset to involve civil
society, interested and knowledgeable citizens, associations and institutions, as an
increasingly relevant level for discussion of the town’s/city’s future. Good
government on the one hand, and good governance on the other, entail a shift from
the top-down planning approach to a democratic, participatory conception of
planning. This ranges from formal hearing and participation rights to discussion of
urban development projects in citizen forums. It encompasses both expression of
needs and expectations at the preliminary stage and participation in the
implementation phase.

It goes without saying that electronic information and communication procedures can
provide effective support to this modern conception of planning as a two-way process,
with the municipality as local authority on the one hand and the municipality as active
civil society on the other.

It is important to clarify the institutional basis because it should be clear who provides
information and interprets it and who picks up information and interprets it in the light
of personal requirements. Basically, each level can be involved in either capacity. What
is crucial is that everyone involved should be prepared or encouraged to take on this
dual role.

High-quality information for successful consultation

Democracy as a collaborative system is meaningless and unworkable without the
preliminary provision of information. A client-oriented approach and quality information
are keys to acceptance, and thus success, of attempts to build dialogue. This basic
consideration points to the need for cyberdemocracy to be treated from the outset as a
broad information and dialogue platform for the community at large rather than just a
tool to be focused on individual projects.

The urban community as the primary social structure is made up of a variety of interests
and requirements and an extensive range of possible information recipients amongst the
population. The following are only a few possible examples of interest groups:

* the whole population;

» the population of a particular area (in a regeneration context, for instance);

» groups with special needs, such as children and young people, senior citizens and
people with disabilities;

» providers and users of public facilities;

» local residents who actively concern themselves with local culture and local amenity;

» the business community — particularly businesses that meet local needs — when it
aligns its investment decisions with those of the town/city;

» directly affected professions such as architects or town planners.

The objective of transparency means that there are a number of requirements regarding
how information is processed:

* “Urban development project” is not understood here as concerning only new buildings
or new infrastructure of some size or the architectural or physical renewal of part of
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the town/city. Smaller or less extensive changes to the town’s use structure or the way
the town functions are included because, in aggregate or in combination with social
and economic trends, they may have deeper effects than spectacular individual
projects. A further point is that, given population trends, large scale projects such as
new residential estates are the exception in most European towns/cities.

« Information should not be provided piecemeal according to internal, departmental
fields of responsibility but should be seen in terms of the whole urban picture. It
would run counter to the objective of positive citizen response to information
availability and participation opportunities if blueprints, priorities and plans were
presented separately and with no regard to two-way exchange. Electronic technology
makes it possible — as further explained below - to overcome the practical difficulties
that hitherto have stood in the way of a comprehensive, user-oriented approach.

* Translation of information from specialist language into everyday language is an
absolute prerequisite if information is to be interesting and accessible.

e Transparency of the available cyberdemocracy processes is also necessary. Citizens
need to be clear about who is responsible for the processes, how their contributions
are dealt with, whether they will receive replies and the extent to which they can
influence decisions.

Cyberdemocracy also needs to be used to provide various kinds of additional
background information so that a range of options and arenas for action become
apparent:

e information about the current political agenda of the mayor and the municipal
council, giving an indication of future urban development projects. Possible tools
here include newsletters and RSS feeds, as well as council information systems
through which municipal council meeting schedules, agendas, reports and minutes
can be consulted online;

« information about the legal and institutional underpinnings of planning work, the
town’s responsibilities as a level for development of informed local opinion and how
urban planning interlocks with the regional and national levels;

« information about the changes in the basic approach to urban development and
planning - the concepts and methods developed in the 1970s and the paradigm shifts
in the view of what urban development’s purpose is, with sustainability assuming
particular importance;

e information about the findings of urban analysis, forecasting and research.
Departments have comprehensive and detailed knowledge which needs appropriate
packaging to be accessible to the citizen.

A further important point is that urban development addresses not only present plans,
but also older parts of the urban fabric that are now seen as items of architectural
heritage worth preserving. It encompasses matters that look set to become urgent future
issues and objectives which can only be accomplished through different stages and over
the long term. Information that remains static receives little attention and does not
enable people to follow the situation.

Overall, a great volume of online information about the relevant municipality is quickly
built up. It is therefore all the more important for users to be able to navigate and find
information easily on municipal websites. It must be possible to access interactive online
functions from municipalities’ homepages without having to search around.
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While itself spatially defined, the town is involved in interchange processes which are
not spatially bounded. It is part of a “functional space” which includes daily movement
between the town and its region, and inside the town there is similar circulation
through areas with characteristics of their own. These interconnections both inside the
town and between the town and its region are another important area for
cyberdemocracy.

Making the most of geodata systems and urban modelling tools

Use of media tools and visual presentation of information are key requirements for
successful cyberdemocracy. Thematic maps to various scales — in some cases with
accompanying explanations — are the classic tool for urban development. Maps have
been produced since the late 19th century (when the first systematic countrywide small-
scale surveys were carried out all over Europe) and have been continually refined since
that period. The advantages of maps are obvious: they allow spatial features to be taken
in at a glance. The disadvantages of the traditional map are its cost and inflexibility. For
example, it is impossible to combine different types of content; content that is
unimportant for the particular purpose cannot be removed; and it is difficult for maps to
show changes across time. Unlike electronic data, maps are not multimedia tools, nor
are they location-independent.

We are seeing a revolutionary shift away from conventional town and country surveying
and the conventional town or area map on which thematic maps (such as the land-use
plan) have hitherto been based. They are being replaced by data systems which retrieve
a wide range of information electronically and allow the particular information items
required for the particular purpose to be combined in issue-specific maps to the most
suitable scale and in the ideal medium (3D, for example).

The technological progress in this field offers a powerful boost to cyberdemocracy, in
particular in facilitating transfer of urban-planning and urban-development information
between levels or between specialist departments, and with great flexibility for all parties
involved. There are three basic types of geodata:

» single-point infrastructure, for example public buildings for delivery of various key
municipal services;

* network infrastructure — information about movements and supply;

» urban land according to the various uses of it and intensity of use; stable use or
changes of use, (regeneration/renewal).

Advanced municipal geodata systems cover areas such as digital terrain models, road
networks and land registers, development plans and land-use plans, nature reserves,
habitat conservation areas and green space registers, aerial photographs, localised data
on population structure, public amenities, sport and leisure facilities, tourism and
catering, plots available for sale and standard land values, etc. For security reasons,
details of water, gas and district-heating networks and sewers are not usually published
online. In principle, there are demanding requirements in terms of ongoing updating of
geodata. Outdated or incorrect data undermine the credibility of the municipalities
concerned.




Electronic democracy and deliberative consultation on urban projects

Some municipalities publish online maps on specific topics, for instance giving
details of all services and facilities for children and young people in their area,
including playgrounds, kindergartens, schools, advice centres, leisure activities and
sports clubs, etc.

At present, it is mainly larger towns/cities which provide three-dimensional online
images of urban areas, with the trend being to offer views from various perspectives.
Three-dimensional images are also available on universally accessible websites such as
Google Earth and Microsoft Live Search. A particular advantage of three-dimensional
images as regards urban development is the possibility to simulate and visualise drafts
of planned building projects, allowing for easy assessment of the optical and aesthetic
aspects onscreen.

Further development of three-dimensional urban imaging involves the use of metadata
to record the history data of the relevant images, i.e. the time when they were taken and
the quality. This also makes it possible to provide graphic illustrations of changes in
townscapes over time. In addition, it is likely that the EU Directive INSPIRE which aims
to establish an infrastructure for spatial information in the European Community will
speed up the provision of geodata at municipal level, although the focus of the Directive
is not on citizen participation but on harmonising and standardising geodata
infrastructure systems in the various tiers of public administration.

Interactive features within geodata systems permit individual use of the maps, either for
private purposes or as a basis for participation in municipal processes. Examples here
include measuring areas and routes, inserting textboxes and bookmarks and
highlighting sections of maps or particular points on maps, and then sending off the data
by e-mail. This makes it easy, for instance, to request additional information from the
municipal authorities. Furthermore, the maps individual citizens have made up and
added to online can be saved on their own computers for subsequent use.

The spread and further development of online geodata systems at municipal level is
reducing the information advantage which municipal authorities and office holders have
over the general public. This is a key requirement to enable the public to participate in
urban development on an equal footing is therefore satisfied more fully than before.

Fostering citizen participation

According to Innes and Booher (2004), most justifications for public participation in
planning are covered by five purposes:

» through participation, decision-makers can find out what the public’s preferences are
and take account of them in their decisions;

« decisions can be improved by incorporating citizens’ local knowledge;

* public participation can advance fairness and justice;

« public participation helps ensure legitimacy for public decisions;

e participation is offered by planners and public officials because the law requires it.

Most laws on regional and urban planning require some kind of consultation, because
almost all urban issues and plans concern a variety of different stakeholders with often
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conflicting interests. First of all, other administrative units or public entities
responsible for aspects such as nature conservation or protection of historical
monuments have to be consulted. In addition, NGOs representing civil society often
have to be consulted as well. They must be formally invited to formulate their concerns
or objections, and the planning offices are obliged to consider these arguments and
also discuss them in public meetings. Furthermore, most laws on regional and urban
planning provide for the consultation of the public. If decisions are taken without these
stages in participation, they may be annulled by courts. Furthermore, there are formal
rights of appeal.

The link between participation and sustainable communities was made explicit in the
1998 Aarhus Convention* which recognises that:

“...in the field of the environment, improved access to information and public
participation in decision-making:

* enhance the quality and the implementation of decisions;

» contribute to public awareness of environmental issues;

» give the public the opportunity to express its concerns;

» and enable public authorities to take due account of such concerns;

...aiming thereby to further the accountability of and transparency in decision-making
and to strengthen public support for decisions on the environment...".

The European Commission is party to the Convention and has launched two directives
implementing the Convention in 2003 (Directive 2003/4/EC on public access to
environmental information and Directive 2003/35/EC providing for public participation in
respect of the drawing up of certain plans and programmes relating to the environment).

Beyond these formally guaranteed consultation rights, there is a broad range of
mechanisms for deliberative consultation. As a reference, the Recommendation (2001)19
of the Committee of Ministers of the Council of Europe regarding the participation of
citizens in local public life draws the attention of member States and other stakeholders
to the need to:

“give citizens more influence over local planning and, in a general manner, over
strategic and long-term decisions [...] and ensure that direct participation has a real
impact on the decision-making process, that citizens are well informed about the
impact of their participation and that they see tangible results. Participation that is
purely symbolic or used to simply grant legitimacy to pre-ordained decisions is
unlikely to win public support. However, local authorities must be honest with the
public about the limitations of the forms of direct participation on offer, and avoid
arousing exaggerated expectations about the possibility of accommodating the
various interests involved, particularly when decisions are made between conflicting
interests or about rationing resources”

Recommendation (2004)15 of the Committee of Ministers to member states on electronic
governance (“e-Governance”) states with regard to e-Democracy that “the use of
Information and Communication Technologies (ICT) in the democratic processes should
be made available where it is considered that this would be an effective means of:
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e strengthening the participation, initiative and engagement of citizens in national,
regional and local public life;

* improving the transparency of the democratic decision-making process and the
accountability of democratic institutions;

e improving the responsiveness of public authorities;

« fostering public debate and scrutiny of the decision-making process”

In terms of what is called “deliberative consultation’” Recommendation (2001)19 of the
Committee of Ministers invites member States and other stakeholders to:

“...make full use, in particular, of [...] more deliberative forms of decision-making, i.e.
involving the exchange of information and opinions, for example: public meetings of
citizens; citizens’ juries and various types of forums, groups, public committees whose
function is to advise or make proposals; round tables, opinion polls, user surveys, etc”

“Introduce or, where necessary, improve the legislation/regulations which enable:

i petitions/motions, proposals and complaints filed by citizens with the local
council or local authorities;

ii. popular initiatives, calling on elected bodies to deal with the matters raised in
the initiative in order to provide citizens with a response or initiate the
referendum procedure;

iii. consultative or decision-making referendums on matters of local concern, called
by local authorities on their own initiative or at the request of the local community;

iv. devices for co-opting citizens to decision-making bodies, including representative
bodies;

v. devices for involving citizens in management (user committees, partnership
boards, direct management of services by citizens, etc)”

One the one hand, cyberdemocracy tools provide alternative channels for basically the
same (offline) mechanisms. On the other, they provide new channels like advanced
geodata systems.

Considering the range of forms and devices of involving citizens mentioned in
Recommendation (2001)19 regarding the participation of citizens in local life, a somewhat
broader and more differentiated classification seems more appropriate. As responsiveness
of local government is frequently mentioned as an important trust-building feature,
cyberdemocracy should not be restricted to procedures and devices offered and initiated
by public authorities and political bodies, but should also include initiatives started by
citizens, NGOs or business. Indeed, there are recommendations to local authorities and
representatives to encourage and support these kinds of activities as well.

Both offline and online, citizen participation therefore also fundamentally affects the
distribution of political power in a democracy. In representative democracies, elected
representatives have key decision-making powers. Any calls for increased citizen
participation therefore also raise the issue of how much power elected representatives
should give up. The challenges to cyberdemocracy and e-Participation in general and in
the urban development field in particular are therefore not only technical but also
concern issues of political culture and the legal foundations for citizen participation at

municipal level.
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Trust between the public and elected representatives and officials is a core element of
political culture. A key requirement for local politicians and officials is to establish and
preserve public trust. This can be achieved if there is total transparency about the rules
of participation, for example, how are citizens’ contributions dealt with? How are they
taken into account in decisions? Greater public motivation is also achieved if the
decision-makers agree beforehand to implement the results of participation processes.
However, the extent to which decision-making power can be transferred to participating
citizens also depends on the level of professional and scientific expertise required for a
particular project. Examples here include the environmental impact of a project or the
impact of a new shopping centre on businesses in town/city centres or the surrounding
areas.

The traditional forms of participation cannot be replaced entirely by electronic tools, as
the latter require Internet access and - in the case of urban development projects with
digital maps - powerful transmission networks and computers. In most European
countries, however, the latter are not available to fairly large sections of the population
(“digital divide”). But electronic tools can supplement and improve existing participation
procedures. Examples here include increased transparency through the insertion of
comments on digital maps, the publication of statements with requests for comments
and keeping track of the processing of inquiries and objections.

E-tools must therefore be combined with traditional participation procedures. Their
particular contribution depends on how attractively they are designed, how much key
data they contain and how well contributions are analysed, compiled and fed into the
decision-making process.

Local cyberdemocracy: case studies

Studies on local cyberdemocracy initiatives show that there are interesting good practice
examples for many forms of participation. However, it can be seen that the Internet has
so far primarily been used to provide information and receive questions or comments
from the public. It is only rarely that it is used for dialogue or for binding votes or
referendums.

The Local e-Democracy National Project in the UK offers probably the largest and best
documented set of experiments with cyberdemocracy at the local level in Europe. In their
survey of local government websites of all 408 local authorities in England and Wales,
Pratchett et al (2005) found that 32% of all council websites offer some kind of online
forum, and that online questionnaires were used by just over a third of authorities (37%).
On the other hand, information, for example on the council and access to councillor web
pages and e-mail addresses, is provided by almost two-thirds of the local authorities. The
authors conclude that the take-up and implementation of different cyberdemocracy tools
varies considerably across local government and that local authorities are already using
many of the tools of cyberdemocracy but that there is much more that they could be
doing.

In Germany, the Initiative e-Participation analysed the websites of all 82 larger
towns/cities with regard to citizen participation procedures. In 2005, compared to 2004,
there was an increase in the number of cities offering some kind of citizen participation.
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While information about the government structure and decision-making procedures is
evaluated positively, there are only 13 cities which offer some kind of informal
participation on a few selected topics. Regarding formal participation and consultation
processes as to land-use planning, 48 out of 82 cities provide information about the
offline procedures, but only 17 allow online submission of comments. The report
therefore concludes that citizen participation via the Internet is still an exception
(Initiative eParticipation 2005).

In a comparative study on local cyberdemocracy initiatives covering Estonia, Hungary,
Italy, Spain, Switzerland, the United Kingdom and the United States, Peart and Diaz
(2007) found innovative and interesting examples that involved increasing transparency
and promoting citizen participation in the governing process. Participation includes
online voting (Estonia, Switzerland), e-Consultation - e.g. online forms, chat sessions
with mayors, questions and answers by text messages — and discussion forums. An
advanced example of deliberative interaction is the e-Petitioner of the city of Bristol (UK).
This tool allows for networking of citizens with common concerns and for initiating
petitions entirely online. Nevertheless, the authors indicate a generally low level of use
of e-Consultation and online forums in the case studies, which means that e-Tools need
to be integrated with other government efforts to promote participation and dialogue.

Torres, Pina and Acerete (2006) conducted a survey of 35 cities with more than 500,000
inhabitants in 12 European countries. In 2003 and 2004, the websites of these cities were
surveyed, with checks on 133 items. Items relating to cyberdemocracy include
information about the mayor and council members, minutes and reports, press releases
and facilities for citizen dialogue such as complaint boxes, forums and other types of
democratic commitment and participation. While, on average, more than 60% of the
cities’ websites contain informational items and even 66% a complaint box, only 26%
offer a forum and 37% other kinds of commitment or participation.

One study focused on online consultation in urban planning: In 2006, the German
Institute for Urban Studies (Deutsches Institut fur Urbanistik) assessed the effects of a
change in the German Federal Building Act to allow the use of electronic media in town
planning procedures, including participation procedures for other public authorities and
the general public. 61 to 68% of the responding municipalities publish their digital maps
and documents on the Internet and use it for consulting the public, but only 12% publish
comments they receive. The online facilities did not produce strong effects on the
number of comments, nor did they save costs in the majority of cases. The most
frequently mentioned obstacles and difficulties arising when using the Internet in
participation processes concerned download time, hardware facilities of citizens and the
readability of plans. 74% of the municipalities expressed a need for more support using
the Internet for online consultation (Strauss 2006).

Overall, most of the presented studies use data material from the years 2003 to 2005. It
is likely that further progress has been made since then. On the one hand, this is because
more members of the public have broadband access. On the other, more
cyberdemocracy initiatives are likely to have been launched.

There are only a few cases where different tools have been employed in different stages
of a participatory process. This means, from an empirically-based perspective, that the
use of electronic tools is still in a piecemeal stage of deployment and far from an
integrated, systematic approach.
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In the view of many observers, including the OECD, there is a need for further systematic
investigation of cyberdemocracy tools in different applications. Evaluation efforts with
scientific support should be stepped up. In order to make progress here, it would be
useful to select one or two policy fields and launch action programmes in which the
various tools could be employed at the different stages in the political cycle. If several local
authorities conducted action programmes involving the same topics and objectives, it would
be possible to analyse and compare the contribution of e-Tools more systematically.

The way forward

The experience to date suggests a series of factors that contribute to the success of
cyberdemocracy:

» Clear agreements between the relevant politicians, officials and computer experts.
The division of responsibilities and the objectives should be clearly defined, for
example local authorities’ Internet forums must make clear who moderates them and
according to which rules. It also should be agreed who compiles contributions by
whom, for whom and under which conditions.

» The relevant politicians, officials and computer experts should be properly trained to
use the instrument successfully. This applies not only to ICT skills but also to skills in
marketing, project management and the structuring and effective aggregation of
large quantities of data.

» For many years to come, it will remain the case that not all citizens have access to the
Internet. Cyberdemocracy projects can therefore only be offered in addition to
existing types of citizen participation. In all participation procedures, it must be
ensured that no citizens are disadvantaged just because they do not have Internet
access. The relevant legal requirements must be complied with here.

» The simultaneous use of cyberdemocracy tools and traditional methods of citizen
participation involves additional costs which also have to be covered. This applies
firstly to technology, staff and staff training. However, it also includes public Internet
access points available to all citizens, with assistance also being provided for users.
The funding should initially come from the local authorities themselves. In the case
of more complex applications, however, contributions will also be necessary from
higher-tier political authorities or from private sponsors.

» E-participation tools need to fit into existing technical systems. This applies
particularly to local authorities’ internal document management systems. However, it
also applies to the citizens who participate and this means primarily having
broadband Internet access for the purpose of downloading maps and plans. In this
respect, it is particularly important that not only urban areas, but also rural areas,
have access to broadband infrastructures.

* The relevant legal requirements must also be complied with in the case of e-
Participation. If legislation requires the identification of the participating citizens, or
proof of the authenticity of the messages, provision must be made for this when e-
Tools are used, for example in the form of electronic signatures.

If the promise of improved citizen participation through e-Tools is to be realised, proper
account must be taken of the legal, financial, cultural and technical aspects. However,
even though e-Tools are still far from being used to their full potential, the positive
examples seen in various European countries show that success is possible. It is still
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necessary to define more clearly the requirements for success and to promote joint
learning processes between local authorities and between them and other political and
administrative tiers.

8. Conclusion

Using electronic tools to reinforce deliberative consultation on urban development offers
citizens an opportunity to be involved in shaping policies and making decisions on issues
which impact on their daily life. It provides public authorities with a powerful tool to
strengthen trust and dialogue between elected representatives and citizens.

Comprehensive electronic consultation processes go beyond consultation on individual
projects to address a localities’ entire urban development strategy. Such approaches
require strong political will from elected assemblies and transparent, modern practices
from local administrations.

Cyberdemocracy calls for a new mindset where citizens are seen as being at the heart of
decision-making processes and where elected representatives are fully accountable to
their constituents. Innovative multi-channel tools, urban modelling and 3D software
provide local authorities with unprecedented opportunities to offer comprehensive, high-
quality up-to-date and user-friendly information and data.

Electronic deliberative consultation is relevant to all towns and cities regardless of size.
However, it must not be forgotten that many people have only limited access to the
Internet or may not have the necessary skills or confidence to use computers. It is
therefore vital that local authorities use non electronic means of consultation in parallel
with on-line tools and take measures to improve access to the Internet for disadvantaged
groups and in isolated or peripheral areas.

People are increasingly seeking to live in cities where environmental concerns are central
to decision-making and where appropriate public services encourage responsible
mobility and consumption patterns. Developing deliberative consultation offers a
powerful mechanism to develop sustainable towns and cities where people are
committed to building a sustainable future for their locality.

NOTES
1 UNECE Convention on Access to Information, Public Participation in Decision-Making and Access to Justice in Environmental

Matters: http://www.unece.org/env/pp/
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Appendix 1 Tools for cyberdemocracy

Main types of tool

ICT application

Activity and purpose

e-Participation chat rooms

Web applications where a chat session takes place in real time especially
launched for eParticipation purposes

e-Participation discussion
forum/board

Web applications for online discussion where users with common
interests can exchange open messages on specific eParticipation issues,
pick a topic, see a “thread” of messages, reply and post their own message

Decision-making games

These typically allow users to view and interact with animations that
describe, illustrate or simulate relevant aspects of an issue; here with the
specific scope of policy decision-making

Virtual communities

Web applications in which users with a shared interest can meet in virtual
space to communicate and build relationships; the shared interest being
within eParticipation contexts

e-Panels Web applications where a ‘recruited’ set, as opposed to a self-selected set,
of participants give their views on a variety of issues at specific intervals
over a period of time

e-Petitioning Web applications that host online petitions and allow citizens to sign in for

a petition by adding their name and address online

e-Deliberative polling

Web applications which combine deliberation in small group discussions
with random sampling to facilitate public engagement on specific issues

e-Consultation

Web applications designed for consultations which allow a stakeholder to
provide information on an issue and others to answer specific questions
and/or submit open comments

e-Voting

Remote internet enabled voting or voting via mobile phone, providing a
secure environment for casting a vote and tallying of the votes

Suggestion tools for
(formal)
planning procedures

Web applications supporting participation in formal planning procedures
where citizens’ comments are expected to official documents within a
restricted period

Webcasts

Real time recordings of meetings transmitted over the internet

(Source: Seebg, Dystein: Tools for electronic democracy, and DEMO_net 2007)
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Appendix 1 Tools for cyberdemocracy

eDemocracy services for Deliberative Democracy

ICT application

Activity and purpose

Discussion forum,
(issue-based) e-Docket

Initiating, drafting and defining political issues, following up decisions

Invitation to submit
suggestions

To inform citizens that they can submit suggestions to municipality

(e-) Referendum

To inform decision-makers about citizens’ view on a particular issue.
Often “for information”

Homepages

To inform citizens about timely issues and to educate them on possibilities
for deliberative democracy.

On-line transmissions
of meetings

To make decision-processes transparent, to follow-up decision-making of
representatives

Citizen panel/“jury”

Getting information from a sample of citizens concerning a specific issue

On-line
questionnaire / Survey

Getting opinions from citizens on particular issue

e-Voting/Membership
ballot

Getting opinions from citizens / members of a community on particular
issues

“Your question”

Citizens can ask questions from politicians

Public opinion messages

Citizens express their opinions on legislation or local politics, transparency
on whether public opinion has been followed on an official form

Real-time chat,
Group-to-group chat

Citizens can contact politicians on-line to discuss about issues

Closed discussion forum

Party members can affect opinion within a party

Expert panel

Collecting viewpoints from targeted debates to decision-makers

Formal consultation report

Choosing appropriate background documentation for a targeted debate

Feedback about targeted
discussions

Informing discussants, which representative has been informed and how
the discussion affects the decisions.

(Source: Table 3: e-Democracy services for Deliberative Democracy (Paivérinta & Szebg, 2006a) in

CAHDE(2007) 6 E)
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Electronic democracy and deliberative
consultation on urban projects

The Congress of Local and Regional Authorities
of the Council of Europe

15" PLENARY SESSION
Strasbourg, 27-29 May 2008

Recommendation 249 (2008)*

1

Democratic requirements and public participation are the focus of current political
debate. Public authorities are having to address public disengagement from politics
and a crisis of confidence in politicians and political institutions at national, regional
and local level. This is reflected in low turnout at elections, a rise in extremism and
declining civic commitment.

The Congress of Local and Regional Authorities of the Council of Europe believes that
this trend can be reversed by renewed governance practices, in particular greater
transparency in decision-making processes, overseeing democratic institutions, and
reinforced participation and better access to information.

The Congress confirms its conviction that the key aspect of electronic democracy or
cyberdemocracy is the renewal of the decision-making processes and the application
of the principle of participation.This is in line with the European Charter of Local Self-
Government which considers that “the right of citizens to participate in the conduct
of public affairs is one of the democratic principles shared by all member States of
the Council of Europe”’The Aarhus Convention also affirms this principle and the right
to information, particularly with regard to environmental issues.

The digital revolution confronts our societies with far-reaching and unprecedented
changes. Information and communication technologies (ICT) offer new ways to reach
the public, to mobilise different groups and to make contact with particular sections
of the population, for example young people.They enable citizens to have their voices
heard individually and collectively; they are an asset for rebuilding political and
democratic processes.

Local authorities have a vital part to play in extending the use of ICT and need to
consider all its possibilities, in particular with a view to improving consultation and
exchanges with the public about projects to transform their local communities and
the environments they live in. The authorities should seek innovative solutions to
foster new and experimental public debate procedures ahead of decisions.

The Congress believes that territorial development and planning decisions should
involve all civil society and that deliberative consultation enables public authorities to
perform their duties and take decisions advisedly. To this end, there must be a
transparent dialogue process in which people’s views are heard before undertaking

major projects.
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7. In this respect, e-Democracy is particularly useful, whether in terms of opinions,
public inquiries, less formal types of consultation or merely the provision of
information. These interactive tools can be used in all phases of drawing up public
policies and urban projects.

8. Cyberdemocracy calls for new ways of conceiving of, and thinking about, public
services. By providing full and comprehensible information about their public policies
and their projects, local authorities can, on the one hand, modernise their practices
and their administrative bodies whilst, on the other hand, restoring confidence and
dialogue between the public, elected representatives and administrative bodies.

9. The use of electronic communication tools can help in explaining all dimensions of
urban planning. It requires complex projects and ideas to be formulated more clearly,
makes information more accessible and more transparent and introduces the public
to areas which are often the preserve of specialists.

10. The Congress believes that broad public participation can meet the needs both of the
smallest communities and of metropolitan areas. While e-Participation offers new
opportunities for dialogue, it must nevertheless be part of a more conventional
process of participation so as to satisfy all expectations and limit exclusion. In this
respect, the authorities should develop Internet access, particularly for disadvantaged
and geographically isolated groups.

11. Local authorities also need to implement online participatory democracy methods
which do not undermine representative democracy, do not result in particular groups
being overrepresented and which enable citizens to take part in public debate on an
individual basis. The quality of the relevant expertise should remain a benchmark
feature of the participation process.

12. Comparison of the various experiences of e-Democracy throughout Europe
highlights the existence of political will and the acceptance of a more transparent and
democratic management among politicians themselves, important factors for the
success of consultation processes on urban projects.

13. In the light of the above, the Congress calls on the Committee of Ministers of the
Council of Europe to:

a. take full account of local and regional authorities’ extensive experience in
electronic democracy and direct its attention to promoting the widespread
implementation of e-Democracy tools, particularly at the 4th Forum for the
Future of Democracy (Madrid, October 2008);

b. invite the Ad hoc Committee on e-Democracy (CAHDE) to elaborate guidelines
on electronic deliberative consultation which asserts the spirit of openness of
the participation process, the principle of transparency of decision-making and
administrative processes and the need to take into account complete decision-
making cycles. These principles offer a pragmatic completion of the draft additional
protocol to the European Charter of Self-Government on citizen participation.

14. The Congress recommends that the Committee of Ministers of the Council of Europe
call on member states to:
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reinforce the legislative and regulatory framework for consultation and foster
the renewal of decision-making processes, making it compulsory for all tiers of
governance to involve the public in projects that affect them, in particular in terms
of sustainable urban planning, spatial development and local infrastructure facilities;
conduct at national level prior consultation processes, concerning national
infrastructure and spatial planning projects, which foster new, electronic public
debate procedures;

lead by example, create and regulate the conditions for the widespread use of
the Internet and ICT in public participation and:

i. implement a strategy for further development and improvement of e-
Democracy initiatives and tools so that they complement and inter-operate
with non-electronic forms of participation and democratic commitment;

ii. develop ICT infrastructure throughout their territory, in accordance with the
principles of equality and continuity, with a view to increasing the attractiveness
of the various regions and reducing inequality in Internet access;

iii. ensure that transparent, high-quality, accessible, intelligible and accurate
online information is provided so that the public are encouraged to take an
interest in local public action and play a constructive part in shaping the
future of their environments;

iv. consider using mediators who can identify, aggregate and explain relevant
information;

V. ensure that electronic signatures to validate contributions are reliable;

vi. foster knowledge of ICT and encourage the use of ICT by all citizens and
train officials from central and other tiers of government in information
management and the potential of ICT.

support local authorities in their e-Participation trials and innovations and, in
this respect:

i. provide the necessary information and data so that local and regional
authorities can take decisions on sustainable urban planning having full
knowledge of the facts;

ii. support fundamental and applied research on technology which facilitates
the understanding and illustration of spatial planning issues (mapping,
geodata, 3D urban modelling software etc.).

15. The Congress also recommends that the Committee of Ministers of the Council of
Europe invite the European Union to:

a.

conduct the information society project in partnership with all tiers of
governance and foster access by local and regional authorities to the new
framework programmes;

include the objectives of the Digital Local Agenda (EISCO 2007) in the European
Commission 2010 strategic framework, thereby ensuring that regions and
municipalities play a central role in promoting the information society and e-
Inclusion throughout Europe.

NOTES

! Debated and approved by the Chamber of Local Authorities on 27 May 2008 and adopted by the Congress on 29 May 2008, 3 sitting
(see document CPL(15)3REC, draft recommendation presented by H. Himmelsbach (Germany, L, NR), rapporteur).
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Electronic democracy and deliberative
consultation on urban projects

The Congress of Local and Regional Authorities
of the Council of Europe

15" PLENARY SESSION
Strasbourg, 27-29 May 2008

Resolution 267 (2008)*

1

Electronic democracy, also known as cyberdemocracy, offers a powerful tool to
counteract citizen disengagement and disillusion and to develop the dialogue and
trust essential for good governance. Electronic deliberative consultation for
sustainable urban spatial development offers a way to revitalise local democracy and
citizenship by facilitating people’s participation in shaping polices and decisions
which impact on their lives and environment.

Electronic democracy for urban development requires strong political will and greater
transparency and accountability from elected representatives and public
administrators. It calls for a new mindset where citizens are at the heart of decision-
making processes and where an ongoing dialogue between local authorities and
citizens is established to ensure the sustainable development of communities.

The Congress of Local and Regional Authorities of the Council of Europe confirms the
principle of participation as recommended in the European Charter of Local Self-
Government which considers that “the right of citizens to participate in the conduct
of public affairs is one of the demaocratic principles shared by all member States of
the Council of Europe”The Aarhus Convention? also affirms this principle and the right
to information, particularly with regard to environmental issues.

. With this in mind, the Congress believes that early and continued consultation has a

beneficial impact on social cohesion and the environment. It observes the growing
demand from citizens for information and dialogue concerning the future of their
towns and cities and their environment. It suggests that electronic consultation tools
offer local authorities an opportunity to work more closely and successfully with
citizens.

Electronic democracy, or cyberdemocracy, also provides an opportunity to improve
working methods and modernise public services and administrations and to offer
interactive services in a multi-channel environment. These developments, which
favour virtual processes, enable on-line administrative procedures to be simplified
and can reinforce the links between public authorities and citizens.

Public authorities have a dual role to play; as decision-makers and service providers
on the one hand, and as an active player in society which informs, encourages and
initiates change on the other. Electronic participation helps mobilise civil society in its
entirety as well as reinforcing links between the different levels of governance.
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7

10.

12.

Electronic media and visual display tools facilitate the presentation of complex issues
in a high quality, contextualised manner thereby improving transparency,
comprehension and citizen participation in processes which used to be reserved for
specialists.

Innovative electronic tools enable public authorities to go beyond consultation on
urban projects and create a new culture of citizenship which reinforces people’s
commitment to their locality and encourages them to develop informed viewpoints.
Young people are often more inclined to use such tools which can offer a response to
the dissatisfaction and frustration with traditional political approaches felt by some
young people.

The Congress is aware of territorial inequalities and limited Internet access for some
sections of the population and some regions. Local authorities should develop social
and territorial cohesion strategies to ensure that the entire population can actively
participate in public life through access to the infrastructures and communication
technologies used for deliberative consultations.

The Congress welcomes the work of the European cities networks which foster
exchange of experience between European towns and cities on electronic democracy.
It supports the aims of the Digital Local Agenda (EISCO 2007) which aims to promote
an equitable information society for digital inclusion and innovative participation
methods.

. The Congress is delighted that the 4™ Council of Europe Forum for the Future of

Democracy (Madrid, October 2008) will be devoted to electronic democracy and it
welcomes this opportunity to highlight the innovative experiences of local and
regional authorities.

In the light of the above the Congress calls upon local authorities in Council of Europe
member to:

a. use information and communication technologies (ICT) to improve public
participation in local life and enable greater dialogue on the future of their towns
and cites and their environment;

b. use traditional forms of participation in parallel with on-line tools and ensure
their compatibility thereby ensuring that everyone has the opportunity to
participate and that both individual and collective opinions can be heard;

c.  present urban developments within a mid-term and long-term spatial vision, in
all towns and cities regardless of size, and fix the appropriate perimeter for the
consultation process which takes into account the project’s impact;

d. undertake electronic deliberative consultation on urban development which
goes beyond the formal consultation required by existing legislation and:

i.  make use of all electronic tools to provide comprehensible, transparent and
rapid information on the issues under review whilst making sure that the
information is not overwhelming;

ii. ensure that citizens are fully involved from the agenda setting stage and
throughout the entire decision-making processes;
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iii. ensure that the consultation process is balanced and does not over-
represent particular interest groups. Furthermore, extra support could be
provided to disadvantaged groups to help them express their views by
making available information mediators who can identify, aggregate and
explain relevant information;

iv. make certain that the findings of the consultation process are taken into account
at the decision-making stage according to pre-established transparent rules.

encourage participatory initiatives started by other urban development
stakeholders and take particular account of citizen-to-citizen initiatives;

reduce inequalities of access to the Internet through the extension of broadband
infrastructure wherever possible and the provision of free public Internet and
multimedia access points;

train public administration staff and elected representatives on the management
of information and digital knowledge and, if required, offer training to citizens in
use of the new tools;

work with stakeholders to raise awareness of the importance of citizen
participation and electronic democracy in urban development and strengthen
citizenship education in schools and for adults.

13. The Congress asks its Committee on Sustainable Development to continue its close
co-operation with the Ad hoc Committee on e-Democracy (CAHDE) and to prepare,

with

the statutory Congress committees, its contribution on electronic democracy

and the role local and regional authorities in the perspective of the Forum for the
Future of Democracy (Madrid, October 2008).

NOTES

Debated and approved by the Chamber of Local Authorities on 27 May 2008 and adopted by the Congress on 29 May 2008, 3rd
sitting (see document CPL(15)3RES, draft resolution presented by H. Himmelsbach (Germany, L, NR), rapporteur).
2 Aarhus Convention (1998) on “Access to information, public participation in decision-making and access to justice in environmental

matters”
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Regione Liguria broadband deployment:
the beat goes on!

Region Liguria, Italy

Preamble

Recognizing the potential of ubiquitous Broadband service in growth of Regione Liguria
and enhancement in quality of life through societal applications including tele-education,
tele-medicine, e-Governance, entertainment as well as employment generation by way
of high speed access to information and web-based communication, Regione Liguria
have finalized a policy to accelerate the growth of Broadband services. Demand for
Broadband is primarily conditioned and driven by Internet and PC penetration. It is
recognized that the current level of Internet and Broadband access in Liguria is a bit low
as compared to its European neighbours, such as France. Government envision an
accelerated growth in Internet penetration and PC as the success of Broadband would
largely be dependent on their spread. It has been decided that following shall be the
framework of the policy. This article will discuss the status of broadband deployment in
Liguria and take up of various public interventions for driving the spread of broadband
availability and the extent of Regione Liguria broadband project first results.
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The Framework

The Broadband Policy Framework visualises creation of infrastructure through various
access technologies which can contribute to growth and can mutually coexist. Spread of
infrastructure is a must for healthy competition and therefore it would be the endeavour
of the Government that the telecommunication infrastructure growth in the country is
not compromised in any manner. Wireless broadband offerings are on the rise with new,
innovative applications being introduced on almost a daily basis. Besides the growth and
popularity of YouTube and other internet video sites has been nothing short of
spectacular. Increasingly, others are looking at broadband as an effective video delivery
system.Today, video is available not just from traditional media sources, but increasingly
from Internet, telephony and wireless providers. In Regione Liguria the debate key issues
have been affecting the competitive landscape for delivery of broadband video, the
extent to which video drives broadband penetration and deployment, and what the
future policies will have to bring.

Requested Services % tot. requests Number of requests
Telephony over IP 82% 1.327.168
IP TV and video/audio 7% 1.246.243
services

E-procurement 40% 647.399
E-learning 50% 809.249
Regional Registry Office 15% 242.755
Others 3% 48.555

Regione Liguria’s broadband project

Regione Liguria believes that rapid rollout and adoption of broadband across its territory
is important to both its social and economic objectives. According to the national
regulation and policy, Regione Liguria Broadband Strategy has three main strategic
objectives:

» Broadband coverage for the citizens and enterprises.
» Broadband public access points for municipalities.
» Broadband access for the public sector.

In 2006 Regione Liguria developed the first phase of its project finalised to close the
digital gap. It carried out some broadband experimentations in Apricale, Cinqueterre National
Park, Comunita Montana Alta Val Bormida and Comunitd Montana Alta Val Trebbia. The
Local Government’s broadband strategy includes the following elements in policy formulation:
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* Planning the intervention in strict cooperation with all of the institutional levels.

* Promoting the signature of framework agreements with Telephony operators and
telecommunications companies.

» Developing a platform to provide interactive services.

» Strengthen the backbone of broadband infrastructure and network throughout the
territory.

e Appoint the Ligurian provincial administrations to provide with broadband
infrastructure long term digital divide areas (rural and remote areas).

Moreover the second phase of this project aims to increase competitiveness in Regione
Liguria providing consumers, enterprises and institutions with more broadband
connections to schools, libraries, buildings and institutions. For this purpose, and thanks
to the experimentations carried out before, Regione Liguria is constantly: identifying the
activities, projects, events, interdependencies and resources required to construct a
robust strategic programme for the delivery of broadband services towards 2008 and
beyond; measuring on a continuous basis the progress of relevant projects and events
towards the realisation of Regione Liguria’s broadband project; providing information to
stakeholders regarding the progress of the local government’s strategy and identify
potential opportunities or bottlenecks that could help or hinder the deployment and use
of broadband services; reviewing continuously the appropriateness and feasibility of the
Regione Liguria’s strategy as a whole.

In 2007 Regione Liguria and the ministry of communications and information technology
department of telecommunications signed an agreement on the realization of a
broadband network that provides 10 m euros to close the digital divide in 99
municipalities of Liguria. this agreement is going to develop a model that can be
financially met and that permits to encourage ‘early adopters’ and ‘market makers’ to
upgrade to broadband. the focus is on eliminating the remaining barriers to the
adoption, adaptation and absorption of broadband-enabled technology, content,
applications and services by consumers, enterprises and the public sector.

Conclusion

Regione Liguria has been a powerful catalyst in stimulating the growth of the broadband
market and ensuring this takes place in the less populated rural and remote areas of the
territory to close the digital divide between urban and rural areas. Regione Liguria’s
broadband project (RBP), which is a joint National Government and Regional Policy
initiative, was established to aggregate public sector demand for broadband via regional
and provincial aggregation bodies. Demand aggregation offers a more attractive market
for infrastructure providers and facilitates better value deals, benefiting the private as
well as the public sector through increased infrastructure build. At the beginning of 2008,
the RBP had undergone the transition from its centrally guided start-up phase to local led
operations, with responsibility for the day-to-day operations of the local public bodies
devolved to their respective institutional tasks, in order to improve cooperation and
avoid superposition of interventions. The delivery of quality public services continues to
be the biggest driver for developing broadband provision in Liguria at all institutional
levels. Further details of Regione Liguria broadband project are available on the website:
www.bandalarga.regione.liguria.it
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Abstract

This paper deals with spatial data as part of environmental information. It compares the
main spatial data provided in Italy and Spain and it explains the role that INSPIRE
Directive is playing in these countries. The most important difficulties are related to the
lack of harmonization regarding the availability, quality, organization, accessibility and
sharing of spatial information within each country.

Introduction

The Sixth Environmental Action Programme identifies better information as one of the
keys to improve Environmental policy in the decade 2002-2012. Geographic information
plays a special role here, because of its potential to present information in a lively and
understandable way to citizens and stakeholders. The availability of environmental
information will be surely improved through the Directive 2007/2/CE, otherwise known
as Infrastructure for Spatial Information in the European Community (INSPIRE). Its
implementation will represent an important support to some of the key approaches
established in the Sixth Environmental Action Programme: to ensure the implementation
of existing environmental legislation; to integrate environmental concerns into all
relevant policy areas; to ensure better and more accessible information on the
environment for citizens; to develop a more environmentally conscious attitude towards
land use [1].

The Italian situation

Under Italian law, the protection of the right of access to spatial data and, therefore, to
environmental information is part of a broader process of digitalization of the Public
Administration (PA) that has been carried out through different sector rules, which have
been gathered together in the so called Code of Digital Administration (CAD), Legislative
Decree 82/2005.The CAD represents an attempt to take advantage in a rational way of the
Information and Communication Technologies (ICT) to define new procedures and to
reorganize administrative activity. Section Il of ChapterV regulates the usage of the data,
and it includes important innovations: 1) it defines spatial data as “all kind of information
geographically located™; 2) it establishes the Committee for spatial data, with the task of
determining the technical rules for creating the spatial data bases and to ensure the
usability and the exchange of data between the central and the local PA; 3) it sets up the
National Repository of spatial data, directed towards providing the public access to data
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of general interest that are available in the PA at the national level; 4) it includes amongst
the spatial data of national interest the cadastral data base, managed by the Agenzia del
Territorio [2].

In Italy, article 59 CAD integrated by the rules contained in Legislative Decree 195/2005
(giving effect to Directive 2003/4/CE) establish the general regulation on environmental
information and they give full execution to the principle of the right to access to
environmental data held by the public authorities or for them, without having to specify
an interest. Although when all these issues are regulated in a single law, a number of
solutions regarding the availability of the environmental data exists in the Italian
administrative system; e.g. art. 6 of Legislative Decree 195/2005 allows the
Administration to ask for recovery of expenses in certain cases. It is, for example, the
case of cadastral information, that is not granted for free.

The Spanish situation

Under Spanish law, the main rules regarding the digitalization of the PA are two: the first
one is the Royal Decree 263/1996, on the ICTs by the state’s general administration,
considering itself a development of art. 45 of the Act 30/1992, on Legal Regime of Public
Administration and Common Administrative Procedure. The second one is the Act
11/2007, on Electronic Access to the Public Services by the Citizens. Both of them try to
promote the use of ICTs by the PA, but they do not refer specifically to environmental or
spatial data. This kind of data are produced, managed and stored by different
organizations: mainly by the Spanish Ministry of Environment, but also by the
governments of the different Autonomous Communities, most of which have its own
portal of environmental and spatial information, as well as by some municipalities.
Anyway, and with regard to spatial data, there are two institutions that deal with them
and cover almost all of the Spanish territory: the Cadastre and the Land Registry. In
Spain, the access to environmental information is regulated by the Act 27/2006, on
access to information, public participation and access to justice on environmental
matters, which implements Directive 2003/4/EC and Directive 2003/35/CE. The Act: 1)
defines the environmental information in a very broad sense; 2) establishes the right
of access to environmental information held by the public authorities or for them,
without having to state a determined interest; it compels the PA to promote the use of
ICT tools to facilitate access to information; 3) includes the duty of the PA to adopt the
necessary measures to ensure that the environmental information will be gradually
accessible in databases through public telecommunication networks, considering that
the duties regarding the dissemination of environmental information through ICT tools
can be fulfilled by the creation of links to electronic addresses through which to access
such information. It also establishes that the Administration will state the prices to be
paid to access the environmental information, as well as the cases in which this access
is free [3].

The role of INSPIRE
INSPIRE lays down general rules as well as technical rules to set up a European

dimension for the management of spatial information. The situation on spatial
information in Europe is one of fragmentation, gaps in availability of geographical
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information, duplication of information collection and problems of identifying, accessing
or using data that is available. As a result of these problems, effective Union policy
actions suffer because of lack of monitoring and assessment capabilities that take into
account the spatial dimension. INSPIRE should ensure a higher integration level of
spatial data than that of the national information systems, so as to create a common
information basin amongst Member States and a dynamic and shared tool to develop
community policies, especially of environmental planning and spatial protection. This
infrastructure shall be based on infrastructures for spatial information established and
operated by the Member States. INSPIRE requires also specific implementing rules to be
adopted through a committee procedure representing Member States. Italy and Spain
are now implementing this Directive.

In Italy and in Spain there are already some good examples of the use of INSPIRE
principles; in Italy, at the national level, there is the National Cartography Portal (PCN),
managed by the Ministry of Environment and Land Protection, that allows PA and
citizens to view and to use the national cartography. Currently it is possible to access on
line topographic maps on small scale and medium scale, as well as high resolution
ortho-imagery. It is also possible to consult layers of information that have been
produced together with the competent bodies; e.g.: maps on hydro-geological risks,
protected areas or use of land [4]. A plan exists to systematically extend and update the
geo-portal so that it becomes a reliable and stable point of access to distributed and
harmonized repositories of geographical information in Italy [5], [6]. At the regional level,
Regione Sardegna developed Geographical Information System (GIS) jointly with a
Spatial Data Infrastructure (SDI) where both the GIS and the SDI are entirely based on
INSPIRE principles [7]. Servizi Integrati catastali e Geografici per il Monitoraggio
Amministrativo del Territorio (SigmaTer) Project, is an important inter-regional e-
Government project (five regions, five provinces, 12 municipalities, several private
partners; 150 re-use bodies) aiming at providing integrated cadastral information to
the public and private stakeholders by using a standardized approach within a
distributed and service oriented environment [8]. In Spain it is the National Geographic
High Council (Consejo Superior Geografico), that belongs to the Ministry of Public Works
(Ministerio de Fomento), the organization who is taking care of the implementation of
INSPIRE. Its main task has consisted in the creation of a National SDI (NSDI) as the result
of the inclusion, firstly, of all the SDIs created and managed by the official agencies that
provide spatial data at national, regional and local level; and secondly, of all kind of
thematic and private infrastructures. The purpose of the Spanish NSDI consists in the
integration through the Internet of data, metadata, services and geographic
information that are produced in Spain. At the same time, it intends to facilitate to all
possible users to discover, identify, select and access to those services through the
geo-portal of that NSDI, that contains the nodes and geo-portals of SDIs created by
geographic data producers at national, regional and local level, as well as all kind of
data and geographical information services available in Spain [9].

Conclusions

INSPIRE is a framework Directive to be implemented in the coming years to create a
policy and legal framework for the establishment and operation of a unitary SDI for
Europe, with the purpose of developing Community policy on the environment. Some of
the main problems that have been encountered in the way to establish the SDIs are those




New services in e-Government for spatial information: a comparative Italian-Spanish analysis in the framework of INSPIRE Directive

regarding the availability, quality, organization, accessibility and sharing of spatial
information. Solving these problems requires measures that address exchange, sharing,
access and use of interoperable spatial data and spatial data services across the various
levels of public authority and across different sectors. Interoperability is a crucial issue;
main organizational conditions for its success depend on leadership and legal
framework, vision for coordination and cooperation, clear communication strategy,
ability to create initiatives of local communities, interaction within policy framework.
INSPIRE is based on an approach, compliant with e-Government national plans, to
support the availability of spatial information for the formulation, implementation and
evaluation of Union policies. Critical issues for development have to do with: the
establishment of a coherent European SDI, consistent reference data and thematic data
Europe-wide, consistent Europe-wide data quality, direct and free access to discovery
level metadata, access to all public sector data and information, uniform components of
reference, easy access to and delivery of thematic data, efficient and effective data and
information delivery of a range of user needs from citizens and academics to policy-
makers and commercial users, harmonized use of data and information across public
and private sectors [10]. Thereby the policy and legal framework of INSPIRE can achieve
a paradigm shift in the way European spatial data and information are disseminated,
shared, traded and managed. While progress has been made on data quality and
compatibility, further work is needed particularly to enable the integration of data across
European Member States. Also more remains to be done to enable free access to
environmental data. As we have seen, these problems also appear at a national level:
both in Italy and in Spain there are different organizations providing spatial information
at different levels and data cannot be considered homogeneous. The vision for SDI as a
resource necessary to facilitate the life of European citizens and enterprises has to be
widely accepted. Providing investment for initiatives by European States specific to and
compliant with the INSPIRE directive seems timely and appropriate.
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Introduction

Four years ago the Luxembourg Government published its masterplan for e-Government
activities. This masterplan expresses a strong commitment for transforming a traditional
administration into a modern service partner creating public value and increasing
economical competitiveness.

The priorities of e-Government actions concentrate on 3 areas:
* The WEB information platform.

» User-centric online services.

» The back-office reorganization.

A project management office has been put into place that controls and monitors all e-
Government activities and coordinates horizontal projects.

A coordination committee composed by representatives of the different ministries and
administrations is placed under the presidency of the Minister of civil service who holds
the overall authority of the e-Government program.

The relatively small size of Luxembourg’s governmental administrations and a close
relationship with local authorities and the social security sector allowed us to offer
one common service platform to citizens and businesses whatever their concern can
be.

Our experiences from the last years have shown that despite the importance of
introducing new technologies, change management within the administrations wiill
probably be the most difficult and long running challenge of e-Government initiatives.

The WEB information platform

Since the early years of our Internet program, we tried to promote a corporate WEB
image by using a common charter providing a normalization framework for the
information architecture, the usability and the graphical layout of all public portals and

sites.

Today, www.etat.lu is a main access point to all public horizontal portals as well as to the
websites of our different institutions, ministries and administrations.

www.gouvernement.lu concentrates on political issues. It presents the activities of our
government as well as all related news.
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As we are convinced that Internet can be a way of improving the transparency of the
public administration, we have put a high priority on horizontal portals.

A premium horizontal portal is www.entreprises.public.lu. It is a one-stop-shop for
businesses which provides any information that is relevant to companies in any
situation. It describes the legal framework for creating and operating a business and
provides access to the major administrative processes businesses are concerned
with.

In a next future, this one-stop-shop will be extended to the lifecycle of citizens. This new
part of the public service portal will, in a first step, cover the following themes: work and
employment, family, education, housing, citizenship, transportation. The portal will
group in one single URL all the information that had been so far published on a multitude
of websites driven by every individual administration.

Whereas the one-stop-shop provides practical information about how to manage life or
business events in relation with the different administrations, thematic portals will allow
the visitor to get more detailed information concerning specific topics like finance and
taxation, environment, innovation, etc.

Finally all the Luxembourg legislation can be accessed through www.leqgilux.lu.

User centric online services

As in the first time we had put the focus on informational websites, Luxembourg was not
among the first EU member states to implement interactive online services. This allowed
us to learn from the early experiences of our neighbours and fine tune our models in
order to achieve our goal of customer-centric eGovernment services.

Indeed, during the last two years we have built a state-of-the-art e-service framework
which is based on the principle of customer relationship management as we know it
from the private sector. This framework is a mix of software components and procedures
that will help us to considerably improve the quality, the transparency and the value of
public services over the next couple of years.

Major characteristics of our e-Framework are:

e A highly secured and personalized workspace for every citizen or professional
equipped with a registered authentication certificate.
This workspace will allow the user to store personal data that are frequently asked to
provide in transaction scenarios. This reuse of preconfigured data will considerably
reduce the volume of input and the risk of errors and non-intentioned incoherence
between transactions.
The personal workspace will also keep track of former transactions or such
transactions that are still in progress. This functionality allows the processing
organizations to continually inform about the current status of a transaction, notify
exceptions electronically, request additional information where needed and finally
deliver paperless results of the transaction.
Finally, the workspace will allow citizens and businesses to electronically access their
personal folders hold by the different administrations.




The challenge of collaborative public services. The Luxembourg model

» Transaction scenarios called “electronic assistants™ are user centric; this means that
every scenario covers a real life situation independently of the organizational
structure of the public administration. Every transaction scenario starts with a
profiling step that explores the occurring situation on the basis of regulations and
laws to find out which processes are involved and which information they require. If
a situation implies an exchange of personal data between administrations, the user
can agree on such a paperless exchange by signing an electronic mandate addressed
to the issuing party.

» Once these data have been collected by the transaction scenario, the e-Framework
will generate electronic documents or XML-files corresponding to the different
processes.The electronic signature of the generated objects will end the scenario and
trigger the processes.

* A workflow engine controls the interaction between the different administrations
involved in a specific transaction.

The Luxembourg model is specific through the fact that the e-Framework can be used by the
central government as well as by the local authorities and the social insurance organizations.

As several situations, like moving, request notifications to private organizations like
electricity or gas providers, the e-Framework could even be used to support these
exchanges as a customer adding-value service.

The backoffice reorganization

Having an efficient citizen relationship management would not generate any long-term
value if it would not go along with an optimization of the backoffice processes.

The CAF methodology promoted by the EUPAN helps the different administrations,
through a self-assessment, to identify gaps between their current practice and the new
service oriented expectations.

A BPM competence centre has been put into place with the objectives of creating and
maintaining an inventory of all the processes and information systems used by any
administration. This team of experts also provides professional support in process
modelling, performance simulation and workflow implementation. The core of the
government process environment will be a Documentum based collaboration suite.

All process related information will be fed into a corporate knowledge base that will
serve as the unique reference source whatever query will be addressed through
whatever channel to a government agent.

Unfortunately success will not only be the consequence of state of the art concepts and
infrastructures; it will very strongly depend on the human factor and mainly on the
readiness of organizations to change. So, even if we believe that so far a lot of progress
was made, the remaining and ongoing challenge to assure streamlined administrative
procedures will be basically change management.
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Summary

Electronic Administration is a key component of the citizen service strategies within
Public Administrations. The City Hall of Madrid proposes a multi-channel approach that
employs the elements of e-Administration, drawing together the various services and
ensuring coherence in the services provided whilst attempting to guarantee the highest
levels of accessibility to all people, irrespective of their profile or background. Initiatives
such as online prior appointment management, the online urban guide for the disabled
and the extension of multi-channel services provide evidence of this approach.

Introduction

Electronic Administration is an emerging model for the provision of public services to
citizens that has aroused considerable interest for a number of reasons, which include its
capacity to deal with administrative and public service management processes with a
great deal of efficiency, thereby reducing marginal costs in the activities of Public
Administrations. It is widely known that the costs of each transaction significantly and
progressively decrease in accordance with the degree of physical proximity between the
recipient and the provider of the service, whereby maximum costs are evidenced in
those cases wherein the recipient deals directly with the administration in person, costs
are reduced in the case of telephone services (variable depending on the degree to which
the response is personalised) and costs evidence the highest reduction when telematic
channels, particularly in the case of Internet, are employed. Electronic Administration
proves especially suited to those public services that are highly standardised and aimed
at extremely large groups of citizens.

Greater efficiency has lead Public Administration, in general, and Local Administrations,
in particular, to adopt the mechanisms of Electronic Administration in those processes
that entail the highest management costs (i.e. those processes that are aimed at all
citizens on an individual basis).

The processes undertaken in Citizen Services fall within this category. By definition,
Citizen Services involves interlocution with the general public as a whole, or, at the very
least, an extremely high percentage of citizens, whilst attempting to afford a personalised
service, providing each citizen with a specific and individual response in relation to a
procedure, a process or an issue within a framework that is founded on the principles of
the provision of clear information and the fostering of confidence.

However, given the range of its objectives and the size of the population taken in by
Citizen Services, Electronic Administration does not constitute the only channel for the
provision of public services in this context (indeed, it is not necessarily the most
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dominant channel). The existence of significant sectors of the population that have no
possibility of accessing Internet or insufficient training in this area, despite the efforts
that have been made to improve computer literacy and install free Internet access within
the context of public services (efforts to overcome the digital dividing line or gap), the
preferences of citizens for one or another communication channel when dealing with the
Administration and the nature of certain procedures or processes that require composed
dialogue with the civil servants in question or which involve psychological factors
relating to confidence that are satisfied via in-person service provision, amongst other
elements, mean that Electronic Administration, or more specifically, the provision of
citizen services via Internet, is but one channel amongst many, albeit an extremely
important channel that complements the range of other channels that enable relations
between citizens and Public Administration.

The City Hall of Madrid has drawn up ambitious projects to take full advantage of
Electronic Administration within the context of a range of channels and mechanisms
employed to provide citizen services. The incorporation of new services and the
electronic structuring of the relationship between the various channels for the provision
of services constitute the two cornerstones of this strategy.

Citizen services in the city hall of Madrid

In the City Hall of Madrid, the general criteria for the provision of services to citizens are
regulated via the Mayoral Decree of the 17" of January 2005 (Gazette of the City Hall of
Madrid of January 20™). Article 1 of the aforementioned regulation defines citizen
services as “the series of activities, resources and channels that the City Hall of Madrid
places at the disposal of citizens in order to enable them to exercise their rights,
discharge their duties and access public services” In accordance with the aforementioned

Decree, the activities that constitute citizen services are as follows:

» Information and guidance.

* The registration of requests, documents and communications.

* Managing the suggestions and complaints received from citizens.
* Procedural management.

* The provision of services.

According to the stipulations of the cited regulation, citizen services are provided via the
following channels:

e Lineamadrid.

» Specialised Citizen Services Offices.

* Service management and provision units.
* Registry offices.

Lineamadrid integrates the provision of services in person, via the telephone and via
telematic means, enabling citizens to approach the City Hall via any of the available
channels in accordance with their needs and resources. Services are provided in person
via the Citizen Services Offices, the telephone service is facilitated via the 010 system and
the telematic service is afforded via the City Hall of Madrid’s web site, www.munimadrid.es.
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Over the course of 2007, Lineamadrid has dealt with almost 2,400,000 telephone calls
(010 service) and more than 2,500,000 in person consultations and procedures via the 21
Citizen Service Offices that are present in each of the capital’s districts. The services
provided via Lineamadrid include the provision of information on municipal services and
procedures, the issue of certificates of registration and processing of new registrations,
removals and modifications in the registry, the issue of Regulated Parking Service
permits (including payment of the corresponding fee), payment and issue of copies of
receipt of payment of municipal taxes, the registration of documents addressed to the
city council and other Public Administrations and the processing of suggestions and
complaints relating to municipal public services, amongst a wide range of other services.
Thus, we are dealing with a veritable multi-service network that at times also takes on
responsibilities charged to other Public Administrations (such as the General State
Administration) through agreements and collaboration agreements.

In recent years, the content and services for telematic processing afforded via Lineamadrid
and, in particular www.munimadrid.es have increased to a considerable extent.

Thus, over the course of 2007 1,026,465 telematic procedures were carried out via
www.munimadrid.es, representing a year-on-year increase of 52%.

One of the fundamental aspects of the City Hall of Madrid's citizen service model, in
general, and of Lineamadrid in particular, resides in the unicity of the content and
services, thereby guaranteeing the coherence of the council's response to citizens’
information requests or a given procedure. Indeed, a single content is shared by all
channels for the provision of services, whereby citizens who request certain information
will receive the same response, irrespective of whether they requested the information
via telematic means (for example, consulting the corresponding information in the
www.munimadrid.es municipal web site), via the 010 telephone service, wherein they
will be attended by an operator, or by visiting one of Lineamadrid's Citizen Service
Offices in person, where they will be attended by an agent.

Therefore, it can be seen that a computerised tool, which, given its nature, is focused on
telematic environments (an Internet-based content manager), constitutes the backbone
of a multi-channel service that is aimed at the population as a whole.

Lineamadrid is marked by constant innovation, as the initiatives outlined below testify:

e The usability and accessibility of content and services, with particular focus on the
role of Electronic Administration in policies for universal inclusion - most especially
in relation to individuals with disabilities - by guaranteeing access to municipal
services.

* The integration of the various channels of Lineamadrid via the prior appointment
service, which provides citizens with access to the civil servants within the City Hall,
thereby linking telematic appointment arrangement with in-person attention.

* The incorporation of new mediation services that enable all members of society to
reap benefit from the Electronic Administration services set in motion by the City Hall
of Madrid.

e The introduction of telematic channels for the formulation and monitoring of the
suggestions and complaints directed to the City Hall by citizens in relation to the
various municipal services and the condition of installations.
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Usability and accessibility in LineaMadrid

The definition of citizen services is grounded on a premise: citizen services are “for
everyone’ and should be designed and constructed in such a way that everyone can use
them. This entails constructing bridges that enable us to overcome the barriers or
difficulties encountered when attempting to access public services, which are caused by
a number of circumstances, such as the problems that give rise to the aforementioned
digital breach (lack of computer literacy, Internet access difficulties arising from economic
or other motives), linguistic difficulties (particularly associated with the integration of
immigrants from non-Spanish speaking countries) and disability, amongst others.

In recent years, the City Hall has made great efforts to ensure that everyone can access
citizen service channels. For example, attention should be drawn to the increased
opening hours in the Lineamadrid offices and the new prior appointment service that
circumvents queues and waiting times for a number of procedures, which will be
referred to below.

Moreover, in a pioneering initiative amongst large Spanish cities, the 010 information
and municipal processing telephone service extended its operating hours, whereby this
service is now available to citizens on an uninterrupted basis, 24 hours a day, 365 days a
year.The content and services provided via the various citizen service channels have also
been greatly enhanced. For example, as we have pointed out, over the course of 2007,
the citizens of Madrid have carried out more than a million procedures via the municipal
web site, www.munimadrid.es.

Moreover, the measures that have been adopted have systematically taken persons with
disabilities into consideration. For example, in this area, for the last two years Lineamadrid's
citizen services offices include a sign language interpreter, who is available to any
citizens that require such assistance during opening hours. In addition, the physical
accessibility of the offices is an essential requirement when setting up offices and for
their operation, to the extent that the heads of the Lineamadrid network of offices play
an active role in the Council for the Promotion of Accessibility and the Elimination of
Barriers in the Autonomous Region of Madrid and implement actions in order to
incorporate the guidelines of this body in all Lineamadrid buildings.

In terms of the Internet, the commitment to accessibility made by the City Hall of Madrid
has been equally stringent, leading to the promotion of the following initiatives.

The development of an Accessible Geographical Information System, which obtained the
TAW Prize for the Best Web Accessibility Project in 2006. The general accessibility of the
municipal web site, which obtained the TAW Prize for the most accessible public web site
at local level, having competed with over 100 other candidates.

The new Urban Guide that can be accessed via Internet (www.munimadrid.es/guiaaccesible),
which meets the rigorous guidelines 1.0 of the World Wide Web Consortium’s Web
Accessibility Initiative at AA level, along with the requisites outlined in UNE Regulation
139803:2004, boasting the same functions as the general version with the provision of
information on streets and points of interest (pharmacies, restaurants, hotels, etc), which
are organised according to a strict hierarchy, an urban route planning facility, zone
searches (districts, areas) and access to a highly precise aerial photograph.
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The Guide is equipped to enable comprehensive surfing without the need for a mouse
and automated textual reading, which may be used by individuals with severe visual
impairments or those who are completely blind, employing the technical Internet surfing
techniques that are normally used by this collective.

Prior appointment

The City Hall of Madrid’s prior appointment system illustrates the use of Electronic
Administration mechanisms to interconnect the various channels for the provision of
citizen services and to facilitate access to public services to all members of society,
irrespective of their circumstances or capabilities.

Over the course of 2007, the average waiting time experienced by citizens in the 21
Lineamadrid Citizen Service Offices was 10 minutes 42 seconds and a total of 315,387
people had to wait more than 20 minutes to receive attention: the immense majority of
these cases involved the most complex procedures or those procedures that take the
greatest amount of time (modifications in the municipal registry of inhabitants, payment
and issue of the Regulated Parking Service permit, urban planning information and a
change of address in relation to driving licences and vehicle registration documents).

Despite the fact that the offices are open between 9:00 and 17:00 from Monday to
Thursday (opening hours on Fridays are from 9:00 to 14:00), the vast majority of
procedures are processed between 9:00 and 14:00, with higher concentrations in the late
morning period. Moreover, whilst certain offices are saturated with service requests and
visits, others have a capacity to attend to more people and are often within a short
distance and easily accessed via public transport.

The fundamental objectives of the recently launched prior appointment service for
certain procedures are as follows:

* A substantial reduction of waiting times: attention is particularly focused on the
reduction of average waiting times for the most complex procedures and the radical
reduction of the percentage of people who are forced to wait more than 20 minutes
before receiving attention. Limits to the waiting times for the most complex
procedures are guaranteed.

* Improved office capacity management: within each office (making full use of the
opening hours, particularly in the afternoon period) and between the various offices
(steering the citizen towards those offices with a greater capacity to attend to his or
her needs than those offices that are saturated with requests, whilst respecting
citizens' right to choose in all cases).

The previous appointment service was launched on the 4™ of February 2008, producing
a reduction of the average waiting time, in year-on-year terms, of more than 50%.

Appointment arrangement is an Electronic Administration service that is available on the
www.munimadrid.es web site, opening up the possibilities of choice for those citizens
who have access to Internet, but who nevertheless wish to be attended to in person,
whereby this service combines telematic appointment arrangement (or appointments
arranged via the City Hall's 010 telephone service) with in-person service provision.
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In accordance with the points made above, the electronic appointment arrangement
service has been subjected to a usability analysis, which involved both experts (heuristic
analysis) and a laboratory test wherein citizens' reactions to the application were studied,
in an attempt to improve the ease of use of the system and thereby increase the success
rate of appointments arranged via Internet.

The incorporation of new services

With regards to the multi-channel provision of citizen services resulting from the
availability of Electronic Administration services, attention should also be drawn to the
wide range of possibilities in relation to the payment of municipal taxes via the various
channels afforded by Lineamadrid.

For a number of years, the City Hall of Madrid has offered citizens the possibility of
paying municipal taxes via the www.munimadrid.es web site. This service has proven to
be highly popular, and the percentage of users shows year-on-year increases of more
than 30% in recent years. The provision of this public service enables citizens to
discharge their taxation duties, whist improving the processes of taxation management
within the City Hall, thereby contributing to public management of a higher quality.

Nevertheless, whilst from the point of view of Electronic Administration, when
considered in isolation, this service can be seen as satisfactory and in accordance with
the criteria for effective multi-channel service provision outlined above, we perceived
a need to augment the scope of this service to incorporate those citizens who were
unable or unwilling to use the Internet as a mechanism for the payment of municipal
taxes.

Thus, with attention to the criteria of increased coverage and coherence of municipal
services via the various channels of Lineamadrid, citizens are now afforded the
possibility of paying municipal taxes via the Lineamadrid citizen services offices and the
010 citizen telephone service. In the case of the latter, citizens may call at any time of the
day in order to employ this service, whereby the City Hall, and particularly its channels
for the provision of citizen services, becomes a mediator for the interested party, aiding
him or her (inserting data on his or her behalf) to carry out the necessary operations. This
telephone service employs the same infrastructures, grounded on Internet standards,
that the citizen would use in the event that he or she personally dealt with the operation
via the municipal web site.

Suggestions and complaints

Internet has consolidated its position as the preferred channel via which citizens address
the City Hall of Madrid in order to register suggestions or complaints in relation to the
operation of public services and the condition of municipal installations.

Indeed, more than 60% of the suggestions and complaints received over the course of
2007 were formulated via the Internet, whilst another telematic channel, the 010
telephone service, proved to be the distant second most widely used media for this
purpose during the period, accounting for 17% of the total.
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Conclusions

Having drawn attention to the fundamental mechanisms for the provision of citizen
services in the City Hall of Madrid along with certain milestones and important projects
in this area, we can now reach the following conclusions:

e Electronic Administration, in particular the telematic integration of citizens in
administrative processes and public management via the Internet, is indispensable to
the improvement of the quality of public services at general level and, more
specifically, to greater service efficiency.

e The citizen services of the City Hall of Madrid take advantage of the possibilities
afforded by telematic processing as a strategic tool.

« Citizen services must incorporate multi-channel strategies that facilitate coverage for
the entire target population, with particular attention to those individuals who, as a
result of their circumstances or characteristics, encounter difficulties when attempting
to access public services.

* More specifically, attention must be drawn to the advisability of drawing up and
setting in motion ambitious accessibility and usability strategies that, above and
beyond strictly technological or managerial considerations, focus on the objective of
including each and every individual.

« Electronic Administration services can act as agents that link or elements that provide
structure to multi-channel citizen services. Indeed, its role is fundamental to the
development of these types of strategies.

e The progressive incorporation of new services and the unicity and coherence of
content throughout the various channels are key elements to the strengthening of the
model herein outlined.
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Foreword

The purpose of the European Union (EU) competition policy is to ensure the economic
efficiency (maximisation of consumer welfare and the optimal distribution of resources),
legal stability and the development of the common market. The enforcement of the
competition policy in Lithuania is related both to the process of the implementation of
the EU norms, as well as to the political, economic, social and technological environment
of the State, in addition to the level of the e-Government in view of the global changes.
In the context of the Western European eEurope 2010 initiative, where the society
becomes an active part of the urban development process the introduction of the
management experience essentially determines the progress in the legal, economic and
social urban development methods. There is an observable trend of changes in the
relations between the State, municipal self-governance and he taxpayers — enterprises
and the population. Increasingly due attention is being devoted to the territorial
development and the improvement of quality of life.

Failing to completely ensure the fulfilment of self-governance functions and in view of a
number of related factors, local authorities fail in all cases to retain the initiative of the
urban development planner, as well as the developer of the urban architecture. This
happens when Lithuanian municipalities (differently from the States with long-term
urban planning traditions) are not the fully-fledged owners of their territories. Therefore
it is necessary to ensure that under the conditions of the democratic and initiative
society, the public becomes one of the initiators of urban development initiators, next to
politicians, the administration and the property developers. Hence becomes urgent the
need to change the attitude towards urban planning and the city formation policy. The
purpose of the present article is to assess the e-Government status in the context of the
urban development policy management and submit proposals concerning its
improvement.

E-government status in Lithuania

E-government can be described in a narrow or a broad sense of the word. In the narrow
sense of the word e-Government is related to the provision of information and services
by electronic means by public authorities. In the broad sense of the word the e-
Government refers to various aspects of the introduction of IT in the public sector since
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the provision of the services cannot be separated from a wider context (communication
channels and provision methods, means of communication between the authorities and
the public, competence of officials in public and municipal authorities in the are of IT, the
possibilities and the competences of the public to use IT tools). These different concepts
are readily reflected in the e-Government development planning documents of
individual States.

The ideas for the introduction of the e-Government are related to the efforts pursued in
a number of States to modernize the public sector. The e-Government, however, is not
a change of purely technological nature, an intrusion of IT into the existing governance
structures and processes. E-government should be assessed from the political and the
social perspective. From the political point of view the e-Government may be treated as
a democratic mechanism since it is related to the public information processes,
provision of information to the society and the development of the public area. The
social aspect of the e-Government is related to the trends prevailing in the knowledge
society: the e-Government consolidates and further develops the changes in the
transformation of the information society into the knowledge society, related to such
factors as the impact of Internet, digital divide and the approach of the authorities
towards global factors, etc.

In response to the on-going globalisation processes and the need to strengthen the
competitiveness on the global markets the EU has defined a goal that was pronounced
in the Lisbon strategy adopted by the Council in 2000 - to develop in Europe a
competitive knowledge economy. With a view to implementing the Lisbon strategy the “
e-Europe” action plan was developed that constitutes an inseparable part of the Lisbon
strategy and the basis for all information society development initiatives in the EU. The
Lithuanian national Lisbon strategy implementation programme is based on the
macroeconomic (promoting the enhancement of productivity and the growth of
competitiveness), microeconomic (promoting the competitiveness of Lithuanian
enterprises: the conditions facilitating the use by business entities of the public sector
R&D and investment into R&D developing the capacities of the public sector R&D;
knowledge and state-of-the-art-technology-based society; and the proper functioning of
internal market in Lithuania) and the employment policies.

The e-Government development in Lithuania is a continuous process implemented in
individual stages. Since the very birth of the e-Government project (in 2001) a number of
plans have been scheduled to be implemented. The e-Government schedule was adopted
in April 2003 designed to ensure the attainment of the 2010 objectives. Up to this date
quite a number of minor works and projects under the e-Government concept has been
completed; however there is still a lot of outstanding initiatives and tasks, still pending
problems of have been completed and The principal obstacles to the development of the
e-Government prevent the appearance of the preconditions for attaining the major
strategic objectives of the public demonstration sector — to develop a public
administration system that is transparent, efficient, result-driven and, being based on IT
ensures a quality servicing of persons.

Based on the review of the Lisbon strategy implementation progress since 2004,
Lithuania is mentioned neither among the poorest nor the best performers (except that
it has attained the most notable progress in the market liberalisation areas). According
to the Lisbon competitiveness index the best results in Lithuania have been achieved in
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the areas related to the financial services sector, the development of the
telecommunications, transport and the utility services network development, as well as
business environment, partly — to the sustainable development and market liberalisation.
The lowest indicator has been assigned to the information society development. The
major difficulties related to the competitiveness of Lithuania in the context of the EU and
the global trends stem from a relatively slow development of information society; low
level of the innovation and the research and development activities; the digital divide
that made itself specifically visible in the transitional period and is still persisting.

Based on the data of the Department of Statistics under the Government of the Republic
of Lithuania of 2007, in the course of the year the number of households having a PC
increased by 15 percent, the number of households with the internet access — by 27
percent. According to the household survey data the number of households acquiring
PCs and internet access in the course of the past several years has been rapidly
increasing. In Q1 2007, 42 percent of Lithuanian households had personal computers and
40 percent had internet access. In the course of four years the share of households
having personal computer increased by more than twice, and those having the internet
access at home - by 6.5 times. 40 percent of all households were, in Q1 2007, internet
users. In cities internet access was available to every second household and in rural
areas — every fourth (23 percent). Most of internet users were browsing internet by
means of personal computers (desk or portable), every second household — by means of
a mobile telephone (52 percent). 23 percent of the households having the internet access
were using only the narrow-band internet communications: out of them 38 percent
indicated that the broadband communications facility is too expensive them, and every
third household (31 percent) indicated that they did not need such broadband
communications. During the period reviewed 49 percent of 16-74 year olds were internet
users (in Q1 2006 — 42 percent). The most active users of internet were schoolchildren and
students — 99 percent of the respondents. Among employed population those using
internet accounted for 58 percent. The need to have the internet access is significantly
reduced in households with the inhabitants older than 74 years of age with only very few
responding as having internet access at home. For the purpose of the calculation of the
computer and internet usage indicators Eurostat normally includes into the sample the
households having at least one person below 75. 44 percent of such households were
enjoying the internet access at home. 55 percent of persons belonging to the 16-74 years
of age bracket had used computers at east once. Majority of computer users are young
persons. 4 percent of persons in the 16-24 age bracket have never used a computer, and
as many as 94 percent of the respondents from 65-74 year olds. In Q1 2007, 52 percent of
respondents from the 16-74 age bracket were computer users and from among them two
thirds (66 percent) were using computers on a daily basis, and 27 percent — at least once
a week.

The current situation in relation to the public internet access points in Lithuania is
described as follows:

e 700 internet access points have been installed (300 installed by a private business
initiative “Window to the Future’/ and 400 under Phare programme).

* Inrural areas total 1,100 public internet access points will be established (additional
400 internet access points will be established in the near future).

» 83 internet access points operating since 2002 will be upgraded.

* internet access points will be networked and operated in a centralized manner.
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The data of the survey on the public services on-line availability allow a conclusion that
in Lithuania part of the public services transferred to the virtual space has nearly
remained unchanged since 2004, and currently the indicator is below the EU average.The
report on the availability of public services published in June 2006 contains the data on
the level of transfer of public services in the EU Member States, also Norway, Island and
Switzerland [20]. The level of transfer of public services to the electronic media in the
States described in Fig. 1 is on average 50 percent. In Lithuania the shares of the services
transfer is lower than the average in the above States.

Fig. 1. The share of public services completely transferred to the internet [20]

The survey conducted by the Information Society Development Committee under the
Government of the Republic of Lithuania reported the following levels of the compliance
of the internet websites of public authorities institutions:

e Institutions under the Government - 54.5 percent.

e Ministries — 52 percent.

e Counties - 49.3 percent.

e Chancellor office of the Government of the Republic of Lithuania - 44 percent.
« Institutions subject to the requirements of general regulations — 38.2 percent.
e Courts and the Prosecution Service — 38.1 percent.

¢ Municipalities — 36.5 percent.

e Institutions under the ministries — 35 percent.

e Other institutions — 32.4 percent.

According to the data of the survey, most of the public authorities did not manage in a
timely manner to redesign their internet websites, specifically lagging from the general
requirements are entities, public institutions subordinate to public authorities. The first
ever survey of the internet websites of municipalities from the point of view of their
compliance with the general requirements has shown that within the overall context the
websites show a medium degree of compliance with the general requirements and in
most municipalities the provision of electronic public services has just started.

Based on the survey conducted by the Information Society Development Committee in
2007 (with the participation in the survey by the authors of the article N.K. Paliulis and
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J. Raudeli®niend), most of the municipalities in Lithuania provide only level 1 and level
2 maturity public electronic services. Major cities have definitely attained the largest
progress in terms of the transfer of public services into the Internet facilities:

» Klaipoda city Municipality (total services of different maturity levels (Level 1 - Level
4) — 111 services (75 percent) services transferred.

* Vilnius Municipality (109 services (74 percent) transferred).

+ Panevolys Municipality (77 services (52 percent) transferred).

» Alytus Municipality (75 services (51 percent) transferred.

» Kaunas Municipality (66 services (45 percent) transferred).

Among those that have transferred the provision of public services into the electronic
media to the least extent are regional municipalities. The services most commonly
provided in the websites of municipalities are the following:

» Level 1 maturity services — information on the organisation of the general education
of children, the youth and the adults, the procedure for the issue of licences for retail
trade in tobacco products; the procedure for the implementation of the solutions of
territorial planning, the procedure for the implementation of the solutions under the
general and the detailed plans.

* Level 2 maturity services — a possibility to download electronic forms required to
obtain the design terms for the design of residential houses, a kitchen garden house,
to perform the reconstruction of objects of industrial, or public purpose, or design
new objects; redesign an apartment, or obtain the permits for construction,
demolition or repair, obtain licences for retail trading in tobacco products and
alcoholic beverages.

* Level 3 maturity services - a possibility in the internet to fill in the application forms
necessary to be issued a repeated certificate on the civil status, also necessary to
obtain permits to organise peaceful mass meetings in public places, organize
concerts, festivals, sports and commercial events, or obtain archive certificates.

» Level 4 maturity services — an on-line facility to file an application and also to
receive a response has been so far put in place only in the Vilnius Municipality
offering a service designed to issue the certificates on social benefits available by
residents.

According to the data of the survey the most demanded among residents and business
entities are the following e-Services provided by municipalities:

» Calculation and payment of social benefits and the provision of social services and
other social assistance.

» Surveillance of the operation of buildings, issue of the collection of technical
conditions for building design and construction permits in the manner specified by
laws.

* Management of State assistance for the acquisition of housing and the provision of
social housing.

» The establishment of the procedure for trading and the provision of other services in
market places and other public places, the issue of permits (licences) in cases
provided by laws.

» Organisation of passenger carriage by local bus routes.

* Management of archive data.
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In the opinion of the representatives of the municipalities that participated in the survey
the major problems related to the development and the use of e-Services are the
following:

» Insufficient information and advertising on public e-services.

» Insufficient compatibility of public services among public sector institutions.

* No master plan or general vision as to the creation of e-Services has been developed.

e The e-Services are not sufficiently user and administrator friendly.

* No possibility for signing the electronic documents by electronic signature, part of the
documents have not been uploaded into electronic media (e.g., old archive
documents).

* The legal basis governing the provision of the services have not been adjusted for the
transfer into the electronic media.

* There is no inter-institutional integrated network, charges of some institutions for the
services provided are excessive.

According to the first half-yearly data of 2007, 20 percent of Lithuanian residents of the
15-74 age bracket had applied to the public administration institution (indicator for 2006
— 14 percent). The most frequent purpose for visiting the internet websites of public
institutions is to retrieve the general information about the institution and the areas of its
activities (68 percent of the internet website visitors), to retrieve information about the
services provided by the institution, and the procedure to obtain such services (37
percent), to find any legal or administrative information of interest.

Overall, the scope of the use of e-Services is increasing: according to the data of the
survey 28 percent of the visitors to the public sector websites were submitting the
questionnaires completed in an electronic form or other information necessary to
receive e-Service, 25 percent of the visitors were downloading the forms necessary to
receive the services provided by the institutions. In most frequent cases residents were
using the e-Services related to income taxes (44 percent of the internet website visitors),
job search (27 percent), training (19 percent), search for legal information (18 percent),
and transportation services (18 percent). Respondents indicated as most required the
income tax (40 percent), job search (32 percent) e-Services, and those related to health
care (24 percent). The best developed public e-Services provided by public authorities in
Lithuania are those related to the income tax declaration, job search, search for
information stored by public libraries, social contributions, customs declarations,
provision of statistical data and public procurement.

The generalisation of the survey‘s findings allows a conclusion that the development of
the e-Government in Lithuania is an on-going process. The principal obstacles to the
development of the e-Government prevent the appearance of the preconditions for
attaining the major strategic objectives of the public demonstration sector — to develop
a public administration system that is transparent, efficient, result-driven and, being
based on IT ensures a quality servicing of persons. The major problems stem from a
relatively slow development of information society; low level of the innovation and the
research and development activities; the digital divide that made itself specifically visible
in the transitional period and is still persisting. In the opinion of the representatives of
municipalities surveyed the major problem is the absence of a master plan or a vision
for the development of the electronic public services. All these problems and challenges
have a direct impact upon the management of the urban development policy.
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The impact of the information society upon urban development

One of the most important characteristics of modern democracy is a possibility to access
information and knowledge, actively disseminate own ideas, participate in the
community decision taking process thus affecting the decisions by municipal authorities.
This would provide for proper preconditions for the enhancement of the transparency of
the urban planning process and involve in it a major part of the city community (Fig. 2).
According to the American researcher L. Wirth, a city or part of it is the creation of the
society. In States that have a long-developed communal cohabitation traditions, the
creation of cities has developed the features of inherited urban architecture. Thus the
modern democratic principles acquire a vital significance. A deliberated participation of
citizens in public life is the only legitimate method to express the public opinion and only
to the extent it is capable of assisting the community to assume the responsibility for the
consequences of its actions. The societies that are known as having progressed in the
development of democracy uses a number of terms, virtually of identical meaning, to
describe the participation of the society in the formation of urban architecture: Public
(Citizen) Participation, Public Consultation, Public Involvement, Public Meetings, Public
Private, Partnership (PPP). Based on the theoretical surveys conducted by K. Lynch on the
methods and ways to disclose the peculiarities of any cities, and facilitate the formation
of the public opinion of their cities, a vital role is acquired by the interface e between
dynamic and static factors [18], the impact whereof expedites the disclosure of not only
the visual, emotional or functional meanings of the city, but also its values facilitating the
understanding by city residents of the importance of their participation in the
development of city plans, and understanding that under an influence of numerous
individual minds the overall image may be modified and eventually yield a number of
new collection versions of urban architecture and images characteristics of the epoch in
question. This is exactly the venue of the dormant reserves and resources of the part of
Vilnius community (55-77 percent) theoretically willing to participate in the city
development process but deeming it to be a meaningless undertaking. According to D.
Held “the society must be guided by a publicly developed concept of the common good*!
Therefore, unless the citizens are provided for a possibility to “efficiently participate* and
“obtain conscious understanding’ broad circles of the society will at all times remain
marginalised in respect of the democratic process and will have no cognitive measures
to be able to take any collective decisions when agreeing on the criteria of the common
good being created [19]. Ironically, this very realistic information so inherent to
architecture is being very scarcely understood or perceived by majority of the society.

Target part of
the territoriaf

Politicians community

Society

Representatives of the
administrative authorities

/ Active part of the society
Non-target part
of the territorial

Informal groups of persons community

Fig. 2. Society — participants of the formation of the urban development policy
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The participation of the public in the urban planning processes depends on the composition
and the method of the involvement of the participants that include the citizens, territorial
community or society, interest groups, influence groups, etc. The application of any
democratic principles is to be assessed in the context of a number of formal and informal
factors that determine the activity of public involvement in the urban planning processes.
As the results of the surveys conducted in Lithuania have shown, most respondents believe
that the information society development is in the first place necessary for all citizens (about
80 percent of the respondents), with only an insignificant share of an opinion that this is
necessary for the authorities — to enhance the transparency of their activities and the
development of democracy. The situation clearly allows a conclusion that Lithuanian
residents are still not adequately prepared to actively participate in the public and municipal
administration. This is also confirmed by another opinion of the respondents where only 7
percent of the residents (Fig. 3) believe that the information society development will affect
their possibilities to participate in politics, i.e., public and municipal management. On the
other hand, a significant portion of the residents (49 percent) relate the information society
development with the improvement of economic conditions®.
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Fig. 3. Impact of the information society development upon the individual areas of life

While a fairly tangible part of civil servants (41 percent) believe that the transfer of their
activities into the virtual space would accelerate the decision making process and will
make their performance much more transparent (Fig. 4), there is still an outstanding
problem of a fairly large share of civil servants showing some reluctance to transfer their
activities to the Internet (Fig. 5). Likewise, nearly half of them (49 percent) indicated their
unwillingness to allow the involvement of tax payers‘ into their activities (Fig. 6). This
thus explains why only about 60 percent of them were in favour of the introduction of a
“one-desk* principle (Fig. 7) although this would undoubtedly increase the possibilities
of the society‘s involvement in public and municipal administration.
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Fig. 4. Assessment of the transfer of the activities into the Internet
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Fig. 5. Transfer of the activities of civil servants into the Internet
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Fig. 7. Assessment of the introduction of “one-desk* service

The assessment of the results of the analysis in view of the inefficiency of cooperation
between the public and the authorities clearly disclose the gaps apparent in the situation
(that are specifically inherent to the States with the democratic system only evolving, such
as Lithuania), also the presence of continuous conflicts and an increasing difficulty to
coordinate the actions for the attainment of common goals (“fronts‘ opposition movement
and public movements come into stage to protect the interests that eventually become a
tool for playing political games specifically in pre-election campaigns). When consolidating
the principles of the sustainable urban development and enabling the territorial
communities to communicate with the local authorities, the Lithuanian city residents may
also in the long run be gradually integrated into a modern and well-designed urban space
characteristic for the epoch. A conducive environment is a result of joint work and efforts
that originally stem from a good choice and good projects. Driven by willingness a territorial
community can create and maintain such conducive environment by affecting the decision
making process of the authorities in order to accelerate the implementation of e-
Government — and this will never be achieved by a single individual or a group of persons,
this can only be the result of the collective activity in the society and the individual efforts.
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The system of urban plans

Under the market, i.e., competition conditions a special significance in self-governance
is acquired by an optimized planning system wherein a particular importance is attached
to general and strategic plans and other lower level planning documents. Not only the
planning process, but also an efficient system of monitoring of the implementation of
any plans become of special importance. The need to ensure a proper monitoring
referred to in the Law on Territorial Planning [4] (LTP) is rendered completely declarative
since it is not substantiated by any legal acts or regulations. It is absolutely necessary to
develop a realistically operating system that would ensure a possibility to continuously
monitor, analyse and design the changes in the urban development, arrive at conclusions
while projecting the development trends, amending and supplementing the territorial
planning documents, and adjusting the development priorities. The process will become
fully efficient only upon the development of an integrated national plan implementation
system. This will require ensuring a full clarity of the assessment criteria; a system
ensuring a comprehensive and objective analysis of urban development and the
changes, and the development of the system for accumulation, storage and processing
of information and decision making. Regretfully, as of today the theoretical
considerations concerning the implementation of the plans in the form of various
guidelines and regulations (some of them have not yet been developed or are being
developed without assessing the complexity of planning documents of different kinds)
are poorly efficient which prevents the appearance of any integrated approach toward
the urban development policy and the optimisation of a well-grounded short and long-
term perspective of the development of the cities.

The analysis of the planning systems used in the States of the Baltic region [3] in terms
of the levels of document types and document interface has shown that all aspects of the
development are substantiated, in the first place, on the basis of theories. Thus detailed
or specialized plans (in Lithuania there is a special type of planning), and the
programmes on economic, social and other issues are the integrated parts of an overall
plan. Therefore the legal acts and regulations currently effective in the country should
identify and reflect the principles of the identity of concepts, understanding and
contents. For the development of the municipal territories to be efficient it is necessary
to develop an integrated strategic-level urban development system (Fig. 9) that would
involve all areas of activities of municipalities and all governance levels, as well as the
subjects operating outside the boundaries of municipalities.

The legal acts currently effective in Lithuania provide for different treatment of the
contents of plans and different definitions of the contents of plans of different levels. One
version of definition has been provided in the Law onTerritorial Planning of the Republic
of Lithuania [4] that provides for a complicated and confusing definition of the system of
plans, the procedures and processes of the development of plans. A different definition
is provided in the Law on Land (I@) [5] whose Article 2 describes the land management
projects, schemes and land ownership projects. A third version of the definition can be
found in the Law on Regional Development of the Republic of Lithuania (RP@Q) [6], or the
strategic planning methods approved by the Government of the Republic of Lithuania [7]
that basically focus on the organisational issues related to the development of strategic
plans. Therefore any discussion on the differences in the contents of the processes
triggers problems and discussions on the interface of the General plan and the Strategic
plan (SP) and their place in the integrated system of plans.
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A number of uncertainties arise because of different wording and wording in the
definitions of the objectives and tasks of territorial planning and the contents of the
plans. The latter are not in any way differentiated within the meaning of the TPL [4] and
it should be understood (and the society understands it exactly the way) that such plans
are to be applied to territories of any size, any level or type of planning. The ambiguity of
the concepts, e.g., in relation of the coordination of plans, approval of the plans by the
society, approval of the concepts by decision-makers, or the complete absence of
concepts such as “public interest’ “legitimate expectations” not only confuse the
organizer of the planning activity, the owner of the property or the investor (who
maintain their own interpretation of the contents), but also create conflict situations.

For example, the analysis of the contents of the Vilnius city General and Strategic
planning documents allows a clear observation that the current analysis, solutions and
the hypothetic peculiarities of the monitoring system are essentially overlapping (Fig. 8).
It is natural that both documents in respect of the same territory must have the same
development policies, visions, priorities, objectives and tasks. Therefore such
overlapping can hardly be justified.

The city development management strategy is a broad-scale concept of the use of
resources with a view to attaining the objectives prescribing for the procedure for the use
of the limited resources of the cities, the perceived directions of the further urban
development to which the resources will be channelled. Furthermore, the urban
development concept defines the competitive advantages of any city — its financial
potential, productive potential, competent governance, etc.

When assessing the above aspects the planning system model has been proposed
providing for the plan integration zone (Fig. 10). The general and the special plan
solutions are integrated within the said plan integration zone. The strategic development
priorities defined in the general plan solution are exactly the elements of the strategic
plan.The more detailed, related to territories and additional tasks are being addressed in
another part of the general planning process while adapting them to the specific urban
development situation.
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Fig. 8. Integrated model for the strategic level of complex planning
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Thus the general plan and the development priorities provided therein are being
successfully integrated in the strategic plan that, being constituent parts of one document
supplement each other while seeking the general objectives of the city development.The
SP document focused on purely economic matters and those related to finance planning
these issues being withdrawn from the general plan solutions would represent a further
step towards an integrated planning system. The analysis of the plan systems in
European States [8] has shown that the plans are mutually harmonised and supplement
each other, in the first place by levels, by integrating into such plans and other planning
documents, including the strategic planning documents a tool for the formation of the
programme budgets, however, without separating them from the development of a
specific territory (which is only natural, since the issues such as financing and other
economic issues cannot be addressed isolated from a specific territory). A proposed
integrated model for the management of urban plan system (Fig. 9) integrated the
general planning and strategic planning processes into one integrated plan (IP). The
developers of this model were guided by an idea that the planning process is actually the
process of the selection for the direction of the organisation’s movement, as well as the
methods and the ways to be applied for the purpose of the attaining of the established
objectives. The integrated system of plans includes all types of plans and is designed to
attain the established objectives.The system of plans also covers all time spans, assesses
the territorial aspects and provides for a possibility to plan in all levels of the city
development and in all functional areas of activities. A mandatory feature is the
continuity of plans — short-term plans result from the specification of long-term plans [9].
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Fig. 9. Integrated planning management model
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The general territorial planning, according to the provisions of the Law on Territorial
Planning of the Republic of Lithuania [4] is defined as a a process and procedure for
regulating the land use planning for defining the intended purpose of the territory and
land use, the priorities, the environmental, monument protection and other conditions,
for developing a system of land, waters. However, this provision is only partly correct
since it does not provide for the system of investment by municipalities and private
entities. Furthermore, according to the Free Market Institute [10], in their general plans
municipalities turn to planning not only the budget, but also the private investment
funds and the scopes thereof, the areas of financing mechanisms, etc. Therefore it is
doubtful whether the part of the general plan that includes the planning of the economic
development is truly indispensable. A different, a more progressive investment policy
formation methods would be to go into planning of the investment of the municipalities
and other investment affected thereby. Consequently, one of the purposes of the General
plan would become not specifically economic development, but rather the provision of
suitable conditions for such development.

The application of a complex planning model and supplementing of the effective legal
acts would expedite the formation of the long-term integrated complex urban
development plans the constituent and each other supplementing parts thereof
represent the General and the Strategic plans. A integrated plan of the territory would
become a forming guideline of the directions of the strategic urban development, and
the social and the investment management tool based on all resources of the
municipality, including its financial resources. The General plan would cover all areas of
activity and would become a reflection of a territorial projection of the long-term
development prospect; the General plan would provide for a more detailed specification
of methods for attaining the predefined objectives in the lower levels of territorial
planning. Such plan would provide for the directions and the timing of perspective
directions of urban development until which the predefined objectives are to be attained,
and would identify the territories eligible for investment. The strategic (economic) plan
would define the principle directions for the development of the city (area of municipal
operations) having regard to the available resources in respect of planning works of all
levels of the municipal activities. A short-term economic plan would be based on the
operational policy chosen by the municipality (on the basis of the political parties in
power) and would become a tool of budget formation.

The General and the Strategic plan development stage is exactly the stage at which the
future vision of the city is being defined. This stage involves the segmentation of the
forthcoming operations, assessment of the planning processes completed (monitoring
results), changing of the overall general culture of the organisation (city inhabitants, etc.)
and the application of the motivation system. Therefore the principal purpose of IP is the
definition of the directions of the territories the changes whereof, for example in view of
the changes of the architecture formation and the development policy, would be
implemented through changing the general and the strategic plans. However, the
experience and the policies of the urban architecture formation accumulated in Western
European States (Sweden, Austria, Finland) shows that this would be an extremely
infrequent phenomenon. Thus, the Toronto Official plan provides for the strategic
directions of the city for the coming 30 years. Such directions are further specified in
thematic strategic level documents, e.g., a municipal housing strategy, a transportation
Strategy, Community Service and Facilities Strategies and others. [11]. Where necessary,
the thematic plans are further specified by secondary master plans that are integrated
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into the urban design solutions. A similar planning system adopted in Vienna (Austria)
forms the vision perspective in the strategic level by developing the city strategic plan
(an integrated planning document) designed for the prospect of the coming 20 years.The
solutions of this planning document are being implemented through special plans
(Master plans) that are more detailed and developed in a strategic level [12], e.g., the city
transportation system masterplan the implementation whereof shall be ensured by the
department specifically established for the purpose. Planning of the economic indicators
in the General plan solutions would be a risky undertaking. This would inevitably cause
conflicts between the General plan organiser and the remaining part of the society that
would prefer a different activity in the territory. According to the results of the surveys
[13], about 80 percent of the participants in the planning process showed, when
developing the General plan of Vilnius, enhanced interest in their own land plots. This
results in the involvement of disputes on the contents of the concept of private and
public interests (the latter have not been defined in any legal act governing territorial
planning). This triggers a certain tension, hinders the development or the territories are
developed from the budgetary financial resources (for less developed countries,
including Lithuania this is specifically disadvantageous, and furthermore not exactly
possible). What is needed is a flexible strategic planning document defining in the first
place the matters related to the policy of urban development rather than the methods of
the realisation of the policy which is a prerogative of lower level planning documents. In
case of Vilnius Municipality such document would be represented by the conceptual part
of the General plan whose solutions define the polyfunctional centre system of
optimisation of urbanistic structure, the environmental protection terms and the
peculiarities, the image and other matters normally defined on the macrolevel.

This shows a necessity to establish a differentiated procedure for the involvement of the
society into the planning process by types of territorial planning, rather than by levels
that could limit itself to information and consulting with the society.This, however, would
mean the involvement of the public prior to starting the planning of a specific territory or
by ensuring a permanent participation in the planning processes, like in, for example,
Scandinavian countries. Currently the first version of this process in Vilnius has acquired
some features of informal planning, therefore about in about 90% cases the final results
of the city architecture formation projects are different from those discussed initially.

Seeking to ensure the efficiency of the management solutions it is necessary to initiate
some adjustments in the municipal governance structure that would ensure the
conditions for the attainment of the predefined objectives. The purpose of the proposed
IP model (that has been already partly implemented in the management of the
development of Vilnius general plan (Fig. 10) is, primarily, while focusing the attention of
political majority in power to seek the attainment of the objectives by integrating the
interface of strategic level documents.

For example, the responsibility for the territorial planning in the Vilnius Municipality,
according to the current organisational structure of the Vilnius Municipality lies with the
division within the Urban Development Department, while the strategic planning is the
responsibility of a division within the subordination of the Director of the Administration.
This causes a problem of the coordination of actions by individual divisions within the
process of planning. This is by far not an encouraging factor when introducing a system
for monitoring of the implementation of the plans or developing an information system

in the municipality.
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The monitoring exercise involves also the assessment of the environment and the
changes of its components, taking of managerial decisions that change the urban
development plans and the methods of their implementation. A mandatory requirement
for the monitoring of the development of a city (a municipality) is to ensure that the data
being accumulated comply with the requirement of monitoring, supervision and the
comparability with the plans of other cities (municipalities) of all long-term and medium-
term municipality development plans and objectives. A permanently operating
monitoring division (which has not yet been set up in Vilnius Municipality ) would be in
charge of the analysis of the conditions in the city and the city development trends and
the submission of well-substantiated proposals for the formation of the programmes and
the adjustments of the master plan solutions.

Based on the results of the surveys that have been in detail discussed at international
and national conferences [15, 16] a conclusion may be drawn that in Lithuania in most
cases the basic democratic principles of urban planning are being neglected. Despite the
presence of a balanced territorial planning ideology pragmatic interests and a short-term
benefit principles prevail. Very frequently, failing to understand the interrelations
between the general, special or detailed plans and their hierarchy the public finds itself
confused concerning the objectives, tasks and solutions. On the other hand, taking
advantage of the gaps of the relevant legal acts part of the society often purposely acts
in negligence of public interest. Thus, the provisions of Article 3(2) of the Law on
Territorial Planning concerning the possibility to form a healthy and harmonised
residential, working and recreation environment and the development of better living
conditions in the entire territory of the State are interpreted by part of the society as [4],
7..ignoring of the opinion of the land owner, and disregarding of the proposals of the
applicant (most often the land owners)“ Therefore when submitting the proposals, or
filing claims, or comments or expressing any criticism (e.g., in respect of the General
plan) the provisions of the Law are often completely disregarded. The public not
infrequently comes up with an opinion that the General Plan is a mechanic total of
detailed plans that, when necessary, may be easily modified. With the participation in the
planning processes of territorial communities, citizens, non-governmental organisations,
informal groups of the society other objectives come into stage designed to address
other tasks that are at the moment much more pragmatic and relevant for day than the
examination of the urban development strategies. Differently than, for example, the
practice of the Estonian planning system [17], in Lithuania the public opinion is often
based on the ambiguities of the Law on Territorial Planning. Article 7(2) of the Law
requires on the General Plan level “to define the altitude and intensity parameters of the
planned territory, or reserve the territories for the development of communication
corridors, engineering and communications infrastructure and other objects necessary
for meeting the public needs* [4]. But this is nothing more than the tasks of detailed
planning that are discussed when establishing the territory management and the use
regime, i.e., the boundaries of land plots and specific objects, that come into
contradiction of the provisions of Article 2(33) of the Law concerning the tasks to be
implemented by the General plan when establishing a conceptual regulation for the
management of the territory.
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Fig. 10. The organisational-management model of the Vilnius master planning process

These ambiguities eventually evolve in a factor triggering a conflict in the society in view
of the requirements of Article 7(2) of the Law onTerritorial Planning to develop a territory
management, use and protection concept that is neither appealing nor, often, properly
understood by the society. Regular citizens often are unwilling to see in such solutions
any long-term future vision preferring to treat the solutions of the General plan
addressing only the small details of their every-day life, i.e.:

« Development of the infrastructure of their yard.

* Planning of greenery planting in the quarters of multi-apartment houses.

« Proposals concerning the arrangement of the streets (holes, driveways into the yards,
establishment of the red lines of the streets, etc.).

« Proper delineation of the boundaries of the land plots among neighbours, etc.

Thus the General plan solutions often limit themselves to the problems related to minor
plots of land (which was the case in 1998-2005 Vilnius General Plan) completely ignoring
and disregarding the level of macrosolutions.

Conclusions

The e-Government development in Lithuania is a continuous process. The principal
obstacles to the development of the e-Government prevent the appearance of the
preconditions for attaining the major strategic objectives of the public demonstration
sector - to develop a public administration system that is transparent, efficient, result-
driven and, being based on IT ensures a quality servicing of persons.The major problems
stem from a relatively slow development of information society; low level of the
innovation and the research and development activities; the digital divide that made
itself specifically visible in the transitional period and is still persisting. In the opinion of
the representatives of municipalities surveyed the major problem is the absence of a
master plan or a vision for the development of the electronic public services. These
problems have a direct impact upon the management of the urban development policy.
In the view of the development of the consciousness of the Lithuanian community in
conjunction with the changes in the understanding of the quality of life concept the
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experience of the urban development plan formation on the basis of demaocratic principles
has acquired a special significance. The undemocratic and inefficient cooperation
between the public and the municipal authorities has a long-term adverse effect
hindering a sustainable urban development. Negative effects of the urban development
planning processes also stem from a subjective interpretation of legal acts; shortage of
information necessary for decision-taking; some hasty and unsubstantiated decisions
not infrequently taken on a wrong level (including those related to the consideration and
approval of the urban development design documentation); a sluggish and inefficient
introduction of innovations; inadequate competence of the personnel in charge of
decision-making; passiveness of the society; insufficient incentives and motivation of
municipal personnel to adequately fulfil their duties and develop professionally.

In the country, at all levels including the national level it is necessary to form integrated and
well-formalised territorial development planning and monitoring systems with a well
manifested interface between the general and strategic planning procedures from the point
of view of publicity, and with the lower level planning documents. It would be an expedient
solution to differentiate the participation of the society in the planning process by
individual levels. This should necessarily become a top priority task for the Government.

The municipal authorities (including Vilnius Municipality) needs to review and amend the
respective rules and regulations and initiate the improvement of the underlying legal
basis defining the procedures for the development of the General Plan and the Strategic
plan with a view of mutual interface, enhanced compatibility and integration with other
legal acts. The General Plan solutions should not be overloaded with excess information
not related to the strategic tasks of the territorial development, although providing for a
clearer definition of the criteria to establish a hierarchy of poly-functional centres, and the
principles for the self-development of territorial communities.

The urban territorial planning in the initial stage should be executed on the basis of
monitoring and discussions of the projects in their pre-design stage with the local
communities. When defining the indicators of the monitoring system it is necessary to
assess the overall development trends: the managerial capacities of municipal authorities;
activity of the society, public spirit when being involved in the decision making process;
the communication of the public and the authorities by ITT tools; the capacities of the
authorities to respond to the public challenges (to justify and substantiate the actions,
recruit the appropriate staffing, introduce and operate the most state-of-the-art ITT
facilities; disseminate the knowledge about the urban development, etc.); trends in the
changes of the urban development (decentralisation, polyfunctionality), regulation of the
urban development of the territories (development density, intensity, altitudes, etc.);
consideration of public interest, and educational processes in the public.

The use of the modern ITT ensures unique possibilities to make the decision-making
process transparent and involve into it the members of the urban community. The
officials of municipalities also need to be granted some freedom of actions and,
accordingly, increase their liability for decisions taken and ensure the transparency of
decisions. An efficient and transparent system for the control on the preparation, taking
and execution of decisions needs to be put in place involving members of the society and
using the modern ITT facilities. This will ensure the possibilities to expediently respond
to all kinds of challenges, and address the most urgent issues related to the functioning
of the city and the city development in an efficient and transparent manner.
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The Italian Police has created the World’s first “On line Police Station” launched on 15" of
February 2006. It is a web site (www.commissariatodips.it), always at disposal of the
citizen where he can:

* Find general information.

e Download forms.

* Make an On line complaint about a computer crime or theft and loss.
* Receive valuable advices.

* Interact with experts.

* Report to us conduct and events of illegal nature on the Net.

As the Police station is the point of reference in case of difficulties, so the On line Police
Station was born to be a point of reference on the Web.

The On line Police Station is a new service offered to all the citizens. It realizes, for the
first time in the world, a Police structure oriented to the web surfers speaking their own
language. It was born to be a point of reference on the web.

In fact, as the metropolis’ streets are often considered, in the reality and in the imaginary
collective source of traps for the citizen, in the same way the roads of the data
transmission can hide dangers that worry the navigator of the Net. To these citizens was
intended to transmit a reassuring message.

In fact in this Office they can report a computer crime and interact with experts who can
answer questions about Internet security.

Now the citizen is in the middle of the Institutions. In fact, the On line Police Station
reaches him in his office, home and so on. Therefore the citizen’s trust in the Institutions
increased and now he can browse the Net safely.

It offers a service easily reachable and easy to use by everybody also from people with
handicap that would risk to be left apart. That’s why it is written in a simple language even
when are explained technical details. With the birth of the On Line Police Station, the first
one in the World, we have:

* A new, efficient, useful and high quality service easily reachable and easy to use by
everybody also from people with handicap that would risk to be left apart. It removes
the citizen discomfort and reduces bureaucracy.

* A permanent communication channel between the citizens and the Police.
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» Less work for the Police Stations that have the chance to use their personnel to have
more control and security on the territory.

» A safe point of reference for the citizens on the Net.

* AVirtual Police Station entirely realized with the skill of the personnel of the Italian
State Police. No funds were asked to the Italian Government.

The results obtained with the birth of the On Line Police Station can be summarized as

follow:

» Less work for the Police Stations that have the chance to use their personnel to have
more control and security on the territory.

* A new concept: the citizen in the middle of the Institutions. In fact, the On line Police
Station reaches him in his office, home and so on. Therefore the citizen’s trust in the
Institutions increased and now he can browse the Net safely.

* More trust in the Institutions, more crimes reported, ready knowledge of new crimes
on the Net, more security of the citizen surfing the Net, full knowledge of the social
phenomena that could become new kind of crimes (bullysm etc.).

* The results obtained from FEBRUARY 15 TH 2006 to JUNE 30™ 2008 are: 1.300.000
visitors, 31.000 request for information, more than 27.000 reports about crimes on the
Net and 13.000 On line complaints.

These results have been obtained:

» By replying, in real time, to the citizen’s needs.

» By making the use of the web site (www.commissariatodips.it) more easy.That’s why
it is written in a simple language.

* By being very helpful.

» By trying to reach people of all sort of ages.

* By giving a quick response to the citizen’s reports communicating what has been
made in that matter.

The creation of an Online Police Station has lightened the workload of conventional
police stations. The citizen who goes to a conventional police station to finalize a
complaint lodged online will provide the officer in charge with a reference number
corresponding to the online compliant. The complaint will be then printed and signed by
both the complainant and officer in charge. So far results are excellent, especially if we
consider the increasing number of both visitors to the Online Police Station website and
the requests for the services it offers. We should also mention the good feedback from
users who often express their thanks for the initiative, and give their suggestions and
advice on how to improve it.

An online questionnaire is being prepared. It will ask citizens to rate our services.

The web & computer security area is the actual operations centre offering web users
professional and specialized support, providing them with useful information and advice
on how to surf the web safely. This is a specific area where users can delve into the
subject, lodge complaints and make reports online, and discuss with our experts in
specific forums.

With this innovative portal, the first and so far the only one of this type in Europe, citizens
can give their contribuition to step up security levels. They can count on and inform the
Communications Police experts about dangerous aspects and situations regarding the Internet.




The on-line police station

The increasingly closer contacts with citizens have also disclosed new forms of crime.
Among them, the theft of e-Bay accounts and their fraudulent use to swindle unknowing
users, new telephone fraud methods, phoney job offers designed to capture applicants'
personal details, sham notices of wins in the lottery cashable only after paying a sum of
money, spreading viruses targeting the latest mobile phones, and so on.

The Online Police Station comprises the following virtual rooms: ICT Security,
Immigration, Licences and Permits, Recruitment, Passports, Minors, and Complaints. In
each room, visitors can find detailed information on each topic, as well as downloadable
forms to obtain licences, authorizations and documents.

The most innovative service, however, is the ICT Security area.

Besides the above mentioned services, in this area citizens can lodge their complaints
online or report information about computer crime to us. Every online complaint lodged
by a citizen is electronically sent to the Communications Police station chosen by the
citizen himself/herself. A dedicated network connects Communications Police stations to
the Online Police Station.

This service has lightened the workload of conventional police stations, and more
officers could be assigned to other tasks. The citizen goes to a conventional police station
to finalize the complaint lodged online and gives the online compliant reference number
to the officer in charge. Once printed, the complaint is signed and the procedure
completed.

We are working on an another project enabling citizens to lodge a complaint or make a
report by means of a mobile phone. Contacts have already been made with major Italian
telephone companies.

Due to the interest raised internationally by the Online Police Station, the Postal and
Communications Police Service has received many governmental delegations to whom
the project has been presented in detail. A debate has followed among the delegation
members and Online Police Station officers. Many questions have been raised as to the
implementation of a similar initiative in their countries. The Online Police Station project
has been presented at Interpol head quarters within the European Working Party on
InformationTechnology and received unanimous appreciation by European police forces.

The project has been welcomed with such enthusiasm to make us think that the On line
Police Station will represent very soon a common standard of the Police services to offer
to all the citizens of the European Union.

A model of the Online Police Station is being prepared in order to be proposed to police
forces in the EU countries. Combining a technical project based on the Online Police
Station experience and the working process necessary for its operation, the model will
be adjustable to different network structures and legal systems.

To advertise the birth of the On line Police Station several agreements have been made
with the main web portals (Adnkronos, Virgilio, Kataweb, Libero, Tiscali, Diritto and diritti,
Msn, Google, Yahoo) that created on their home pages a link bringing to the On line
Police Station web site.
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Therefore the main press agencies took part to the opening ceremony and personnel
from the On line Police Station is present with a stand in the main fairs about net security
and public communication.

At last some agreements have been made even with the main consumers' and users'
associations and with the ANCI (National Association of the Italian Municipalities) which
have fully supported the new project advertising it and being open to every kind of
collaboration with the web site.

Recently, the Online Police Station in cooperation with eBay, launched a campaign
named "Good sense in all senses" aimed at advising citizens about how to buy safely on
the Internet.

The On Line Police Station has won the European e-Government Awards 2007, held by

the European Commission, in the category “Most Inspiring Good Practice” as a result of
a public vote from the citizens.

European eGovernment Awards 2007

The On Line Police Station has been selected as finalist in the category “Public
Administration” at the Stockholm Challenge Award 2008.
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Introduction

One of the strategic goals of the Republic of Croatia is the reform of public
administration.

The businesspeople and citizens of Croatia have the need and the right to have an
administration that is reliable, open, transparent, responsive and consultative. Since ICT
is a tool that can facilitate these changes in the administration, the Government initiated
the development of a national ICT strategy as early as April 2000. The National Strategy
of ICT Development was adopted by the Croatian Government and the Parliament in
January 2002. In 2003, the Central State Office for e-Croatia was established and the
Government adopted the Program e-Croatia 2007, which was aligned with the eEurope
2005 Action Plan.The objective was to transform the Croatian society into an Information
Society. The Central State Office for e-Croatia prepares annual Operational Plans for the
implementation of ICT in the Croatian public sector.

During 2003 another office was established, the Central State Office for Administration.
The Office is responsible for the organization of the administration and has prepared the
State Administration Reform Strategy envisaging the adoption of principles of good
governance in line with EU standards, improvement of the legal system, provision of
better services due to a modern, professional and trained civil service and simplification
of administrative procedures and establishing e-Administration. Even though formally
this Strategy was adopted in March 2008, its implementation already began years ago.

In Croatia we define ‘e-Government’ as an innovative use of Information and
Communication Technologies transforming the public administration and its relationship
with the citizens and businesses. The result is, or it should be, an increase in the speed
of administrative processes, increase of transparency, increase of anticorruption effects,
more efficient work of the employees, higher quality of services, and cost-cutting.

The development of e-Government required adjustments to be made in several different
areas, one of which was the legal framework. Then, an accessible and secure
infrastructure had to be implemented with the widespread availability of broadband
access at competitive prices. Being aware of this requirement, the Government adopted
a Strategy for the Development of Broadband Internet Access by the year 2008 in
October 2006. Last, but not least, an education system had to be put in place to build
capacities in the administration. Civil servants have to be able to use ICT, to participate
in the development of ICT projects, and finally to manage ICT projects.

The Central State Office for e-Croatia is the institution responsible for the coordination of
all ICT activities financed from public funds. This Office is headed by the State Secretary
directly responsible to the Prime Minister. Being aware of the importance of the
implementation of information society policy, the Croatian Government established the
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National Information Society Council in 2004, an advisory body on policy and legal
documents related to the information society, which proposes measures for sustainable
ICT development and cooperation between stakeholders in building an information
society in Croatia. The Council includes representatives of the relevant Government
ministries, the private sector, the academic community, and civil society.

Legal requirements

The legal framework was adapted to provide assurance as to the legal validity of
electronic documents and signatures and at the same time to protect the individuals with
regard to automatic processing of personal data. This is an overview of the important
laws that were adopted:

» Electronic Signature Act (OG 10/2002).

* Ordinance on the register of qualified certification authorities for electronic
signatures (OG 54/2002).

* Ordinance on the records of certification authorities for electronic signatures (OG
54/2002).

» Ordinance on the measures and procedures for the use and protection of electronic
signature and advanced electronic signature, electronic signature and advanced
electronic signatures development tools and certification system and obligatory
insurance for certification authorities issuing qualified certificates (OG 54/2002).

* Ordinance on the technical rules and conditions for linking certifying systems for
electronic signatures (OG 89/2002).

* Regulation on the scope of operations, content and responsible authority for
operations of electronic signature certification for state administration bodies (OG
146/2004).

» Electronic Commerce Act (OG 173/2003).

» Electronic Document Act (OG 150/2005).

» Convention on Cybercrime (OG 173/2003), Convention on Cybercrime is implemented
in Criminal Code.

» Law on data protection (OG 103/2003).

» Electronic Communications Act (OG 73/2008).

» Law on freedom of access to information (OG 172/2003).

» Law on personal identification number (OG 60/08).

* Law on the adoption of the Convention on Cybercrime (OG-IT 9/2002).

» Convention on Cybercrime is implemented in Criminal Code - regulations that apply
to computer crime — para. 223, 223a, 224, and 224a, OG 110/1997, 27/1998, 50/2000,
129/2000, 51/2001, 111/2003, 190/2003, 105/2004 and 84/2005.

» Information Security Act (OG 79/07).

* Regulation on information security measures (OG 46/08).

Development of services on the Internet

The development of Internet services started with the setting up of web pages providing
information on the certain areas of responsibility of public institutions. This is also one
stage of sophistication, which can prove very helpful in some cases Even this is the
sophistication stage one, applying the standardized indicators of the eEurope 2005
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Action Plan, it can be very helpful in some cases. One example of this is providing
information on whether identification documents issued by the Ministry of Interior have
been completed. The Ministry simply puts the information on the web that the previously
requested documents are ready for handover.

In 2005, the Government decided to charge all state bodies with the preparation of forms,
obligatory for the communication between the citizens and the administration, in an
electronic format, put them on their web pages, and it ordered the administration to
allow the citizens to use those published forms as official documents. Under this
obligation the sophistication stage 2 applying the standardized indicators of the eEurope
2005 Action Plan was achieved. Until the publication of forms on the Internet, everyone
had to purchase a particular form, so the Government had more than one goal in making
this decision. One was to make the communication with the administration cheaper for
the citizens and the other to give the citizens a reason to enter the virtual world and
motivate them to learn how to use the Internet.

At the same time, the Government was working on the implementation of different
services. One very important principle is the ‘One Stop Shop’ (HITRO.HR) principle. The
importance of this principle lies in the fact that citizens and businesses need not be
familiar with the structures and responsibilities of different public administration bodies
to get the services they need. The Government was aware that it is important to develop
a system built around services and not institutions. On the other hand, the development
of an intermediary system will prevent direct communication between service providers
and service users and in that way help in the fight against corruption.

Implementation of the One-Stop-Shop (HITRO.HR) concept

The One-Stop-Shop idea was developed on the one hand for the real world, and on the
other for the cyber world. In the real world, offices were established in FINA (Financial
Agency - state owned agency) were counters of all institutions involved in the process
of opening businesses are located in one place, one next to the other. Such offices exist
in all counties of Croatia and the citizen has to go to just one place to open a business.

The basis for provision of public services
The One Stop Shop concept
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Simplified schematics of the One-Stop-Shop principle for the provision of public
services. The citizen needs to come to only one outlet (either the window or a web portal),
which serves as a focal point for forwarding his/her application to relevant institutions
and their services: statistics bureau, Banks, Pension and Health insurance authorities. On
the other side the One Stop Shop concept was implemented in the virtual world by
creating one web portal ‘Mojauprava.hr’ (the translation would be ‘MyAdministration.hr’)
as the focal entry point for access to information and e-Public services provided by
different public administration bodies. All information is organized around services.
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The pilot project ‘e-Tvrtka’ (‘e-Company’) is a combination of the two approaches, which
was launched in Varaldin County. To open a company the entrepreneur has to got to a
notary-public, who will make all arrangements trough the Internet application ‘e-Tvrtka’
and the business is started within 24 hours. The pilot project has finished successfully
and it is promoted in other counties of Croatia.

e-Crew

With time, more and more sophisticated applications were developed. One very
important service is the e-Crew project prepared by the Ministry of the Sea, Tourism,
Transport and Development (today the Ministry of the Sea, Transport and Infrastructure).
The basic idea of this project is to make life easier for both the citizen and tourists.
Croatia has an exceptionally beautiful coast and is one of the most attractive holiday
resorts in this area, especially for sailing and yachting.

e-Crew is an application developed and installed with the aim to give the firms that rent
boats and yachts the possibility to register the crew and the passengers over the Internet
just by using a smart card with a digital certificate. At the same, time the stay of
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foreigners on charters can be registered with the Ministry of Interior. This application
helps the administration to have a complete overview of the charter businesses and to
avoid the so called ’black charter’.

IS OSG project

In 1998, the Ministry of Administration, now the Central State Office for Administration,
started a project called the ‘IS OSG’ information system for the registration of the civil
status of citizens. In all registrar offices a local network was installed with the same
application. It was essential to enter the data from the old books into the information
system so as to make possible to interconnect all data and give the citizens the possibility
to get their civil status certificates wherever they are in Croatia. Now almost all registrar
offices are interconnected and the locally entered data are replicated in the central
information system in Zagreb. For a lot of administrative services a birth, marriage or
death certificate not older then 6 months is necessary. Citizens had to travel, ask family
for support or write to the registrar office in order to get certificates. Now it is possible
to get the required certificate in any registrar office in Croatia with no regard where the
data was entered. Also, the school authorities are entitled to check the civil status of
children who enroll in schools, while the parents do not have to go to the registrar offices
to get birth certificates if they do not want to.

The end goal of this project is that the civil servants that are obliged by law to check the
civil status data have the possibility to check the data electronically. Of course, only if the
citizens give their informed consent as required by the Personal Data Protection Act.

The scope of the ‘IS OSG’ project includes the voters’ registers. They are entered locally
and replicated in the central system. Even in 2003 there was a possibility for the citizens
of Croatia to check the accuracy of their addresses in the voters’ register. They could do
that using the web application or using their mobile phone by sending an SMS to the
central database system.
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Public registers

The Central State Office for Administration has published all registers that are open for
public on the Internet. The following registers are published: the Register of associations,
the Register of foreign associations, the Register of national minorities, the Register of
political parties, Register of trusts, Register of foundations, Register of religious
communities and Register of legal persons of the Catholic Church, which are available for
browsing and viewing at www.uprava.hr. All interested parties have the possibility to
check the validity of registration for all mentioned entities.

e-Services

The Tax Administration has prepared e-Services to make it easier to fulfill tax obligations
in due time. The services are:

» ePKK is an e-Service that gives all taxpayers a secure and easy access to their tax
data. The overview is given for own data and for data they are authorized to see.

» ePDV enables full preparation of VAT registration, control of validity of entered data,
electronic signing of forms, sending of electronic forms, confirmation receipt, status
check of sent and received electronic forms.

 ePD - enables registration of the profit tax, control of validity of entered data,
electronic signing of forms, sending of electronic forms, confirmation receipt, status
check of sent and received electronic forms.

* elD - enables the preparation of electronic income tax forms to all employers and
payers of salaries or pensions or the taxpayers themselves, control of validity of
entered data, electronic signing of forms, sending of electronic forms, confirmation
receipt, status check of sent and received electronic forms.

The application is developed as client-server application. The development of new
services continues.

e-Pensions and e-Healthinsurance

Important e-Government developments for businesses were the implementations of e-
Services for the registration of employees in the Croatian Pension Insurance Institute
(HZMO) and Croatian Institute for Health Insurance (HZZO).

e-Pensions is a web-based system of the Croatian Pension Insurance Institute designed
for the registration of employees in the pension fund program. The electronic form is
available on the website of the national pension fund authority (The Croatian Pension
Insurance Institute). The registration process can now entirely be performed via the
Internet, including authorization, authentication and electronic form processing.

e-Healthinsurance is a web application of the Croatian Institute for Health Insurance aimed
at the registration of employees and their family members in the health insurance fund.
This service is at the moment available to businesses that are registered in the register
of the Croatian Institute for Health Insurance (HZZO). It is possible to register employees
and to terminate the registration, as well as to change their insurance data electronically.
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e-Cadastre

The Cadastre represents the basic registry of cadastre data in the Republic of Croatia. The
data is quintessential for planning the use of land and land development, which is
important for the entire economy. Obtaining the data from the cadastre or the land
register office used to be a difficult but very important task. Now the data are available
on the internet via the e-Cadastre web application. This project is aimed at making
cadastre data available to citizens and the process transparent, and motivating the
citizens themselves to update the information on their real estate property.

The catalogue of cadastre data is a collection of officially verified data on land and real
estate. It is collected in the information system of the Central Office of the State Geodetic
Directorate, which receives input from 115 cadastral offices from all over the country.This
catalogue is publicly accessible through the web, and after selecting the desired
cadastral unit, a user only needs to enter a cadastre plot number or number of his/her
landowner certificate.

e-Land Register

The electronic Land Register is an information system, whose objectives are to create a
unique database on land ownership data for the whole territory of the Republic of
Croatia, to streamline issuance of ownership entries and make them widely available, to
enable effective updating as well as matching land ownership data with cadastral data,
and to assist courts in resolving the backlog problem of land-ownership cases.

Recently, the project the Real Property Registration and Cadastre project (RPRCP) has
been initiated with the goal to interconnect land register data with the cadastre data
(digital cadastre plan with associated cadastre data).

Judges Web

The Judges Web is a non-governmental and non-profit organization whose aim is to
use modern technology in order to speed up and improve the quality of court
operations, as well as to make the information relating to court proceedings
accessible. The web site provides information on legal topics to lawyers, judges and
students of the Faculty of Law and to the general public. The Ministry of Justice took
the project over in 2005.

The e-Court Registry Project

Even in 1995 it was possible to view the Court registry via the Internet. At that time it was
necessary to have a username and password to access the data, while today the registry
is open to the public.

The Court registry contains data on the name, headquarters, activities, board members,
company and capital stock of business subjects. It is of importance for the process of
registration of business subjects.
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e-Customs project

The Customs Administration offered its first Internet services to international forwarding
agents in 2001 In addition to dispatching, forwarding agents can check the current charge
of their bank guarantees and insight into the register of customs duties. These services
provided considerable savings in the forwarding business operations, faster submission
of customs declarations and a lowered risk in business operations of forwarding agents.

The Commission for the Resolution of Conflict of Interest in the exercise of public office

The Commission for the Resolution of the Conflict of Interest is appointed by the Croatian
Parliament for the purpose of the implementation of the Act on the Prevention of Conflict
of Interest in the Exercise of Public Office and other provisions, good practice, political
responsibility and officials’ credibility.

To fulfill that goal a web application was developed and implemented where the list of
assets off all appointed officials in Croatia is accessible. It is also possible to report a
conflict of interest via the Internet.
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IS COPiIHRM

IS COPIHRM is a joint project of the Ministry of Finance and the Central State Office for
Administration. The goal of this project is to prepare an information system for central
calculations and payments of salaries and common human resource management for all
employees in the state and regional administration bodies and the public services
bodies.The objective is to have a central overview of all salaries together with a database
of human resources in the administration and a common human resources policy.

e-Health

A big tragedy happened in 2001 in Croatia. More then 21 people died during dialysis in
different hospitals in Croatia. No one knew of the number of deaths at that time since
they happened in different hospitals and different areas in Croatia and no one knew that
these deaths were caused by the same cause, which resulted in the tragedy. To prevent
such tragedies in the future, the Government of Croatia decided to develop a central
health information system where all health data of all citizens will be stored and
analyzed. The system has been set up, and all general practitioners are obliged to have
a computer in their practice and to send health data on their patients to the central
system. In the future all health institutions will be computerized and connected to the
central health information system. Analysis performed on that data will give a possibility
to notice and prevent problems like the one from 2001

ARHINET

In March 2008, the Ministry of Culture and the Croatian State Archives presented
ARHINET, which is the unique national archive system which serves as base for the
informatization of Croatian archives. The functions of this web-based system are:
archiving, safekeeping, processing and use of archived material. The register of archived
resources and registers of the Republic of Croatia are a part of this system which enables
an on-line access to the data on archived records that are stored within the State Archives
or with other owners of the archived material.

Central Database Registry on Personal Data

In 2005, The Croatian Personal Data Protection Agency established the Central Database
Registry on Personal Data. This was done in accordance with the provisions of the
Personal Data Protection Act and the Ordinance on the management method and form
for recording private data. The registry consists of a main database, subsidiary database
and records. All data are entered via the Internet and the database is open to the public.

Education
One of the most important parts in implementing new technologies is the education of

civil servants to be able to use this technology. In that respect an education for the basic
computer literacy was established.
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ECDL - European Computer Driving License

The Central State Office for Administration organizes ECDL courses and exams for basic
and advanced ECDL modules. After successful examination, a diploma is awarded
confirming the acquired knowledge that is recognized worldwide. The type of diploma
can be: ECDL Start (any of the four modules have to be passed), ECDL Basic (seven
modules have to be passed) and ECDL Advanced (all 11 exams have to be passed
successfully). The basic modules are passed by means of the Croatian automatic testing
and examination system — ATES, while the advanced modules are tested in the classical
manner.

Training of civil servants for the introduction of e-Administration

The Central State Office for Administration and the Central State Administrative Office for
e-Croatia, in cooperation with the Faculty of Organization and Informatics from Varaidin,
the University of Zagreb, and the University of Paris 1 Pantheon Sorbonne, France, are
implementing the project entitled Courses for Institution Building in Croatia -
eGovernment (courses for institutional strengthening in Croatia — e-Administration)
under the TEMPUS programme. Partners in the project are the London Metropolitan
University, Great Britain, Institute of Applied Informatics and Formal Description
Methods (AIFB), University of Karlsruhe, Germany, the University of Zilina, Slovakia and
the University Mykolas Romeris, Vilnius, Lithuania. Under this program 40 civil servants
were trained for the implementation of ICT projects.

This project is interesting not only because of the training outcome that is impressive but
also as a project where people of different nationalities, different professional
backgrounds and different working environments are trying to work together.

Conclusion

The efforts made by Croatia were considerable and taken into account. The World Bank’s
report, Doing Business in 2007 and Doing Business in 2008, ranks Croatia among the Top-
10 reformers for two successive years.

UNCTAD's 2006 World Investment Report ranks Croatia among the group of countries
with major investment potential, explicitly mentioning HITRO.hr as a measure facilitating
investment. The EU's 2006 Lisbon Review ranks Croatia first of six potential member
countries. Finally, according to the recent World Economic Forum report, Croatia rose by
13 places in the Global Competitiveness Index over the past year.
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E-government - Driving Public Service
Transformation

Austin Gatt,
Minister for Infrastructure, Transport and Communications, Malta

Transforming the public sector to reach strategic goals

Public service administration is a major contributor to Government’s building pillars for
a robust and competitive economy. It is Government’s main arm in allocating critical
resources to the areas most needed in order to build a strong infrastructural scenario
when faced with particular international economic pressures. Malta lacks natural
resources but attracts strong human resource infrastructures within the public sector,
amongst other key areas. One may therefore conclude that a robust Public Service is a
key location factor that places Malta in terms of international competitiveness.

Modernising the country’s administration practices will continue to improve Malta’s
strategic importance. To meet these challenges, the public service infrastructure needs to
be innovated continuosly, and it has to therefore be delivered not only in high quality but
also cost-effectively. ICT and e-Governance play a major role in improving standards of
service. The Public Service has undergone a wide-ranging programme of reform in this
regard. The service has led the way in Malta in its application of information and
communications technologies (ICT). It boasts a state-of-the-art ICT infrastructure which
has served as the springboard for electronic government.

Citizens and businesses are key protagonists that push towards the modernisation in
structural and legal infrastructures of a country and e-Government instills the need for
public administration services to align themselves more closely in order to become the
citizen’s and the business’s ‘new partner’. E-governance covers a whole range of
livelihoods; students, adults and old people alike. It is the extent of coverage of
livelihoods that makes e-Government a success. The citizen has a right to access the
services offered by government and have his or her request completed. It is no longer a
question of obtaining information but a question of a service materialising, leaving the
customer positively satisfied with the end result.

The evaluation criteria for an e-Government service that meets the citizen’s needs will be
based on the projects and implementations of technologies that Government will
implement in the very near future. To date, more than 60 services for citizens, business
sector and administration are being offered on the Internet. Key e-Services include
information on pharmacy roster, blood donor registration, booking for health related
programmes, MEPA applications, verification of next VRT date and road license renewal.

Government has also embarked on a series of initiatives that will continue to open up
the Public Service to the client. By the beginning of the year 2010, Government will issue
e-Passports and smart ID Cards to all Maltese citizens. The e-ID Card, as it will be known,
will allow users to interact with the Public Service fully online and to carry with them a
powerful set of applications such as an e-Wallet and an e-Health Card. Another e-Project
involves the revamping of Mygov.mt. This portal will become the primary platform
through which Government interacts with citizens and businesses.
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Government will encourage online participation and also partner with the private sector
to add more value to the users of the portal. In addition to furthering relations with the
private sector, Government is also taking up a series of initiatives with e-Government
agents such as Local Councils. Local Councils have been an increasingly powerful
intermediary for e-Services, IT education and access. They have enabled the progressive
devolution and decentralisation of Public Services. Historical and hostile Public Service
central offices that seemed to be designed to keep people away are slowly being
replaced by local village centres that provide a friendly personalised service, which make
Government closer to the citizen. E-government in this context has been used to increase
access to the Government.

Government will also go through a phased deployment of a complete e-Procurement
and G2B (Government to Business) online exchange framework which will improve its
public procurement function. E-procurement is the process of Government purchasing
goods and services electronically — starting with the tender publication, the identification
of the vendor, the placing of order(s) and then the management of the delivery. E-
procurement allows Government to attract more and better suppliers, to improve its
processes and to maximise its purchasing power. The system delivers direct benefits to
both Government and its suppliers.

Addressing public administration dysfunctions

E-government plays a key role in solving the public administration’s weaknesses. It
addresses this through the re-allocation of the right human resources, the reform of
financial practices, the application of ICTs and the re-organisation of bureaucratic
processes. On the other hand, the trends to move towards complex e-Governance
principles introduce issues of security, communication standards, data standards and
harmonised common information infrastructures. Malta has already set the legal
framework to ensure proper regulation for electronic commercial and service activity.

Government has recognised the need to change the way it organises processes. The
main aim of e-Governance is to bundle services and offer them under ‘one-stop-shop’
government solution. Such initiatives are already in force. Government offers an
opportunity for citizens to forward their complaints and concerns to any public service
department through one channel. It also offers an informational update service for
particular categories of society such as job seekers, in order to enhance their
opportunities in the local and international job market.

With regards to human resource organisational issues within the Public Service,
technological change and re-engineered organisational structures pose very demanding
challenges to civil servants and the overall leadership framework. This is due to the fact
that traditional management structures have to be abandoned, revamped and changed.
In the past, tasks were centralised and resources were concentrated to increase the
quality of the service. Traditional managerial tasks were directed and structured to
honour the citizens’ requests and produce effective results.

The transformation of public administration is empowered by technology, knowledge
and will. IT applications facilitate numerous routine activities that exploit human
energies that may have been otherwise used to support strategic decisions. The fulcrum
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of attention shifts from administrative pillars of public services to the exigencies of the
community at large. E-government puts an end to excessive bureaucracy within the
public service administration and becomes a major catalyst for change in society. The
citizen will then learn to adapt to such changes. As a result, the resources of the public
sector will be allocated according to need, and employees are redeployed away from
repetitive and duplicated functions in order to serve citizens better.

In order to achieve this, Government’s programme for modernisation of human resources
has been injecting the required ICT skills throughout the public service. Moreover,
Government has also extended these ICT education courses to the public at large.

Government has recognised the need to change the way it controls the various
structures. Since ICT brings about an efficient administration, human and budget
resources are controlled and monitored and therefore become oriented towards results
and cost efficiency. Through information technology, the public service produces feasible
technical procedures that allow for this control to take place. Some effective managerial
control concepts include strategic control, quality management, target managements,
budgeting, product budgets and benchmarking.

EU and international cooperation

E-government has also played a key role in placing Malta within the international scenario.
For all issues of human resources, control, organisation and e-Government, the national
and international exchange of experiences, together with cooperation from government
entities, the modernisation of public administration has been increasingly promoted.
Also collaboration with other member states forms part of the international exchange
program on the modernisation and transformation of public services administration.

Malta has reached various good scores in the area of e-Government. In 2007, Malta was
accepted as a member of the prestigious International Network of e-Communities (INEC),
joining the world’s leading ICT locations. The Intelligent Community Forum has also
chosen Malta as one of the world’s top 20 ‘smart communities’. During that same time,
the consulting firm Cap Gemini has ranked Malta 2™ in the on-line sophistication of e-
Government services and full availability online of e-Government services in Europe.

Malta’s e-Government vision for 2010

As can clearly be witnessed, the Maltese Government has embarked on a series of short-
term and long-term projects that will produce long-term benefits. The Maltese
Government is planning to provide all government services online by the end of the year
2010. The Smart Island Strategy concentrates on continuing to add value through e-
Government by knocking down the bureaucratic barriers between citizens/businesses as
the clients and Government as the provider of Public Services.

Web 2.0 has emerged as one of the major forces impacting on people’s Internet usage
patterns by providing them with online tools to contribute content, express their opinion
and to leave feedback on other user’s contributions. The most successful of these tools
dealing with content (e.g. wikis, photo and video upload and social networking sites




E-government — Driving Public Service Transformation

etc...) opinion and feedback (e.g. blogs, ranking engines for online vendors and travel
options etc...) have revolutionised the social lives of their users causing an entire
paradigm shift in interaction. This has not escaped the attention of search engines in
particular and of the advertising and media industry at large who have in their turn been
adapting and also contributing to this wave of online change.

The latest statistics published by EuroStat show an unfortunate reality whereby the
takeup of online public services (through filled forms) is about 13% in Europe even if
about 60% of Public Services are available online. The contrast between the revolution
happening in the rest of the Web and the relatively slower assimilation in the context of
e-Government is obviously of concern to all countries which, like Malta, have invested
heavily in this area. Governments across the EU are working towards i2010 targets and,
in line with this, Malta is committed to providing 100% of its Public Services online by
2010. But we continue to question if this enough.

Government is committed to remould a more client-centric public service based on the
pillars of effectiveness and accountability. The usage of e-Government in public service
transformation will not only continue to address public service dysfunctions but also to
more effectively and rapidly harness the lessons learnt from the application of Web 2.0
to serve citizens and business better. We have understood that the effectiveness of e-
Government depends not only on the 24x7 availability of Public Services (which has been
the most widely used metric to measure transformation), but in the end-to-end delivery.
Internet users expect an immediate response when using the Internet as a medium, an
expectation which can only be fulfilled with the re-engineering of the business processes
that command Public Service. E-government must be accompanied by cross-
departmental information sharing and collaboration empowered by practices that keep
the client’s exigencies in focus. The Public Service of the future will shed the old skin of
a silo approach, where each business unit operates independently from the rest, to have
all units forming a holistic functional whole. Malta has driven this change through
political championing and driven the implementation through the various line ministries
and departments. Our flagship e-Government portal mygov.mt offers users customisable
profiles. It continues to keep up with the market forces and we are confident that its next
incarnation, to be live in the deployed in first quarter of 2009, will live up to most of the
challenges of an e-Government 2.0. It is Government’s intention to transform
government websites from static and dull online versions of government files into
dynamic spaces of useful and relevant information, which are primarily aimed at offering
consistent interaction, and attractive rich media. The blending of Web 2.0 in e-
Government presents a major opportunity for Government entities to listen to their
clients and involve them in the transformation of public services into the user-driven
ones of the future. With Web 2.0 features, Government will augment the ways it interacts
with its citizens. Users of e-Government will get more information about what’s going on
get opportunity for communicating their opinions and ideas. Web 2.0 goes beyond the
supply of basic information to the citizens.

Government will also be embarking on a nationwide take-up programme. Greater awareness
of e-Government services through marketing, workshops and public debate will be pivotal
to push increased willingness to use e-Government.This coupled with the natural growth
of the Internet continues to motivate Government to promote this as a main source of
delivery of information and Public Services. It is understood that the only measure of
success in e-Government is the take-up assumed by citizens and businesses as its client.
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Innovation in Business and Citizen Services.
The e-Government as a tool for Administrative
Simplification

Pedro Silva Pereira,
Minister of the Presidency of the Council of Ministers, Portugal

Portugal is underway with ambitious and determined reforms within the scope of both
administrative simplification and e-Government.

Within these areas important initiatives are being undertaken with the aim at meeting citizens
and businesses’ increasing demand on public sector performance - namely through
cutting red tape, process reengineering and dematerialisation of services delivery - but
also to address country’s need to improve competitiveness and business climate.

E-government for simplification

Placing administrative simplification and e-Government together in the context of public
management reform, was one of the key success factors that Portuguese Government
found to support overall objectives for the modernization and innovation in the public
sector.

Importance of ICT to government vision of the future

RankCountry Score
1 Singapore 6.28
2 Portugal 573
3 Malta 570
4 United Arab Emirates 5.85
5 Malaysia 5.62
&  Denmark 5.51
7 Korea 5.50
8 Qatar 546
9  Estonia 5.40
10 |celand 537

The “Global Information Technology Report 2007-2008” from the World Economic Forum
recognizes Portugal as the 2nd among 127 countries to place the importance of ICT into
the Government vision for the future. This option Portugal has made to integrate
administrative simplification and e-Government into a coherent and wide-ranged set
of initiatives (Simplex Programmes) has been one of the first in the OECD countries:
simplification without the leverage of new technologies would be an insufficient effort;
e-Government without a previous assessment to the potential of enhancement in the
current process would be an half of a reform in public services delivery and a lost of
opportunity to make a real improvement.
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Portugal has recently shown a significant improvement in the on line public service
delivery, as the European Ranking for Online public services makes known, finding it self
in the 4™ position regarding ‘online sophistication maturity’ and standing the 3¢
regarding ‘full online availability’:

Portugal - Fully Online Ava ilability

0%

R T

2001 2002 2003 200« 2005 2006 2007

| Fortugal —-—E1J2?+|

This performance put both indicators just above EU (27+).

The following two representative initiatives illustrate, in that order, one example were e
Government added value to simplification (1) and another were simplification enhanced
an e-Government measure (2):

1. On the Spot Firm and Company on-line

In July 2005 a new system for creating companies, that allows firms - private limited
companies, partnerships or PLC - to be set up by making a single trip to just one
office and taking about one hour, was launched in the so called ‘On the Spot firm’
option.

Empresa
na hora

One year later, in June 2006, this new simplified system for creating companies was
totally dematerialized and made available at the national ‘Business Portal’ — the Company
on-line.
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Up to June more than 54.000 on the spot firms were established, which represents 72%
of the companies created during the same period, with a standard constitution time of
47 minutes. On average 6 companies per day are created on-line.

2. IES - Simplified Enterprise information
Until 2007 periodical information delivery was a company obligation spread among

different forms, delivered in different periods of the year to different public services, in a
large number of cases repeating data already sent.

E5]

When the dematerialization of this process was being designed, allowing companies to
comply with this obligation through a ‘one stop shop’ format, the involved services took
the opportunity to reengineer the procedures, identifying unnecessary information that
could be eliminated and data that could be standardized to allow interchange. This
process lead to a new electronic form that is shorter than the sum of the former parts.

This year more than 405.000 simplified enterprise information statements were
delivered, merging four obligations into one dematerialized declaration.

A renewed relationship between user and public services

At first, change affected the internal procedures of each and every department, namely
with respect to archiving procedures, processing of payrolls, the circulation of
information and documents. Then, or in parallel, public services began to relate to
citizens and businesses in a different way, providing improved access to information,
online interactive services and, more generally, taking a different approach to the
provision of services on a face-to-face basis.

Later on and gradually, departments began sharing information. This was followed by the
integration of separate services, which became increasingly user-oriented. The focus of
the new integrated services became the most important events in users’ lives, such as
establishing a company or registering a newborn baby.
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At the same time, e-Government and regulatory and administrative simplification were
acknowledged as the two faces of a single coin.

The impact of technologies didn’t just benefit the users of the Internet. The development
of online services also contributed to improve in person contacts with public services.

The services prepared for web-based channels are also being made available by phone
(a much more accessible channel) and provided in person contacts in a standardized
fashion, allowing for much quicker responses at frontline services, such as registries,
local tax offices or citizens’ shops. The Citizens’ Shops concept is a common public
service delivery hub, where different services share the same space and the some
standards (especially timetable and service level agreement). Some integrated services
are available, for instances “I lost my Wallet” desk. This allows a reduction of costs for
the administration making government-to-citizens and government-to-business
interactions easier and more convenient.

Also, through a self-service customer support, web-based tools can help bring services
closer to citizens.

The second generation of citizens’ shops, the businesses and citizens’ portals and the
contact points set up by some public services (health, immigration, customs and tax
authorities) are just a few examples that reflect very clearly the advantages for
Portuguese citizens of an integrated approach to modernize public service provision.

Integration of the backoffice: a key factor for a citizen centred delibery

As e-Government is a key engine for successful implementation of simplification
programmes, simplification of front-office business processes depends on obtaining an
integrated and coherent e-Government back office.

A prerequisite to fully implement a simplification strategy based on e Government is to
develop integrated back-office functions, in the scope of the same process, even if
resources belong to different organizational structures. This particularly means the
sharing of resources - human or informational.

Since sharing resources is one of the main goals for transformation, e Government
enables administration to better achieve its simplification goals. Nevertheless, this
integration doesn’t necessary means - in what concerns Simplex Programmes
philosophy - electronic integrations of back offices. In fact think big but start small is also
one of the main principles of these simplification Programmes: a first stage based just
on a front office single stop makes all the difference to end users, even if back-office still
works and communicates on a paper based mode; integration may further evolve to
most sophisticated ways of communication - interchange, database access, and
specially interoperability — but the most important lesson is that a citizen centred delivery
lies upon a back-office integration.

The success of simplification activities and public service delivery in Portugal depends
highly on a full implementation of the programmes in all parts of the public sector. Until
recently, there were few effective tools for collaboration and co-ordination between
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different sectors. This is a culture under change and moving towards a common binding
framework for collaboration and co-operation between stakeholders that move under the
same or related processes in the public sector that will significantly improve the
implementation.

Simplification of existing procedures and regulation. The simplex program

5 simplexos

Programa de Simplificacao
Administrativa e Legislativa

Quanto mais simples, melhor.

In Portugal, the Simplex programmes - Legislative and Administrative Simplification
Programs - have embodied all such values, principles and guidelines.

In focusing on meeting the goals of the European Union’s Lisbon Agenda on economic
growth and job creation, Portugal has decided to create an attractive business climate.
With high political priority, attention, and results, a series of extensive and ambitious
integrated administrative simplification and e-Government programmes have been
implemented in Portugal, since 2006: the Simplex Programmes.

Unique among OECD countries and having attracted significant public attention in
Portugal, Simplex programmes aim at improving the efficiency and effectiveness of
public service delivery to citizens and businesses as well as improving competitiveness
through better regulatory frameworks.

These programmes benefit from integrating administrative simplification and e-
Government and have already led to the implementation of a significant number of
important initiatives to improve the performance of public sector service delivery.

2006 Programme:
333 simplification/eGov initiatives

85% completed
2007 Programme:

235 simplification/eGov initiatives

83,48% completed
2008 Programme:

189 simplification/eGov planned
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Simplex has become a high-profile initiative that focuses on how e-Government can be
used as a lever for broader administrative simplification activities improving the quality
of service delivery.

This effort and results were recognized in Doing Business 2008, where Portugal was
considered as aTop Reformer, an in the OECD Report on “Making Life Easy for Citizens
and Businesses in Portugal - Administrative simplification and e-Government”. In this
report, presented last June, OECD enhances Portugal’s effort to “achieve better efficiency
and effectiveness through a range of targeted administrative simplification and e-
Government initiatives’’ Concerning results, “Portugal has come far in a short period of
time in developing basic e-Government components enabling public sector to develop
cross-cutting e-government services supporting core simplification initiatives”

The objectives and orientations of Simplex Programme can be briefed, for each of the
end users targeted, as follows:

* Business - Avoid and eliminate unnecessary procedures and lighten enterprises
obligations, cross-organizing public services and making it possible to answer their
needs by life events — to create a business, to provide mandatory information, to
extinguish a business...

» Citizens - Build a new way of delivering public services, focused on citizens’ needs
and based on a multichannel integrated structure. Promote the demand of regular
assessment of the citizens’ expectations, facilitating not only the evaluation of
satisfaction but also the recognition of new needs.

* Internal running - Stimulate partnerships and working networks within public
services, concerning the development of new projects. Promote knowledge sharing
and experiences sharing, providing the instruments and adopting the procedures in
order to spread and reuse knowledge, minimize duplications, rationalize financial
resources and increase the efficiency in the re-assignment of human capital.

Within these simplification programs some methods for simplification are commonly used:

» Doing away with certificates

Insufficient sharing of information means that citizens and businesses are asked to
submit information that is already held by the same or different authorities. Grouping
departments and improving internal communication will reduce the need to ask for
information in the form of certificates or other “probative documents”’

POrtal Da EMPresa
Mais simples, do inicio ao fim. I

Online Permanent Certificate: Whenever a corporate user needs atr ade
registry certificate, all he/she has to do is to submit the company's Online |
Permanent Certificate access code to the requesting public or private body '
which can then find the certificate on the Business portal |
(www.portaldaempresa.pt).

From December 2006 to the first quarter of the current year over 550.000 pe rmanent |
certificates were issued.
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Eliminating paper/dematerialisation

Digitisation of physical documents opens for wider simplification through improved
information and data sharing, use of intelligent and interactive forms that can be

submitted electronically, enabling users to follow administrative processes online.

' Seguranca Social Directa

Social Security Direct. On-line service that allows companies to consult their
data, to declare remunerations and to register or un-register employers to the
social security. Citizens can consult their data, including tax-paying history
and state of the installments.

Until June more than 68.000 online requests for the contributive situation certificate
were submitted.

POrGaL D@ EMPresd
Mais simples, do inicio ao fim.

Business Portal: An on-line service which enables companies to deal with
practically all the legal formalities that apply to companies, including the
creation of companies and asking for a trade registry certificate etc.

iﬁ' Portuguese State Off icial Gazette: The paper
RIS edition was abolished and the electronic edition
mm mﬂ was given full legal force.

ELECTRONICO

In addition, an open access policy has been introduced and new services are
now provided to citizens and companies. The aim was to provide better and
mores direct access to legislation and Public Administration acts and notices.

Savings of € 3.000.000 /year on publishing costs and € 1.000.000 /year on
distribution and communication costs, are estimated. Also about 1,400 tons/year of
paper are saved.

CARTAO DE CIDADAO
e @0

The “Citizen’s Card”: The card is an electronic ID card which provides all
citizens with a digital signature which canbe used for electronic
authentication when accessing public electronic services.

Until last June more than 104.000 citizen's cards were issued, 58% of which had
electronic signature activated.




Innovation in Business and Citizen Services. The e-Government as a tool for Administrative Simplification

» Simplification/de-bureaucratisation

Complexity and duplication of procedures lead to excessive administrative work.The aim
is to reduce obligations that are disproportionately burdensome or complex for citizens
and businesses, and to eliminate unnecessary licences, permits, etc.

. &crumng Red Tu pe no longer mandatory: Notarised deeds

concerning the situation of a company is made optional. In particular the
following acts will no longer require notarising: forming a commercial
company, altering its articles/memorandum of association, transforming
the type of company, or extinguishing it. These actions will simply need
to be recorded at the Trade Registry.

After the first six month of experience, about 60% of all company registrations were
already filed without recourse to a public deed.

* Merging and de-merging of companies: A public deed is not required for
merging or splitting companies anymore and it is sufficient to register the
merger or de-merger plans and the actual merger or de-merger at the
Companies Registry. These plans, the notice of the general meeting and
the merger or de-merger documents are then published online.

» Simplified Company Liquidation and Dissolution: these actions take place
at registry, without companies having to go through the courts and with no
mandatory public deed.

» Deregulation

By stating the principle that the public administration trusts citizens, detailed regulation
and multiple controls can be ameliorated.This will also entail use of regulatory
alternatives such as self-regulation, co-regulation, etc.

Simplification of Local authority building permits: A
simplified system for local authorities to issue building
permits is created.

CRRAIaZACAD € A EDIPCACHD
In certain circumstances this new regime will give out of the need for the

architectural design to be assessed and licensed, or for work to the inside of
buildings to be notified to the authorities in advance.

e Easier access to public services
This entails improving service integration, and information and data sharing by
increasing the co-ordination between public bodies involved in the same procedure as
well as transforming the way people are dealt with at physical contact points, by merging
those points and co-locating them.
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"Single Logistical Window" for the Maritime/Port System: A Logistics Platform
centralises in a common platform the information and documentation
concerning the various agents in the logistical chain (particularly shipping
agents, transit agents, land carriers, logistical operators, logistical park
management companies and the companies in such parks).

It is a one-stop shop for port issues. The Platform also allows paperless
procedures for decision-making.

renew documents used to relate with public
SR administration, due to the change on their address, name
A i or civil state, as well as due to lost or stealing.

Q «l lost my Wallet» desk: A single desk where citizens can

These documents represent more than 20% of the service demand in
Citizen's Shops.

During the first 3 months more than 9.800 document renewals were demanded with
an average of 134 documents per day.

Fast-Track Home Buying Scheme: The main aims of this
initiative are to eliminate formalities and bureaucracy
during the transfer and assignment of real estate and to
permit the possibility of completing all the necessary
procedures and acts at a single service point at the same
time.

More than 4.800 procedures were made under this new scheme sinceitwa s
launched, from July 2007 to June 2008..

e Harmonising and consolidating sets of rules

This key area aims at improving access to laws and regulations and at making them
easier to understand in order to reduce the costs of using and complying with regulation.
This will also lead to efficiency gains within the administration itself. The problem is said
to be related to the volume, opacity, and limited effectiveness of legislation in Portugal.
This key area aims at reducing the amount of laws by consolidating various statutes on
the same issue and by analysing alternatives to regulation.

Simpler building fire safety system: All the e xisting regulations that
specifically concern fire safety in buildings and other facilities are
consolidated in a single statute.

Critical Factors

Simplification programmes highly depend on some key drivers. In Portugal, the
following three are the ones that were used as a lever to expand simplification culture
and to lead this brand to success.
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Empowerment

Since Simplex Programmes are cross-cutting and involves several ministries and
agencies a strong political empowerment and central coordination are the key to a
strong commitment from the Ministries. The responsibility for the Simplex programmes
lies with the Minister for the Presidency of the Council of Ministers, with direct support
from the Prime Minister. A dedicated office has been created: SEAM - the Cabinet to the
State Secretary for Administrative Modernisation. A State Secretary for Administrative
Modernisation has been appointed.

Participation

After a first experience in 2006 it was decided that the following Programs should
incorporate users’ participation. Thereby, from 2007 and on, the Simplex programmes
are built upon a public consultation next to citizens and business. The input provided is
integrated in the Simplex programmes, upon agreement of the different services in
charge of the proposed measures’ implementation.

Accountability

The program is annual based.

Monitoring procedures are taken monthly and all information available on line. Results
communicated each quarter and if there are delays the reasons are posted.

Near future challenge

The Interoperability Platform

Portugal, as other OECD countries, is developing a common public sector organisational
and technical platform on which to implement e-Government solutions — a key to
ensuring horizontal and vertical integration, and a way of optimising efficiency and
effectiveness of e-Government service delivery across the public sector.

An Interoperability Platform for the public sector which, since May 2007, has been
managed by the Agency for Administrative Modernisation (AMA), defines an
architectural standard with rules and procedures that enable interconnectivity and
interoperability between e-Government services. When fully implemented, the platform
will provide the public sector with a sharing tool allowing interconnectivity between
independent systems and making multi-channel electronic services available.

Simplification Program in Local Administration

Today, collaboration and co-ordination between central and local governments are
required. After a recent OECD report assessment’, it was appointed the opportunity to
build formal and specific mechanism for assessing simplification needs between local
and central level and also the importance of establishing an institutional setup for the co-
ordination of simplification and e-Government efforts across both levels. This
recommendation was recently addressed through the “Municipality’s Simplex Programme”’

Beyond municipal measures - of the exclusive responsibility of each municipality - this
program includes initiatives that depend on the collaboration between central and local
governments - intersectoral measures - and others to be driven by a group of
municipalities, in a shared commitment, and led by one of them - Intermunicipal
measures; these, in particular, are good practices that have a high potential of being
replicated by other municipalities.
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Close collaboration with municipalities is key for the effective implementation of many
measures, such as licensing procedures. The Simplex programmes - central and
municipal - are now targeted at both levels of government.

The next step lies upon the capacity to put into practice the same principles that are
shared with the Simplex Programme: coordination, transparency and accountability to
the commitment taken by these 9 Municipalities that agreed to get involved with central
government in a simplification programme.

Simplification assessment

Portugal aims at fitting into the overall European strategy about administrative and
regulatory simplification known as the “Action Programme for Reducing Administrative
Burdens in the European Union”

After the challenge launched by the European Council, Portugal made a pledge to
support the EU-wide programme aimed at reducing administrative costs for businesses,
as well as made a commitment to develop its own national initiative. The goal will be set
on the reduction of 25% of the burdens imposed upon business by national regulation,
using the Standard Cost Model methodology.

After a pilot experience focused on a limited number of key “life-events’ in order to test
this methodology, Portugal is now, in 2008, moving towards the general use of a
‘modified version’ of the Standard Cost Model for assessment of policy burdens.

This option begun with the some adjustments to the pure model and the development
of the Portuguese SCM manual - that will include some variables such as opportunity
costs of waiting times, response times and delays of the Public Administration - allowing
to catch out some other key dimensions of simplification, such as the impact of
dematerialisation. Also, the PT SCM methodology will be complemented with technical
orientations for process mapping, as a basic methodological instrument for this
measurement process.

The 25% reduction goal will focus some selected procedures within the main business
‘life events’. This also means that the measurements that are being launched in 2008 are
going to be centred on citizens’/business’ needs rather than legal diplomas, as it is
recommended by the ‘pure’ SCM methodology.

To conclude

Combining administrative simplification and e-Government development in Portugal is
to be a continuous process with a long term goal: enable public sector to deliver
seamless services and provide a high quality and less burdensome delivery, to the
benefit of citizens and businesses.

It requires a long term commitment, but it aims to reach a long term impact.

NOTES
t *“*Making Life Easy for Citizens and Businesses in Portugal ADMINISTRATIVE SIMPLIFICATION AND E-GOVERNMENT, *y OECD 2008
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