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FOREWORD

‘EPSA... the Champions League of European Public Sector
Organisations’

is just one of the many supportive statements received at one of the Info Days organised during the
call period at the beginning of this year. Again in 2011, this ‘league’ of public performers aimed at
seeking out, identifying and rewarding those hundreds of public initiatives and actions which address
today’s most pressing needs in society and propose innovative, efficient and effective solutions to
generally shape Europe’s future for the next decade. In this context, each applicant that participated
in the EPSA 2011 edition can be considered a ‘winner’, since the current economic environment and
numerous related constraints call for pro-active as well as firm approaches by public administration
actors, and the EPSA as a network of excellence supports this arena.

Since its launch in 2007, the EPSA has received, assessed as well as made accessible and usable
to a wider public, a total of more than 1000 public practices, forming a rich database of valuable
experiences at the service and disposal of all Europe’s public administrations.

The total number of projects submitted to the 2011 edition amounts to 274 eligible applications
coming from 32 countries and European institutions. In comparison to the previous 2009 edition a
slight reduction in the number of entries was observed, although the reasons behind this (e.g. the
current economic situation, fewer themes, a shorter application period, to name a few) may be multiple
or difficult to define. What is more relevant in this context is that the number of countries having
recognised the EPSA as ‘their’ tool for striving towards public excellence, for measuring themselves
and exchanging with others has increased from 28 to 32, and that the European Commission this
time submitted 7 (compared to 2 in 2009) practices. These figures and more detailed information are
compiled and presented in the EPSA 2011 Project Catalogue.

The aim of the catalogue is to contribute to sharing know-how among all public administrations all over
Europe, to help them find contact partners, good examples and practices as well as inspiration and
emulation from each other. We sincerely hope that this objective will be reached.

This catalogue is structured in three parts. In the first chapter, data and statistics on the 274
applications across the three themes are provided per theme, indicating what type of administrations
(level, size, country of origin, etc.) opted to participate. Subsequently, the EPSA multi-step selection
and assessment methodology and process is described in detail, underlining the overall philosophy
behind the scheme, i.e. to ensure an impartial, fair and independent system when evaluating the
practices. In the third and core part of this publication, all the good practices are illustrated following a
common template of description. They are divided according to the three themes:

Theme | Smart Public Service Delivery in a Cold Economic Climate
Theme Il Opening Up the Public Sector Through Collaborative Governance
Theme Il Going Green — Concrete Solutions from the Public Sector
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To facilitate the search for respective cases, they are additionally ordered by their country of origin in
alphabetical order and the EPSA registration project number in ascending order. Each case description
also includes the contact details of the submitter and web references (if available) to enable the reader
to easily find out more about the individual projects.

Projects awarded with a Best Practice Certificate (43 in total) and/or Nominees (top five in each theme
category, 15 in total) are highlighted with their respective label. In addition, and as a new feature in the
2011 catalogue, all the projects having benefited from an EU supportive action (partially or entirely)
are also marked.

The catalogue concludes by showing the EPSA team members and all the official institutional partners
of the EPSA 2011, who for the second time entrusted us with hosting and managing the scheme with
their financial support.

Our thanks and gratitude firstly go to the latter. Without the repeated trust and sponsorship of European
Member States, the European Commission (with two Directorates-General: DG Employment, Social
Affairs and Inclusion; and DG Human Resources and Security), the City of Maastricht and the Province
of Limburg, as well as a private sponsor, this sound success would not have been possible.

In this context, we also would like to extend our sincere appreciation to all the team members of the
EPSA 2011. Special thanks go to Claude Rongione who coordinated the work for the catalogue,
to Cristina Borrell and Olga Coscodan for the compilation and editing of the many cases, as well as
to Simone Meesters from EIPA’s Publication Department and Tiara Patel from the Linguistic Services,
who strived to make this catalogue attractive and comprehensible for the readers.

EIPA strongly aims to maintain its leading role in learning and development for the public sector in

Europe in the years to come, and thus will remain ‘playing the Champions league’. To this end, the
European Public Sector Award will play a crucial part, also in the future.

g‘ [ralt ‘}’ﬁ*"’“ﬂf;

Marga Prohl Alexander Heichlinger
EIPA Director-General EPSA Manager & EIPA Expert









GENERAL STATISTICS

Albania
Austria
Belgium
Bulgaria
Croatia
Cyprus
Czech Republic
Denmark
Estonia

EU Institutions
Finland
France
FYROM
Germany
Greece
Hungary
Ireland

Italy
Lithuania
Malta

the Netherlands
Norway
Poland
Portugal
Romania
Slovakia
Slovenia
Spain
Sweden
Switzerland
Turkey
Ukraine

United Kingdom

Applications by Country

50

0 10 20 30

1

24
—
I
19
23
21
30
47

Applications by Thematic Area

Theme | Smart Public Service Delivery in a Cold Economic Climate 103

Theme Il Opening Up the Public Sector Through Collaborative Governance 115

Theme Ill Going Green: Concrete Solutions from the Public Sector 56

Total 274




GENERAL STATISTICS

Applications by Sector

External relations and aid, development and enlargement 1
Information society, technology, media and audiovisual 18
Education (higher and lower), training and learning 19
Sports, youth, culture and art 3
Science, research, innovation 5
Environment, climate change, agriculture (incl. food safety) and fishery 28
Employment, labour related affairs and gender equality 7
Public health and social welfare/affairs 26
Public administration, modernisation, institutional affairs, reform 100
Economic affairs, competition, SME 22
Justice, police, human rights and security 16
Regional policy and development, decentralisation

Taxation, customs, finances

Transport and infrastructure

Other... 14
Total 274

Applications by Administrative Level Applications by Size of Organisation

EU Institutions (7) Total: 274

B Local (128) M 1-2531)
B Regional (58) W 2550 (22)
¥ National (81) [ 50-100 (25)

>100 (196)  Total: 274




THEME | STATISTICS

Applications by Country

Albania

Austria Applications by Administrative Level
Belgium

Bulgaria

Cyprus M Local (42)
Denmark [ | Regional (29)

™ National (27)
EU Institutions (5)

Estonia

EU Institutions

France Total: 103
Germany
Hungary
Ireland
Italy
Lithuania
the Netherlands Applications by Size of Organisation
Norway
Poland
Portugal M 1-25 (10)
Romania M 2550 (8)
Spain ¥ 50-100 (10)
Switzerland >100 (75)
Ukraine Total: 103
United Kingdom

Applications by Sector

Information society, technology, media and audiovisual 5
Education (higher and lower), training and learning 8
Sports, youth, culture and art 1
Science, research, innovation 2
Environment, climate change, agriculture (incl. food safety) and fishery 2
Employment, labour related affairs and gender equality 4
Public health and social welfare/affairs 16
Public administration, modernisation, institutional affairs, reform 35
Economic affairs, competition, SME 9
Justice, police, human rights and security 10
Regional policy and development, decentralisation

Taxation, customs, finances

Transport and infrastructure 1
Other... 3
Total 103
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THEME Il STATISTICS

Applications by Country

Austria
Belgium
Bulgaria

Croatia

Czech Republic
Denmark
Estonia

EU Institutions
FYROM
Germany

Greece
Hungary

Ireland

Italy

Lithuania

Malta

the Netherlands
Norway
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Portugal

Romania
Slovakia
Slovenia
Spain
Sweden
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Turkey

Applications by Administrative Level

W Local (52)
M Regional (22)
[ National (39)

Pan-European (2)

Total: 115

Applications by Size of Organisation

W 125 (14)
W 25-50 (13)
[ 50-100 (12)
>100 (76)
Total: 115
Applications by Sector
External relations and aid, development and enlargement 1
Information society, technology, media and audiovisual 13
Education (higher and lower), training and learning 7
Sports, youth, culture and art 1
Science, research, innovation 3
Environment, climate change, agriculture (incl. food safety) and fishery 3
Employment, labour related affairs and gender equality 2
Public health and social welfare/affairs 10
Public administration, modernisation, institutional affairs, reform 48
Economic affairs, competition, SME 8
Justice, police, human rights and security 5
Regional policy and development, decentralisation 4
Taxation, customs, finances 1
Transport and infrastructure 1
Other... 8
Total 115
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THEME IIl STATISTICS

Applications by Country Applications by Administrative Level
0 10 20
Austria M Local (34)
Belgium .
Regional (7)
Cyprus
. National (15)
Estonia
Finland Total: 56
France
Germany
Ireland
Italy
Malta
Norwa . . . . .
Y Applications by Size of Organisation
Poland
Portugal
Romania ' W 1-25 (7)
Seain 25-50 (1)
Switzerland
50-100 (3)
United Kingdom
>100 (45)
Total: 56

Applications by Sector

Education (higher and lower), training and learning 4
Sports, youth, culture and art

Environment, climate change, agriculture (incl. food safety) and fishery 23
Employment, labour related affairs and gender equality 1
Public administration, modernisation, institutional affairs, reform 17
Economic affairs, competition, SME

Justice, police, human rights and security

Regional policy and development, decentralisation 1
Other... 3
Total 56
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EVALUATION AND SELECTION PROCESS

14

‘And the Winner is...” The Impartial and Independent EPSA Evaluation
and Selection Process

The evaluation and selection methodology developed and used by EIPA for the EPSA 2011 edition
to select the best practices and the final winners follows a multiple-step impartial and independent
process:

1. an online evaluation

2. a consensus meeting

3. onsite visits to a small number of shortlisted projects per theme

4. the final selection of the groups of nominees and award winners per theme by a jury of top-level
personalities.

Figure 1: Graphical illustration of the EPSA 2011 Evaluation and Selection Methodology and Process

The EPSA 2011 Evaluation & Selection Process - ;EIIE’A

to arrive at a commonly agreed list of ranked projects per theme; to
define the best practice cerificate recipients; and to agree on top-
ranked shortlisted projects for onsite visits.

Data: 26-27 May 2011

STEF 1: Individual online evaluation

by each evaluator, in isolation and remaotely based,

Each project evaluated by three evaluators (triple evaluation).
Data: 2-6 May 2011

STEF 4: Jury meeting

to select and decide on the group of 15 nominees and

3 EPSA winners (one per theme).

Date; 5 September 2071

STEP 3: Onsite validation visits

to shorilisted projects for validation and verification purposes.
Date: June/July 2011

STEFP 2: Consensus meeting

e S
SEpA R o)




EVALUATION AND SELECTION PROCESS

During the first step of the evaluation, which was done exclusively online, each submitted
application per theme was evaluated by three experts (so-called assessment in ‘triplets’), completely
independently and autonomously. Each evaluator was automatically allocated a fixed number of
projects within a concrete theme, according to his or her academic and professional background,
nationality, gender and language skills (active and passive). Evaluators did not find out the results
from each other, nor did they know with whom they were forming the triplet.

At the consensus meeting — the second step — all evaluators joined together to review and
discuss the first available provisional ranking per theme based on individual scorings and possible
discrepancies of projects. This evaluation step was coordinated and chaired by the three EIPA
Theme Leaders. However, they themselves did not evaluate projects, they were only mandated to
guide the meeting. At the end of this step, a commonly agreed and consensual final list of ranked
projects per theme was made available. As part of the output of this second step, a shortlisted
number of top-ranked projects per theme were identified (in total 21) and the best practice certificate
recipients (in total 58, including the 21 projects aforesaid) were chosen. In June 2011 — the third step
of the evaluation process — EIPA representatives visited all 21 shortlisted projects for validation and
verification purposes, supported by the previous data and information from the discussions.

Finally, a group of five Jury Members
(European top-level stakeholders and/or
political personalities different to the expert
evaluators) assisted EIPA in selecting the
final groups of nominees and the award
winners per theme — the fourth and final step
of the EPSA 2011 procedure. In this context,
it is important to note that a final nominee or
winner must have been drawn from the group
of shortlisted and visited projects, because of
the importance of checking the ‘theory’ of an
application against its ‘reality’.

In view of its assessment methodology, each
submitted application was first checked
against the known eligibility criteria. If the
criteria set out in the Terms of Reference of
the ‘Call for applications’ had been met, a registration number was allocated and the project was
then subject to evaluation. In the assessment, each evaluator relied on the information provided in
the standard application form.

The EPSA motto is to ‘bring together the best, most innovative and efficient performers’ from the
European public sector. If a project claimed to be ‘innovative, efficient, etc.’, it needed to have
accumulative positive and important results regarding both, the five general criteria (i.e. innovation,
public concern, relevance, impact and learning capacity/transferability), and the three respective
specific EPSA theme criteria/evaluation dimensions.

15



EVALUATION AND SELECTION PROCESS
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In this context, the objective was to identify in the project description the key ‘enablers’ which make the
project a success (story) —innovative, efficient, excellence, etc. —and to carry out a critical assessment
of value based upon the obtained information, i.e. a qualitative measurement. The evaluation was
not based on the amount of detail, nor on the quality of the writing or presentation of the case; the
judgement was based rather on the quality of what the case has achieved and the lessons learnt.
Sufficient detail must have been provided to convince the evaluator(s) of this. Thus, the aim was not,
for instance, to necessarily know the precise or right number regarding evaluation dimensions (e.g.
results, lessons learnt), but to identify, when assessing, whether there is a large or small impact on
the basis of the available information retrieved from the project application form. A field for explanation
after each criterion in the system allowed the EPSA team to collect and store from all the evaluators the
comments on their scoring and their reasoning behind it. This information is now offered to applicants
in the form of the ‘Evaluation Summary Notes’ or feedback letters to highlight to them the strengths
or weaknesses of the respective project and to guide them towards possible paths for improvement.

In conclusion, the best projects selected as winners, nominees and/or rewarded as best practice
certificate recipients in the catalogue have offered a sound and clear overview of the project
performance against the set of criteria throughout this whole EPSA process.

Selection criteria

General criteria

Innovation, novelty of the solution; degree to which the case shows a leap of creativity
in the practice of public administration; something different that goes beyond what currently
exists;

Public concern, extent to which the case addresses a pressing need or important problem
of public concern; the project topic is high on the agenda of European public organisations; a
critical mass of public sector bodies is tackling the issue;

Sustainability, the project shows or describes elements which go beyond the period of
the project implementation/delivery (after the planned and realised objectives and activities);

Impact, the provision and illustration of proven evidence, benefits and visible impact;
tangible demonstration of results;

Learning capacity and transferability, the lessons learnt and the potential
value to other entities; the project provides the potential for successful replication by other
governments; it stimulates improvement in its application and provides mutual learning
perspectives.




EVALUATION AND SELECTION PROCESS

Theme specific criteria

- D 1. Balancing cost change with change in service standards.
Specific criteria 2. Link between service objectives and measurement indicators.

Theme | 3. Evidence of consideration in the review process of diverse
service objectives.

1. Willingness to open up the different phases of processes to

ific criteri civil society.
Specific criteria 2. Link between objectives and results, including measurement
Theme | indicators.

3. Assessment against alternatives for collaborative governance.

1. Link between innovative projects and EU environmental
legislation/objectives.
2. Convincing balance of environmental measures and

Specific criteria

Theme llI cost-effectiveness.
3. Internal and external communication and awareness raising.

17






Theme |

Smart Public Service Delivery

in a Cold Economic Climate

In the past three years, governments across Europe have
been facing mounting pressures on their public finances
arising from the need to stabilise the financial services
sector. This has led to pressure for changes in the way
public services are delivered, as well as a re-assessment
of the scope and nature of services to be provided by
public authorities, independently of the way in which they
are delivered. It has also led to the need to establish
more accurate and service-oriented measurement tools
to ensure that the scarcer resources now available to the
public sector are being used effectively.

The pressures on public finances currently faced by public
administrations across Europe are severe though not
unique. For example, the United Kingdom in the 1970s,
Ireland in the 1980s and Sweden and Canada in the
1990s faced very painful choices with regard to stabilising
public finances.

But what is unprecedented in modern times is the number
of European public administrations simultaneously facing
these pressures. The recognition of the existence of a
crisis in public finances was provoked by the financial
contributions needed to stabilise the financial services
sector, though in fact there has been an underlying
trend towards gradually less sustainable public finances
over the past decade arising from some of the factors
highlighted above, such as an ageing population, a

diminishing working population and increasing competitive
pressures from outside Europe. These are in addition to
other pressures facing public administrations, such as the
need to make governments more responsive to society’s
needs and demands, and the need to (re-)establish trust
between citizens and public administrations. Furthermore,
it is widely recognised that there are limits to the extent
to which tax increases can be used to stabilise the public
finances.

As might be expected in such circumstances, the
responses of European public administrations have varied
in their scope, scale, nature and effectiveness. However,
the need to respond effectively has never been greater -
what is at stake here is the preservation of the means to
support Europe’s social model for future generations. Can
public administrations rise to the challenge of stabilising
public finances and preventing another shock from the
financial services sector while delivering a high quality of
public services? Will this mean abandoning attempts to
address diversity issues? Can they also simultaneously
protect employment and promote employability? How will
this be measured?

This topic was looking for showcase projects based
on how public administrations are responding to these
challenges and balancing these competing demands in a
difficult economic climate.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ELECTRONIC PUBLIC PROCUREMENT PLATFORM IN ALBANIA

Submitted by Public Procurement Agency

Contact details of lead applicant

Organisation
Address
Country
Web address

Public Procurement Agency
Bulevardi

Albania

www.app.gov.al

Contact person Enkeleida Alimemaj

Function Specialist
Email enkeleida.alimemaj@app.gov.al

Administrative level of lead applicant
National

Size of organisation
1-25

Number of people involved in the project
1-5

Type of sector
Other

Key words of project
Electronic public procurement system

20

Case description

In the framework of an in-depth reform of the public procurement system
in Albania and, concretely, in the framework of measures towards
increasing transparency and fighting against corruption, the Public
Procurement Agency — in collaboration with the component ‘Reform in
Public Procurement’, of the Millennium Challenge Threshold Agreement
Programme for Albania, and managed by USAID —has set up an electronic
procurement system. This system has brought great improvements, such
as increasing transparency and efficiency, and reducing corruption. The
electronic procurement platform is a web-based application, supporting
the automation of all the Albanian contracting authorities. This system
enables secure transactions among Albanian public institutions as well
as the national and international business community. It offers a secure,
efficient and transparent preparation and administration of all tender-
related documents, eliminating unnecessary paperwork and providing
secure dataflow throughout the entire process. All the tender documents
from contract notice to winner notice and further to the notice of the signed
contract are available in the electronic public procurement system (on the
website www.app.gov.al). Moreover, all the transactions, starting from the
download of documents till the moment of bidding by electronic means,
may be done at anytime and wherever the economic operators are, with
all these transactions being free of charge.

The eProcurement system was a totally new system for both
the Albanian public administration and the business community.
Its implementation therefore required a good strategy aiming at achieving
a successful process and good results. This system was firstimplemented
in Albania in 2008, when the first phase of the electronic procurement
system (EPS) implementation plus a testing phase were considered.
For these reasons a restricted number of Contracting Authorities
were selected that had both the required technical and administrative
capacities. In fact, there were 15 Contracting Authorities that performed
their procurement procedures through the eProcurement system.
Considering the results achieved during 2008, (cost savings, increased
number of bidders, etc.), and after some necessary improvements, a
Decision of Council of Ministers at the beginning of 2009 stated that
all Contracting Authorities in Albania should perform their procurement
procedures through the eProcurement system. This marked the
second phase of the implementation of EPS, during which it was 100%
functional. This system makes it possible to electronically perform all
kind of procedures, except the ‘negotiation without prior publication’
procedure and small value procurement (the value of such a type of
procedure is up to €3000).The Albanian Government was the main
initiator of this system, and at the same time the main stakeholder.

The Contracting Authorities and Economic Operators were directly
affected by this system in their everyday activities in the public
procurement sector. They made it functional by using it, and at the same
time they profited from its benefits. Also the citizens were very interested
in this system, as it assures a transparent procurement process leading
directly to cost savings, which indirectly affect their personal finances.
The EPS reduces the application time, eliminates unnecessary documents,
as well as facilitating and standardising the process of introduction with
the tender conditions. The system also provides for greater participation
of the economic operators, making the process more competitive and
more efficient.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE =

TELESERVICE CENTRE OF THE CITY OF LINZ (TSC) -

FIRST MUNICIPAL CALL CENTRE IN AUSTRIA
Submitted by Magistrat Linz, Austria

Contact details of lead applicant Case description

Organisation Magistrat Linz, Austria In the administrations of municipalities (communities), which are the
Address Hauptstrafl3e 1-5, 4040 Linz smallest units in the structure of the federal state, the administration
Country Austria and the citizens interact on a virtually equal footing. As a result of this
Web address www.linz.at/service close and direct contact, the municipalities are compelled to constantly

scrutinise and improve the way in which they deal with their citizens.
Contact Person Gabriele Ambach

Function Head of Citizen Service Department In 2001 the municipal authorities of Linz launched a service offensive
Email gabriele.ambach@mag.linz.at with the aim of giving their citizens much better access to the individual %
services. Based on their customers’ need for information, communication w
and interaction, which had undergone some changes, new forms of >
Administrative level of lead applicant organisation were created for the three most important access routes: B
Local -
» Personal: Services for which there is a great demand, which can be S
Size of organisation dealt with quickly and do not require any special knowledge (which N
>100 can therefore be standardised) were bundled together. These so-
called quick services were offered at ‘single points of contact’ which
Number of people involved in the project were easy for the customers to get to (Citizens’ Service Centres,
11-15 decentralised libraries). In addition, services that were in great
demand but for which special knowledge was required were spatially
Type of sector and organisationally brought together in so-called specialised centres
Public administration, modernisation, institutional (e.g. Construction Service Centre, Fee Service). Since 2008 services
affairs, reform for special target groups have been offered within the framework

of the ‘mobile citizens’ services’ at locations which can be flexibly
arranged and are convenient for the customers (e.g. at the beginning
of the semester it is possible to register places of residence and get
active passes at the University of Linz, before the travelling season
travel documents can be obtained in larger firms in Linz).

* Internet: The platform ‘service A-Z’ under www.linz.at offers citizens
access to comprehensive information and many online services.
There is also a special portal for entrepreneurs (www.linz.at/
wirtschaft). In this manner, the best possible service is accorded to
this target group round the clock.

» Telephone: With the establishment of the Teleservice Centre (TSC)
in 2006 and the continuous expansion of the services it offers in
recent years, it has been possible to optimise the means of access
to the municipal administration that is most frequently utilised by
citizens. The Teleservice Centre thereby completes the comprehensive
service concept from which both the citizens of Linz and the municipal
administration benefit: the citizens enjoy an improved quality of
services and the administration is able to deploy its resources more
efficiently. The value of this approach has been confirmed by the
excellent results obtained in the surveys of customers and the
‘mystery actions’, both of which are carried out at regular intervals, as
well as by contacts with customers (both direct and by phone).

21
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

GEWERBE-ONLINE — AN ONLINE PLATFORM FOR ALL BUSINESS

LICENSE MATTERS
Submitted by City of Vienna

Contact details of lead applicant

Organisation City of Vienna, Municipal

Department 63
Address WipplingerstralRe 6-8, 1010 Vienna
Country Austria

Web address www.gewerbe.wien.at

Contact person Wolfgang Magesacher,

LL.M.
Function Head of Department
Email wolfgang.magesacher@wien.gv.at

Administrative level of lead applicant
Regional

Size of organisation
50-100

Number of people involved in the project
11-15

Type of sector
Economic affairs, competition, SME

Key words of project
Electronic application

y
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Case description

‘Gewerbe-Online’ provides citizens and business owners with a complete
and consecutive eGovernment platform for all public authority contacts
and tasks required in the field of trade and business — from submitting
a request or application, to receiving the final document from the public
authority. ‘Gewerbe-Online’ is designed to reduce both costs and time.
Forms can be completed online; the entries are saved and transferred to
the city’s electronic document management system — ELAK (which stands
for ELektronischer AKt, the German term for electronic record). The final
document can be delivered electronically. In brief, the communication
cycle is fully electronic, without media discontinuity; it starts and ends with
the applicant, i.e. the individual citizen or business owner.

‘Gewerbe-Online’ is part of Vienna’s New Public Management Strategy for
administrative modernisation and development of the city administration
into a customer-oriented service enterprise. The project reflects the
City of Vienna’s strategic focus on advancing eGovernment solutions,
which has already produced a wide range of electronic services for the
benefit of citizens and business owners. Access to the ‘Gewerbe-Online’
system does not involve prior registration, and there are no specific
technical requirements. The system can be accessed from all standard
web browsers. There are no financial barriers either, i.e. no additional
fees or costs. Even users who do not own a computer can benefit from
the platform — either from an Internet café or, entirely free of charge,
via online information terminals ‘Info Points’ that have been set up
throughout Vienna by the City Administration. The key objectives include
developing a citizen-friendly, output-oriented solution and increasing
customer satisfaction. The objectives are to be attained by providing a
system that allows for all administrative steps involved in obtaining or
modifying a business license to be performed electronically. Furthermore,
the ‘Gewerbe-Online’ project speeds up administrative processes and
boosts administrative efficiency by increasing the take-up rate of online
services, especially when it comes to license status modifications, while
at the same time decreasing the costs, e.g. by encouraging users to take
advantage of the electronic document delivery option.

The main target group of the ‘Gewerbe-Online’ project consists of (future)
business owners and entrepreneurs in commerce, trade and industry.
The target group thus comprises two major subgroups: Individuals
who have not yet run a business; Individuals who are actively running
one or several businesses. The first subgroup can primarily benefit
from ‘Gewerbe-Online’ by using electronic communication for all steps
involved in registering a new business license. The second subgroup
can profit from the full eGovernment service range for so-called status
modifications, i.e. whenever they need to modify the details of their current
business license status, for example when appointing a new managing
director in accordance with trade law, transferring the business to a new
location, and suspending or revoking a business license. In all these
cases, the entire official process can be handled electronically — even
including electronic delivery of the final documents (e.g. an administrative
order, official notification, or current excerpt from the business register).
The Vienna Economic Chamber also benefits from the project, though
it is not part of the main target group. Furthermore, the front page of
‘Gewerbe-Online’ page is integrated with the Chamber’s ‘First-Start-Shop’
for new business registrations.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE =

DEVELOPMENT AND USE OF ANEW MANAGEMENT SYSTEM FOR
THE EXECUTION OF MAJOR CONSTRUCTION PROJECTS

Submitted by Municipality of the city of Vienna, Wiener Krankenanstaltenverbund, Technology Business Division

Contact details of lead applicant
Organisation Municipality of the city of Vienna,
Wiener Krankenanstaltenverbund,
Technology Business Division

Address Thomas-Klestil-Platz 7/1/CB11.437
1030 Vienna
Country Austria

Web address www.wienkav.at/kav

Contact Person Friedrich Prem

Function Head of Technology Business
Division
Email post.ged_gbt@wienkav.at

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project

Management system for handling major construction
projects, owner management, construction project
management

Case description

On 1 January 1993, the Wiener Krankenanstaltenverbund was founded
as an enterprise in terms of the Vienna Municipal Constitution and was
given its own extensive authority since it became a company in 2002.
However, it is still part of the municipality administration of the city of
Vienna. The Wiener Krankenanstaltenverbund is among the largest
healthcare facilities in Europe and is responsible for medical, nursing and
psychosocial care. Every year, about 400,000 inpatients and 4 million
outpatients are provided with top-class medical and nursing care. The
enterprise includes the general hospital with 26 university clinics as one
of the largest hospitals in Europe and beyond; five socio-medical centres;
six hospital complexes; and six geriatric centres with a total of 12,637
beds. Currently, the Wiener Krankenanstaltenverbund employs about
32,000 staff, and is also Austria’s largest provider of training for doctors,
medical and health care, extended care, high-end medical and technical
services and sanitary services.

The majority of the enterprise’s physical location is comprised of
buildings which were built between 1881 and 1932. In these buildings,
appropriate and economic operations management is now only possible
to a limited degree as the requirements of modern hospital operations
cannot be implemented in the existing building structures. The structural
deficits also cannot be rectified through renovations and rebuilds. Due
to this massive problem, the managing director launched an extensive
investment offensive in the sector of Viennese urban hospitals in 2006.
As there was no organisational unit to execute this within the Wiener
Krankenanstaltenverbund, on 28 July 2006, the Owner Management
Division was created and on 12 January 2010, it was transferred to the
Technology Business Division. The task of its manager and his team was
to develop and successfully implement a completely new management
system to execute major construction projects. The guidelines from
the enterprise concerning this were as follows: use of minimal internal
resources; lowest possible strain on the organisational units; procurement
of all required services on the market; efficient, economic handling of major
construction projects, corresponding to the maximum quality standards.

Within the Wiener Krankenanstaltenverbund, a new management system
has been developed and successfully implemented for the execution of
major construction projects. This system includes both owner management
and construction project management, thereby efficiently connecting these
two sectors. The owner management remains wholly within the domain
of the Wiener Krankenanstaltenverbund, while the construction project
management is transferred fully to the companies working in the market.
Through this new procedure, the Wiener Krankenanstaltenverbund
benefits specifically from the following advantages: strong and qualified
perception of the owner’s role; formulation and achievement of specific
project objectives; optimal and demand-oriented management of
resources. This new management system is not just suitable for the
Wiener Krankenanstaltenverbund: it can also be adopted in the same
manner by any public or private organisation and is suitable for any task.
In particular, this management system is optimally suited to execute major
construction projects in non-real estate organisations with minimal use of
resources and maximum target achievement.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

PERFORMANCE- AND QUALITY-BASED CONTROL OF SERVICES
FOR PEOPLE WITH DISABILITIES

Submitted by Upper Austria — SGD

Contact details of lead applicant

Office of the State Government
of Upper Austria — Directorate
Social Affairs and Health,
Department of Social Affairs
Bahnhofplatz 1, 4021 Linz
Austria

Organisation

Address
Country

Contact Person Renate Hackl

Function Leader of the Department Services
for people with disabilities
Email renate.hackl@ooe.gv.at

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project

Impact-oriented administration, controlling, planning,
control, transparency, service catalogue, quality
standards, output-based funding, equal service for
the same price, individual support planning, service
costs, service contracts
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Case description

The state of Upper Austria is responsible for ensuring services for people
with disabilities in that state. In the past, the support organisations had
largely determined the disability policy in Upper Austria. In its realisation
of tasks, the administration was limited to the financing of expenditures.
Different daily rates were paid for the same services, and by name, equal
services had different contents. The result was too little transparency in
the service offers for people with disabilities. Planning and controlling
was exercised largely by the responsible support organisations.
Consequently, both the political and administration side formulated
a request to bring more transparency, structure and control into the
disability policy of the state of Upper Austria. Besides the establishment
of an ‘impact-oriented administration’ Wirkungsorientierte Verwaltung, the
cooperation between responsible organisations and the state of Upper
Austria should be given a new basis. An analysis of organisation and
efficiency preceded the project ‘performance- and quality-based control
of services for people with disabilities’. The goal of this analysis was
to provide a structured overview of the economic and organisational
situation in these institutions. The decisions for the next steps towards
a quality-oriented policy for people with disabilities should be set on
that basis. The results of this analysis showed that the comparison of
indicators concerning staff- and care costs had a large range and that
the feasibility of a comparison is very limited due to the lack of existing
defined quality criteria and key factors determining the quality and
quantity of staff.

The main project objectives were the following: transparency of cost and
service structure; defined quality standards; same price for equal services;
and service-oriented granting of funds in the form of service contracts.
The result should be the conclusion of service contracts between the state
of Upper Austria and the responsible support organisations. This objective
implied that a new foundation of interaction as well as organisation of
services for people with disabilities should be established. The state of
Upper Austria expanded its scope of tasks from sole cost object and
supervisory authority to a controlling- and planning body. The following
project milestones were stipulated: reorganisation of the Department of
Social Affairs; training of staff in the organisations and in the Department
of Social Affairs, particularly in the area of controlling; development of an
accounting and controlling directive; development of a service catalogue;
development of quality standards; development of ‘required assistance
models’; and development of standard cost models.

The project content was developed with representatives of the responsible
support organisations. The quality standards and the ‘required assistance
models’ were designed with the essential participation of people with
disabilities. Service contracts were concluded with all service providers for
people with disabilities. The state of Upper Austria now has an overview
of services provided and those still needed. Quality standards were
defined for all areas based on checklists created for the supervision of
compliance. The existing reporting increases transparency of spending,
service contents, the resources used and the services actually provided.
Therefore a comprehensive control regarding planning, content and
cost is ensured. Outcome and satisfaction of service recipients could
thus be remarkably improved.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE =

OPTIMAL CARE OF PATIENTS WITH LONG-TERM VENTILATION

UNDER QUALITATIVE AND ECONOMIC ASPECTS
Submitted by Office of the State Government of Upper Austria — Directorate Social Affairs and Health

Contact details of lead applicant

Office of the State Government
of Upper Austria — Directorate
Social Affairs and Health
Bahnhofplatz 1, 4021 Linz

Austria

www.schloss-haus.at (German only)

Organisation

Address
Country
Web address

Contact Person Stefan Potyka

Function Manager of the Upper Austrian
Healthfonds
Email ges.post@ooe.gv.at,

gesundheitsfonds.post@ooe.gv.at

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project

Long-term ventilation, long-term ventilated patients,
mechanical ventilation, care of long-term ventilated
patients, portable home ventilation, coordination and
competence team, financeable long-term mechanical
ventilation, long-term ventilation and therapy

Case description

In the past, the care of long-term mechanically ventilated patients
was carried out after completion of treatment in the acute hospital for
months and often years in intensive care units. This form of care was
neither optimal for the patients from a qualitative point of view nor for the
financiers in terms of costs (about €1000 per day). For these reasons
they began on the organisational basis of the system ‘impact-oriented
administration’ with the establishment of suitable facilities in Upper
Austria. Besides the intensive care units in acute hospitals, a total of
14 beds were established in two inpatient facilities in Upper Austria for
the needs of long-term ventilated patients. In addition, portable home
ventilation by relatives has been integrated into the care system.
They now distinguish between three different levels of care within the
meaning of long-term ventilation: Acute care in an inpatient hospital
(ICU); Care in two inpatient facilities for long-term ventilation; Portable
home ventilation and care by relatives. The allocations between
the healthcare institutions are carried out by the Upper Austrian
Coordination and Competence Team according to case management,
with the inclusion of the Upper Austrian state administration.
For patients requiring residential care in principle, financing is carried
out in accordance with the provisions of the Upper Austrian Hospitals
Act, O8. Krankenanstal-tengesetz.

The establishment of long-term ventilated patients care has the following
objectives: Medical/nursing/psychological/social goals: since long-term
ventilated patients are usually fully conscious, permanent accommodation
in the intensive care unit of a hospital would only be sub-optimally
suitable considering the psychological, social and medical aspects.
For this reason, inpatient facilities for the care of long-term ventilated
patients particularly focus on an adapted family and social environment,
including a variety of therapeutic tools. This allows the social well-being
of the patients to be significantly increased. Medical and nursing care
results can often be better and more quickly achieved compared to care
in a hospital intensive care unit. Furthermore, care through the portable
home ventilation meets the needs for a familiar family environment,
through allowing patients to remain in their own homes; Economic goals:
with the developed care structures sustainable cost containment can
be reached in relation to the alternative residential care in an intensive
care unit of a hospital. The home ventilation is funded by means of the
State of Upper Austria, which is used to relieve the hospital system. With
this health care structure it can be assured that patients are optimally
treated according to their requirements. Additionally acute hospitals can
be relieved, thus saving approximately €13.8 million per year.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

UPPER AUSTRIAN FAMILY CARD

Submitted by Federal State Government of Upper Austria

Contact details of lead applicant

Organisation Federal State Government of

Upper Austria — Department for

Family Affairs
Address Bahnhofplatz 1, 4021 Linz
Country Austria

Web address www.familienkarte.at

Contact Person Franz Schiitzeneder

Function Head of the Department
for Family Affairs
Email franz.schuetzeneder@ooe.gv.at

Administrative level of lead applicant
Regional

Size of organisation
1-25

Number of people involved in the project
6-10

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Upper Austrian Family Card, win-win situation for
company and public administration, public-private
partnership in using cooperative the combined
benefit card, shared costs, double benefit

26

Case description

The ambition of this cooperation between the OBB (Austrian Federal
Railway) and the Upper Austrian Department for Family Affairs was to
achieve a win-win-situation for both organisations and their benefit cards.
On the one hand, the €19.90 fee via OBB does not cover all the costs for
administration, postage charges and advertising expenses. On the other
hand, most of the holders of the ‘OBB-Advantage Family Card’ also
hold the ‘Upper Austrian Family Card’. So, the goals of this cooperation
are: provide the holder of one of these benefit cards with the benefits
of both cards for free; register and administrate the address database
from one location; combine the two benefit cards into one co-branded
card; reduction of the incidental charges for administration; extend the
validation of the card to between one and five years. These goals were
attained without any additional costs for the organisations. Until now
the administration of the cards was carried out by the Upper Austrian
Department for Family Affairs. The additional use of the different modes
of public transport causes no increase of the variable costs (train, tram
or bus). The reduction can only be used for trips with at least one child
and one adult. Thus, more families use the Austrian Federal Railway
especially on weekends and during holidays.

The Department for Family Affairs issues the ‘Upper Austrian Family
Card’ to parents and single parents with at least one child that is receiving
family assistance payments. This card offers discounts at organisations
for leisure and recreation as well as for trading and service companies.
In total 1700 companies are participating in this programme and 150,000
families hold the ‘Upper Austrian Family Card’. Likewise, the Austrian
Federal Railway (OBB) offers the ‘OBB-Advantage Family Card’. This
card offers discounts in passenger transport services for families and
various other discounts in the area of mobility. By 2006, approximately
12,000 families were holders of the ‘OBB-Advantage Family Card’ in
Upper Austria. The fee for this card, which offers large discounts on train
tickets, is €19.90 per year. The Advantage Family Card of the Austrian
Federal Railway (OBB) — the card was free of charge until June 2006
— was distributed to 150,000 families (without any costs). This means
an enormous revaluation of this card. The holders of this card are able
to use all benefits (particularly the large discounts on train journeys).
Furthermore the Austrian Federal Railway (OBB) and the Upper
Austrian Department for Family Affairs agreed to extend the validity of
this card to five years. The Austrian Federal Railway noticed an increase
in ‘off-peak’ travel; especially on weekends and during holidays more
families use the Austrian Federal Railway instead of cars. Additionally,
the Austrian Federal Railway is saving expenses on the administration
of addresses which has been dealt with by the Department for Family
Affairs. Thereby, the government of Upper Austria has no additional
work and no extra costs. An additional valorisation of this ticket is the
different excursion packages (e.g. winter sport offers etc.) and the free
carriage of bicycles (bicycle voucher). On the part of the Upper Austrian
Department for Family Affairs there has been no other campaign
registered with such a positive feedback. The subjective benefit for the
citizens is effectively noticed. Per year, some €5 million can be saved
for families in Upper Austria. In addition to the savings, this system
contributes to environmental protection and mobility since children (and
adults) are educated to use public transport.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE =

PARENTAL EDUCATION

Submitted by Federal State Government of Upper Austria

Contact details of lead applicant

Organisation Federal State Government of
Upper Austria — Department for

Family Affairs
Address Bahnhofplatz 1, 4021 Linz
Country Austria

Web address www.familienkarte.at

Contact Person Franz Schiitzeneder

Function Head of the Department
for Family Affairs
Email franz.schuetzeneder@ooe.gv.at

Administrative level of lead applicant
Regional

Size of organisation
1-25

Number of people involved in the project
1-5

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Parental education, coupons for parental education,
paradigm shift from furthering organisations to the
specific furthering of individual persons/families

Case description

Parental education is socio-politically very important. The upbringing of
children is a challenge for parents and parental education should support
them in doing so. Easy access to such education was a specific objective
of this project, which is attained through offering coupons to parents.
All Upper Austrian families receive coupons for parental education when a
child is born, then when the child turns three, six, and ten. No application
is needed — the data of the ‘Upper Austrian Family Card’, which contains
more than 99% of the updated addresses, is used. Normally, the ‘Upper
Austrian Family Card’ is also ordered online. The Department for Family
Affairs is already negotiating with the Department of Health about placing
the coupons for parental education in the ‘Mother and child pass’ so that
parents are already informed before their child is born. In this way, 100%
of parents could be reached. The customers have the possibility to receive
a personal newsletter every month, containing information on all events in
their geographical region. The newsletter can be further tailored: the age
of the children and personal interests can be considered (e.g. a customer
only needs the offer in their region, for children aged over ten and dealing
with adolescence and the prevention of addiction).

The coupons are also an important marketing tool for parental education.
Regardless of the great savings, the objectives were reached due to the
paradigm shift from expanding organisations to deal with the specific
furthering of individual persons/families. Thanks to the coupons, more
parents — also those that are underprivileged — are able to attend theses
courses and workshops dealing with parental education. With less public
spending, this objective was reached. Due to the steady rise in the
offer of parental education as well as the high volume of coupons being
used, the system had to be changed. The Department for Family Affairs
has been searching for a technical solution and now the organisations
have the possibility to offer their courses online at the website www.
familienkarte.at. Therefore, it is no longer necessary to send the coupons
to the Department for Family Affairs (for payment); organisations can use
a wand reader (automatic input of the barcode placed on the coupons).
The online system facilitates the administrative work: the same personnel
now handles 70,000 coupons (until 2009, only 15,000 coupons could
be handled). Because of the numerous courses on offer for parents, the
Department for Family Affairs sends personalised mailings. The customer
decides which information (a special region, interests) they wish to receive.
The newsletter is generated automatically from the wide range of offers/
courses, tailored to the needs of the customers. Due to the introduction of
the coupons and accompanying administrative measures, the number of
parents attending courses and workshops could be increased dramatically
(ca. five times more participants than before). The number of offers has
adapted accordingly and is now four times larger. The pilot scheme
(first version in small scale) was honoured with a certificate at the EPSA
2007. In December 2010, the ‘new’ project ‘Parental education’ (online
appearance of the new version on 1 January 2011) was already awarded
with the ‘Publicus 2010’ — an award for public administration. In 2008 —
before the ‘new’ project was realised — a scientific evaluation was assigned
to STUDIA (Study Centre for International Analysis) in Schlierbach, Upper
Austria, and in 2009, the study was realised and evaluated. There were
2,500 questionnaires and 30 interviews with experts.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

BIS — BUDGET INFORMATION SYSTEM

Submitted by Federal Ministry of Science and Research

Contact details of lead applicant
Organisation Federal Ministry of Science
and Research

Address TeinfaltstralRe 8, 1014 Vienna
Country Austria

Contact Person Philipp Otto

Function Head of Subunit
Email philipp.otto@bmwf.gv.at

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
6-10

Type of sector
Science, research, innovation

Key words of project
Budget, planning, controlling
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Case description

Ineffective budgeting processes within the Federal Ministry of Science
and Research (FMSR) necessitated the implementation of the Budget
Information System (BIS). Before the start of the project, demands for
new ways of thinking, transparency, and democratisation of knowledge
were identified. Five objectives were distinguished to enable a new
work philosophy, which allows a high-quality outcome in one of the most
sensitive areas of Austria’s society, such as tertiary education and
research, ie.: Introducing a transparent and standardised budgeting
process to reach a higher planning quality; Introducing a business
performance management system as a precondition for an efficient
and transparent accounting; Introducing newly acquired knowledge;
Introducing a basis for high quality budgeting and efficient budget
planning; and Introducing a framework for the Austrian Federal Budget
Reform.

This unprecedented system allows accurate and high-quality budgeting.
The pioneering budget components bring about high transparency
during the standardised budgeting process. This allows for a detailed
representation of the ministry’s budget and traceability as the history
is documented in the course of the budget planning. Additionally, the
high training efforts during project runtime allowed and supported intra-
organisational learning. As the BIS system is based on a standard solution
of an international vendor, this groundbreaking system is transferable
not only within Austria’s public sectors but also to public sectors of other
European countries. The implementation excels due to its resource-saving
functions as state-of-the-art technologies and methods were used to
reduce expenditures during the project runtime. In-house knowledge was
acquired to maintain and adapt the BIS for the future. This strengthens
the autonomy of the ministry and helps to save resources in the long
run. The BIS represents a state-of-the-art solution, with unprecedented
functionalities in the Austrian public sector. The most important innovation
of the project is the re-design of the budget planning process that ensures
enhanced quality while simplifying and standardising procedures and
saving time due to fewer steps in the process. Akind of zero-base budgeting
allows for an annual review of the services and contributes to efficient
resource distribution. The standardised and consistent budgeting process
makes the derivation of performance indicators possible which helps
to reach the ministry’s goals. The biggest achievement is the existence
of a standardised process turning the previously complex budgeting
process into a concise, decentralised and collaborative one. The budget
components allow an innovative and detailed view on the budget and
an outlining of gender-specific projects and their pecuniary resources.
The budgets become understandable even for people unfamiliar with
budget law. BIS makes an effective, efficient and outcome-oriented
budget planning possible and leads to an increased self-management.
By implementing a new culture of participation and an intra-organisational
knowledge transfer, the self-responsibility in budgetary matters and the
identification with the own pecuniary resources were established. The
implementation of a cutting-edge Data Ware House as a central storage
point with a planning and reporting tool allows business performance
management and makes a real-time fiscal surveillance possible. The BIS
easily allows adaptations in order to meet future requirements without
changing the developed standardised budget planning process.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

FAIR PLAY PROJECT - 15T BUSINESS YEAR

Submitted by Steuer- und Zollkoordination der Region Stid, Regionalmanagement / Tax and Customs

Administration South

Contact details of lead applicant

Steuer- und Zollkoordination der
Region Siid, Regionalmanagement
Adolf-Kolping-Gasse 7, 8010 Graz
Austria

Organisation

Address
Country

Contact Person Johannes Fahrenberger

Function Expert for the development
of organisations
Email johannes.fahrenberger@bmf.gv.at

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
1-5

Type of sector
Taxation, customs, finances

Key words of project
Fair play project

Case description

At present, at the outset of entrepreneurial activity, initial visits are carried
out by the Tax and Customs Administration in some cases, and in some
cases checks are carried out on applications received by in-house staff.
The initial visits are mainly carried out in risk sectors. Up until the tax
assessment is made, further measures are only carried out in isolated
cases (special VAT audit, follow-up inspection, etc.). The idea is to
support new entrepreneurs during the first business year to facilitate them
becoming fully compliant partners of the tax and customs administration.
Support instead of inspection!

Thefirstbusinessyearwillberolled outacrosstheAustriantaxadministration
in 2011. There are now 41 tax offices and 9 customs offices. It is one part
of the Fair Play Project of the Austrian tax and customs administration.
This approach ensures that taxpayers fulfil their obligations as envisaged
in the Fair Play principle on a permanent basis as a result of special
clarification and support provided at the outset of entrepreneurial activity.
It also establishes a basis of confidence which facilitates cooperation
and communication between entrepreneurs and the tax administration.
In addition, taxpayers who are likely to be dishonest in tax matters and who
have to be more closely supervised are identified by the tax administration
in a timely manner.

The target group is businesses in the building and ancillary building trade,
with the exception of joint ventures, the hospitality industry and trading in
goods of all kinds such as vehicle trading, irrespective of whether or not
they are represented.

Provision of support in the first business year does not normally coincide
with the calendar year; support can continue for a longer period than up to
the filing of the first tax return but also for a shorter period, depending on
when the business in question started and when the tax returns are filed.
Afundamental content check of the tax return is not feasible, since for tax
returns not containing anything unusual there is no reason for this to be
done. If there is anything unusual, the ‘switch’ from service to inspection
will already have taken place during the provision of support; VAT and
wage taxes should thus be covered in all cases.

‘New customer’ clearance at the location of the goods/the customs office
is often preceded by an approval process (e.g. customs approval, process
approvals) — the involvement of the customer manager and personal initial
contact is already necessary in the actual approval process. Sometimes
pre-audits are also necessary (economic processes, interface audit) and
customs external audit may be involved if the case requires.

Monitoring of the ‘new customer’ by the auditor of the customer team
responsible, exchange of experience in connection with processing of
clearance/customs procedures forms the basis for customer manager
contact. There is an estimation of risk, if any, and proposal of measures
to minimise that risk; experiences to be taken into account in connection
with frequency of controls and control measures.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

RE-ORGANISATION OF CHILD CARE IN UPPER AUSTRIA

Submitted by Office of the State Government of Upper Austria — Directorate Education and Society

Contact details of lead applicant
Organisation =~ Amt der O6. Landesregierung,
Direktion Bildung und Gesellschaft
Bahnhofplatz 1, 4021 Linz

Austria
www.land-oberoesterreich.gv.at
www.ooe-kindernet.at (German only)

Address
Country
Web address

Contact Person Barbara Trixner
Function Manager
Email bgd.post@ooe.gv.at

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
>15

Type of sector

Education (higher and lower), training and learning;
Public health and social welfare/affairs; Public
administration, modernisation, institutional affairs,
reform

Key words of project

Re-organisation of child care in Upper Austria: non-
contributory kindergarten, compulsory kindergarten
attendance, child care facilities as educational
institutions, access to early education for all children,
regardless of their socio-economic origin, equality
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Case description

According to paragraph 1 of the O6. Kinderbetreuungsgesetz (Upper
Austrian Child Care Act), the State of Upper Austria avows itself to the
right to high-level education, care and support for all children living in
Upper Austria, and to primarily considering, in terms of the Convention
on the Rights of the Child, the child’s welfare.

The Upper Austrian Child Care Act therefore pursues the following
targets: ensuring a high quality of pedagogical training, under consideration
of current scientific knowledge; improving the balance of family and
career to allow the true equal treatment and non-discrimination of
genders; supporting and complementing the families in their tasks of
education and care; and further development of childcare offers in terms
of a qualified planning of demand.

In accordance with these targets, the non-contributory (free) kindergarten
for children from 2.5 years until school entry and the compulsory last
kindergarten year were introduced in Upper Austria on 1 September
2009. Each child must attend the kindergarten regularly for one year
before school enrolment. The attendance of 5 weekdays totalling
20 hours per week is required by law and prescribed to fulfil the
educational mission. The observation of compliance with the compulsory
kindergarten attendance is a public task: penalty sanctions are stipulated
against the parents for non-compliance.

The non-contributory kindergarten ensures the best possible starting
prospects for children in Upper Austria. Free access to early education,
the very clear position of the kindergarten as an elementary educational
institution and not least the relief for the parents were the guiding
principles for the introduction of the non-contributory kindergarten.

In a further step, in autumn 2010 the entire field of child care was merged
into one department. The new dynamics in child care and the quality of
pedagogy from infancy to the end of compulsory schooling were the
target of this measure. Age-appropriate and qualitative expansion of
child care facilities, the balance of family and career, as well as inter-
community offers are intended to meet the needs of the families.
By merging the so-called ‘Child care under one roof’, these targets are
to be achieved by best exploitation of synergies. Through a thorough
assessment of needs, needs-based child care opportunities should be
provided that meet the principles of thrift and economic efficiency.

While in Upper Austria kindergartens have expanded state-wide, there
is a backlog demand in the care of the children aged under 3; the care
ratio of the 0-2 years old was 9.4 % in 2009. For this age class, the
EU-wide Barcelona target provides a care ratio of 33%. The measures
mentioned above are also intended to converge to this target.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

SOZIALRAUMORIENTIERUNG IN GRAZ
Submitted by Office of Youth and Family Welfare

Contact details of lead applicant

Organisation Office of Youth and Family

Welfare
Address Kaiserfeldgasse 25, 8011 Graz
Country Austria

Web address www.kinder.graz.at

Contact Person Edith Sandner-Koller

Function Project Leader

Email edith.sandner-koller@stadt.graz.at

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Sports, youth, culture and art

Key words of project
Sozialraumorientierung

Case description

Social work in the context of youth welfare basically aims at advising
and supporting families in the fulfilment of their tasks related to care
and education of minors. The various aids range from ambulant support
to displacement of the minor, should this be necessary to the child
welfare. The demographic progress in a globalised world represents a
growing challenge to social support systems. Administrative structures
— which have evolved historically — are no longer up to handling those
challenges.

The initiative ‘Sozialraumorientierung’ was and still is to create and
enshrine framework conditions on an organisational level that are legally
funded and based on professional principles. Parameters are applicable
to secure the support and assistance of families in the best possible
way, as well as to plan and to act in an economical, effect-orientated and
comprehensible manner.

With the initiative ‘Sozialraumorientierung in Graz’, the Children and
Youth Welfare Office of Graz has set out to find new creative and
flexible ideas for a change of parameters and to implement them on the
legal basis of the StJWG. It is a target designed to make optimal use of
existing financial means and to work against the common cost increase
in this area, whilst at the same time increasing the quality of the social
work. Aid is granted close to the residence, it is perfectly fitted (flexibly
and individually concerning the problem and the situation of resources),
and is adapted to the will and the aims of the persons in need.

The initiative ‘Sozialraumorientierung in Graz’ has an enormous
innovative impact by its commitment to the constitutional principles
even in processes of change.

The existing legal framework was optimised in cooperation with the
federal state government; it is now possible to act in a flexible and
functional way.

The benefits of the initiative can be seen at different levels of the
management and also at the target groups’ level. This initiative has
resulted in a reduction in duplication of work, downsizing of bureaucracy
and benefits for the Welfare Recipients.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ECONOMIC SUPPORT MEASURES FOR THE FLEMISH SOIL

REMEDIATION SECTOR

Submitted by OVAM — Public Flemish Waste Agency

Contact details of lead applicant

Organisation OVAM

Address Stationsstraat 110
2800 Mechelen
Country Belgium

Web address www.ovam.be

Contact Person Marijke Cardon
Function Policy Coordinator
Email marijke.cardon@ovam.be

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Environment, climate change, agriculture (incl. food

safety) and fishery

Key words of project
Economic support soil remediation
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Case description

During 2009 there was a noticeable decrease in the number of soil
remediation projects submitted to the OVAM (Public Flemish Waste
Agency). The number of land transfers also suffered a significant drop
compared to 2008. In order to transfer land with higher risk characteristics
of soil contamination in Flanders, one has to conduct several rounds of
soil examinations. If the soil appears to be contaminated, it can only be
transferred when a soil remediation project is present and a contract has
been signed with OVAM to do the necessary remediation and presents
a form of guarantee (equalling the expected cost of the remediation
process) in order to secure the fulfilment of the remediation contract.
The guarantee works as a form of financial leverage. The necessity of a
guarantee seems to be a heavy burden on companies needing to transfer
land, since the common form of guarantee, the bank guarantee, restricts
the company’s credit facilities by the whole amount of the guarantee.
In times of financial crisis companies might therefore postpone land
transfers since they need all their credit facilities to withstand the harsh
economic climate.

In Flanders, land transfer is the main trigger for performing soil
examinations and conducting a soil remediation project. Other than
distorting the real estate market, postponing these land transfers
therefore has a negative effect on the amount of remediated land.
To maintain remediation of contaminated soil, the OVAM and the Flemish
Government have introduced two economic measures in order to relieve
companies in need of transferring their contaminated land. The main
aspect of these measures is that a quicker start of the remediation is
rewarded with a lower amount of guarantee needed. These measures
were introduced in 2010 and were extended in 2011. The first measure
is intended for companies that are planning to transfer land. In the soil
remediation contract with OVAM the company commits itself to starting
the remediation process before 31 December 2011. In exchange, the
company can present a guarantee for the amount of 75% of the expected
remediation cost. In this way, the amount of 25% of the remediation
cost is available on the company’s credit facility, which can be used to
pay for the first parts of the remediation process or other investments.
The second measure is highly comparable with the first, but is intended
for companies that have already transferred their land in the past and
thus have already signed a remediation contract and presented a
guarantee, but who have not yet started with the remediation works itself.
When these companies start their remediation during 2010 or 2011,
they will be rewarded with a decrease in guarantee needed by 25% of
the remediation cost. With these economic support measures Flemish
companies have a financial incentive to start their soil remediation
during economic crisis.

Thanks to these measures, companies are restricted to a lesser extent
by the necessity to present a guarantee to transfer their land and start
the remediation.
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CREATING VALUE THROUGH SHARED SERVICES

Submitted by Jobpunt Viaanderen

Contact details of lead applicant

Organisation
Address
Country

Jobpunt Vlaanderen
Technologielaan 11, 3001 Heverlee
Belgium

Contact Person Silke Verheyen
Function Staff Member
Email silke.verheyen@jobpunt.be

Administrative level of lead applicant
Regional

Size of organisation
25-50

Number of people involved in the project
1-5

Type of sector
Employment, labour related affairs and gender
equality

Key words of project

Shared services, collaboration/data management
system, mutual reinforcement, avoiding unnecessary
re-testing of candidates

Case description

Jobpunt Vlaanderen is a cooperative company with limited liability
and offers HR services to its members/clients, all Flemish public
administrations. It is a unique shared services centre, creating value
for its clients by bringing them together and putting them in touch with
suppliers in the private market, thus creating economies of scale.
Clients can develop their own HR policies, while gaining efficiency and
maintaining a high quality. The resulting gains can be summarised as
follows: Cutting costs by not having to launch tenders; through Jobpunt
Viaanderen (JPV), public administrations can rely on the best service
providers in the market. JPV itself follows public procurement procedures
to contract private suppliers; The best suppliers on the market at the
best rates: private suppliers must apply their most advantageous rates
in favour of their clients; A focus on core business: by partnering with
JPV, its clients can focus on their core business. JPV follows up on
their HR projects and makes sure that the highest quality standards are
applied; A quick shift in priorities: the clients of JPV can easily adjust
their focus to those HR tasks that are required by the specific situation;
Knowledge sharing: JPV creates opportunities for knowledge sharing
between its clients and between the private and public sector.

Three examples of value creation for customers:

1. Datapunt This system allowed the following efficiency gains: Efficient
communication, simplified by the use of templates and/or automatic
triggers; Knowledge sharing: employees can access all information
regardless of where they are working; Process optimisation: the
implementation of Datapunt required the definition and optimisation
of all processes within JPV; Importing and sharing information: its
possible to exchange and manage information in a bidirectional way;
Data management and reporting: through dashboards and reports,
the quality of data can easily be verified. High-level management and
operational reports are automatically retrieved from the system.

2. The new website of Jobpunt Vlaanderen. The integration between
Datapunt and their website enables clients to share best practices, get
updates on new regulations, etc. They can easily provide all
necessary information for the announcement of their vacancies,
which results in reduced costs. Clients are informed about the status
of their HR projects by means of automatic mailings and a general
overview on the website. Links will be created with other job boards,
resulting in a unique channel for job postings, whilst requiring minimal
manual data input. Candidates on the labour market can follow up on
new vacancies by creating and managing their personal profile,
which is accessible to JPV employees. Further analysis of the
acquired data enables custom-made action towards candidates,
based on the needs of the clients of JPV.

3. Avoiding unnecessary re-testing of candidates. JPV noticed that
candidates often apply for similar vacancies with different public
organisations within a short period of time. Thus, they envisage creating
the possibility to reuse information retrieved from previous selection
procedures in the context of a new procedure. This creates significant
efficiency gains, both for candidates and for the clients of JPV.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

AUDIO — INTERNAL AUDIT FOR LOCAL GOVERNMENT

ORGANISATIONS

Submitted by Audio — Internal audit for local government organisations

Contact details of lead applicant

Organisation Audio

Address Paviljoenstraat 9, 1030 Brussel
Country Belgium

Web address www.audio-lokaal.be

Contact Person Steven Van Roosbroek
Function Auditor

Email steven.vanroosbroek@audio-lokaal.be

Administrative level of lead applicant
Local

Size of organisation
1-25

Number of people involved in the project
>15

Type of sector

Public health and social welfare/affairs; Public
administration, modernisation, institutional affairs,
reform

Key words of project
Internal audit, audio, internal control
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Case description

In 2006 a number of Public Centres for Social Welfare (PCSW — a local
government organisation that delivers social services to citizens, for
more information http:/fr.wikipedia.org/wiki/Centre_public_d%27action_
sociale) wanted to implement internal audit within their organisations.
Traditionally, organisations are faced with two options in these
circumstances. The first option is to organise an internal audit department
within each organisation. While this may be a viable choice for delivering
audits that fit within the organisational culture of Public Centres for Social
Welfare, most of the PCSWs were too small for this. The second option
is to outsource internal auditing to a third party (e.g. one of the Big Four
firms). As activities of the public sector are not the core competence
of the Big Four, there was a risk that audit recommendations were not
compatible with the specific structure and culture of the PCSWs. Twelve
of the biggest PCSWs in Flanders (northern region in Belgium) chose
an innovative third option: the creation of an organisation that performed
internal audit services in the 12 member organisations. This organisation
was called ‘Audio’. While this project was originally conceived as an
experiment, in 2010 its member organisations decided to continue the
project. Meanwhile, the number of member organisations has grown
from 12 to 27. In addition to the PCSWs, the first cities are now joining
the project (Turnhout, Eeklo). Audio has a strategy of gradual growth. A
maximum quota is fixed for new members to join Audio every year. This
organisation was called ‘Audio’.

Legally, Audio is an ‘organisation Title 8 of the PCSW decree’. This
basically means that Audio is a cooperation between local governments.
Audio is different from traditional audit organisations (e.g. the Big Four)
as it works only for local government organisations. Because Audio is a
public sector organisation, making profit is not one of the goals. Members
pay for each audit, thus covering the costs. The costs are lower than
the costs of private sector alternatives, because of the accumulation of
specialised knowledge.

The goal of the organisation is to organise professional audit services
for its members, and to stimulate the transfer of knowledge between
the members (e.g. by performing the same audit in all member
organisations). Audio offers an innovative and cost-effective way of
organising internal audit in local government; competences and sector-
specific knowledge are centralised within a strong team of auditors;
productivity is higher because of the possibility to audit similar services
in all or most of the member organisations; and the costs for the member
organisations are minimised due to learning effects, VAT exemption and
the non-profit nature of Audio.

The results of a recent satisfaction survey show that existing members
are very satisfied with the service offered by Audio.
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OPTIMISATION, INTEGRATION AND SETTING UP ELECTRONIC MANAGEMENT
OF THE ADMINISTRATIVE AND INFORMATION SERVICES ON RECOGNITION OF
UNIVERSITY EDUCATION AND PROFESSIONAL QUALIFICATIONS ACQUIRED IN

THE COUNTRIES OF THE EUROPEAN REGION AND IN THIRD COUNTRIES

Submitted by NACID — National Centre for Information and Documentation

Contact details of lead applicant

National Centre for Information
and Documentation

Address 52A

Country Bulgaria

Web address www.nacid.bg

Organisation

Contact Person Verginia Tsankova
Function Chief Secretary
Email nacid@nacid.bg

Administrative level of lead applicant
National

Size of organisation
25-50

Number of people involved in the project
6-10

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Academic recognition, mobility, higher education
qualifications, ENIC, NARIC, IMI, Lisbon convention,
Europe 2020, knowledge society, eGovernment,
electronic management, EHEA, integrated information
system, service delivery, service standards, lower cost

Case description

NACID has been in charge of the academic recognition procedure
since April 2009, when a contract was signed with the Managing Body
of OPAC for a financial grant. This made it possible to organise the
procedure effectively, together with the accompanying administrative and
information services, in a way which fully complies with the main political
documents concerning recognition of foreign diplomas, namely the
Lisbon Recognition Convention, Directive 2005/36/EC and the Bologna
Declaration. By means of the organisational, legal and technical measures
for analysis, reengineering, and the new improved forms of administrative
service delivery, it became possible to guarantee citizens’ rights to fair
recognition of foreign qualifications, thereby securing equal access to the
labour market.

Thanks to the certified unified information system (UIS) and the new
public registers it became possible to provide timely and trustworthy
information, guaranteeing businesses with a fair and high quality labour
market. The well-structured information in the UIS as well as the use of
modern information technologies meet the information needs of the State
bodies committed to guaranteeing citizens’ rights, prevention of corruption
and fraud. The fact that NACID’s UIS is the first certified system present
in the national list of certified information systems shows that it allows
modern communication with other information systems and provides the
possibility for exchange of data needed by other public institutions. The
information supports the State policy for strategic planning of education
and labour markets. The implemented electronic services helped the
national e-Government to reach a new, higher quality level of services.

The improved internal organisation and administrative capacity of NACID
as national ENIC-NARIC centre contributed to an increase in quality and
speed of service delivery as well as to the prevention of corruption practices
through effective application of the ‘Single access point’ principle. For the
first time, the academic recognition procedure has legally established
deadlines: 2 months from the date of document submission, which is
considerably shorter than the prescribed deadline for recognition in the
Lisbon Convention (4 months).

The UIS already contributes to the increase of student mobility and thus
to achieving the goals of the ‘Europe-2020’ Strategy as well as to the
development of e-Government in Bulgaria. The procedure is now fully
transparent and fully coherent with the Lisbon Convention. Integrated
service delivery is achieved following the ‘Single access point’ principle
in connection to the functions as a National ENIC-NARIC Centre in
terms of the Lisbon Convention. For the first time citizens have access
to complete information about academic recognition and professional
qualifications in Bulgarian and English at NACID’s new website, and can
receive electronically signed certificates pursuant to LEM and the State
administration can check the status and authenticity of the qualifications
of their applicants.
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INTRODUCTION OF A CENTRALISED AUTOMATED INFORMATION
SYSTEM FOR AN eDOCUMENT FLOW IN THE MINISTRY OF INTERIOR

Submitted by Ministry of Interior

Contact details of lead applicant

Organisation Ministry of Interior

Address 6-ti septemvri Str. 29, 1000 Sofia
Country Bulgaria

Web address www.opac.government.bg

Contact Person Emilyan Aleksov
Function Head of department
Email ealeksov.skiad@mvr.bg

Administrative level of lead applicant
National

Size of organisation
50-100

Number of people involved in the project
>15

Type of sector

Justice, police, human rights and security; Public
administration, modernisation, institutional affairs,
reform

Key words of project

Ministry of Interior, centralised automated information
system, eDocument, non-paper desk offices, Unified
eDocument Exchange Environment, integration
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Case description

The Bulgarian Ministry of Interior (Mol) initiated a programme related to
the development of the eServices provided to the citizens and business,
in order to implement both the eGovernment Act requirements and
the EU standards. This project presents a part of the ministry’s efforts
to further extend the eServices’ scope through development and
implementation of a new centralised automated information system for
an eDocument flow within the Ministry. The project results address both
the issues of eServices’ quality improvement and the ideas of facilitating
the eServices’ end users.

It is expected that the Ministry of Interior will build up an information
system dealing with the overall document flow in an electronic format.
The system will be used by all the Mol structures, which are widely
spread across the country. More than 300 Mol secretary offices now exist
in Bulgaria. The implementation of the new approach for dissemination
of the eDocumentation both within and beyond the Mol, will supply its
officials with a modern communication tool. This new instrument will
improve opportunities for prompt and timely reaction; Mol activity and the
way the services are provided to the citizens and business will become
more transparent; the ministry’s leadership will receive clear and accurate
information on the most recent developments and trends, which will allow
the heads to make the most appropriate decisions; society will be further
facilitated in its communication with the Mol and the system will initiate
the process of paper-free administrative work, with human interference
in the document flow being limited; Opportunities for further extension of
the online services provided by the Mol will be created and the operating
costs will be minimised.

The main feature of this web-based system is that it is integrated with the
other Mol information systems, as well other national systems. It has a
number of components and is open to any kind of extension and upgrade.
This system maintains and processes data originating from official or
working electronic or paper documents. It is designed as a common
database, which will present the grounds for eServices to be provided
by the Mol. It guarantees a clear distinction amongst different layers of
users and the rights they have to process various kinds of documents.
For the first time the data structures were standardised in order to
allow for a full exchange of information through the Unified eDocument
Exchange Environment. The eDocument flow within and outside the state
administration — in its communications with the citizens and business —
will reach a new level of transparency and accuracy.

The system has the capacity to provide citizens and business with online
access to all the services falling within the remit of the Ministry of Interior
whilst increasing the speed of the document exchange, decreasing
costs and facilitating communication between citizens/business and the
ministry. It allows citizens to contact the ministry and receive administrative
services from a state structure in time and for free. Meanwhile the
financial resources allocated by the ministry for provision of services to
citizens and business will decrease. The initial steps towards the non-
paper administrative work within the ministry will support the efforts for
environmental protection and all the measures undertaken are expected
to result in a better and more transparent provision of services.
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BETTER ADMINISTRATIVE SERVICE THROUGH ELECTRONIC

GOVERNMENT

Submitted by Municipality of Stara Zagora

Contact details of lead applicant

Organisation Municipality of Stara Zagora

Address Tsar Simeon Veliki Str. 107,
Stara Zagora 6000
Country Bulgaria

Contact Person Nikolinka Gorova

Function Municipal Secretary

Email secretar@city.starazagora.net
nik_gor@abv.bg

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project
eGovernment

Case description

The main activity of the Municipality of Stara Zagora is providing
administrative services to citizens and businesses. One of the problems
for the administration is effectively implementing the requirements of
the Electronic Management Act and the related regulations. The most
important issue is the implementation of the requirements for gathering
and providing data through official channels by different administrations,
through internal electronic administrative services, aimed at improving
the public service and reducing the administrative burden for business.
The objective is to completely reengineer the internal administrative work
processes of the Municipality. The project is aimed at transforming the
internal and external connections in the public sector through network-
based applications, information and communication technologies, in view
of providing administrative services, carrying out administrative activities
and increasing citizens’ participation in governance. The new IT solution
provided by this project is an integrated system for public services
provision. eAdministration covers all processes of the administrative
services provision. The system covers: Request for administrative services
via multiple channels; Payment for the administrative services: customers
are given the opportunity to choose the most convenient payment for
them; Internal administrative processes on provision of administrative
services: models of the service providing processes are built with their
phases, documents, persons in charge and deadlines; Process of results
provision of administrative services: the system provides an opportunity
for customers to indicate how they prefer to receive the result of the
required administrative service.The integration function of the system
plays a key role in the project. Integration has been carried out with many
internal and external systems for the Municipality. The integrated internal
systems are USCRASP, Local Taxes and Fees, and the external systems
are Bulstat (Commercial Register, egov.bg integrated portal for access to
electronic administrative services, the integrated medium for exchange of
electronic documents and the systems of electronic payment operators -
ePay.bg (including ePayVoice, ePayGSM) and eBG.bg.

The implementation of the system has contributed to improved efficiency,
better accessibility and more flexibility and has led the Municipality
administration to make a number of radical changes aimed at improving
customer convenience. Concepts such as business model, technological
solutions, performance, product, place, time and innovation were
profoundly reconsidered. Consequently, the administration made a
transition from what is offered by the administration to what customers
want; from fragmented proprietary systems to integrated open solutions
independent from proprietary technologies; from focusing on activities to
achieving results; from paper to electronic documents and delivery; from
a limited range of physical locations to the choice of suitable channel
for service request and delivery; from limited working time to providing
the administrative service to 24/7/365 through internet self-service; and
from reactive focus on technical tools to proactive management of the
service lifecycle. The system is scalable and allows flexible reengineering
and workflow modelling of service provision business processes. lts
service-bus based architecture provides ready-made integration with
important systems of electronic management, allowing for unlimited
means to building integration with other systems if necessary. Essentially,
the system is a flexible open platform and can be applied to a random
administration. 37
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CYPRUS ePROCUREMENT TOTAL SOLUTION
Submitted by Treasury of the Republic of Cyprus

Contact details of lead applicant

Organisation Treasury of the Republic

of Cyprus
Address 1441 Nicosia
Country Cyprus

Web address www.eprocurement.gov.cy

Contact Person Philippos Katranis
Function Project Manager
Email pkatranis@treasury.gov.cy

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project

6-10

Type of sector

Economic affairs, competition, SME; Public
administration, modernisation, institutional affairs,
reform

Key words of project
eProcurement
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Case description

In Cyprus there is currently only one eProcurement system, serving all
contracting authorities for free, for all types of competition and for all
types of procedure; this must be used at least for publishing procurement
opportunities. This system was designed, developed and deployed
by the Treasury of the Republic with the assistance of the Department
of Information Technology Services. The spark for the introduction of
eProcurement was given by the EU Action Plan included in the Lisbon
Strategy and the developments in the eGovernance and Better Regulation.
This system is easily accessible for free from interested economic operators
all over the world who can register and receive notifications every time a
competition falling under their scope of operations is procured.

In forming the project implementation strategy they have avoided any strict
policy or decision-making actions being transferred to the system in order
to fit all contracting authority needs, allowing them to use the systemin as
much depth as they feel appropriate in order to work on change manage-
ment. However, publication of notices is mandatory to secure at least the
initial system utilisation and to concentrate all procurement opportunities
in Cyprus in a single web page. In addition, the system functionalities were
extended to include the eCatalogues and eOrdering modules, which are
incorporated in the core eProcurement System. This enabled the Treasury
of the Republic to utilise the potentials and currently there is an electronic
shop where all contracting authorities in Cyprus (including local authorities
and bodies governed by public law) can click and shop instantly for over
500 products of common needs. Promotion and change management
activities were emphasised via a dedicated promotion contract. The system
functionalities cover all the procurement procedures covered by the
directive on public procurement (i.e. open, restricted, negotiated, etc.)
as well as Cyprus-specific procedures for low value items (simplified
procedures). It also covers repetitive procurement through Framework
Agreements with or without eCatalogues’ support. Furthermore, specific
orders can be concluded either by direct ordering (through eCatalogues
or not) or by reopening competitions (through selecting specific products
of supplier catalogues and requesting better prices).

The system modules are: eRegistration: Free registration of economic
operators —need to be verified by the Administrators; Controlled registration
of contracting authorities by the administrators; eNotification: electronic
preparation of CfTs and Notices; OJEU, aOG, publication of tender docs,
define tender structure; Questions and Answers, Clarifications, Addenda,
automated notifications; Upon Publication of a Tender, all EOs are notified
if it is in their line of business; eTendering: electronic preparation and
submission of tenders; online/offline tender preparation tools, tender
verification with immediate EO feedback; tender encryption, tender time
stamping; two-phased tender submission for large tenders; eEvaluation/
eAwarding: secure electronic tender opening, automated evaluation
using lowest price or MEAT, contract-awarding process handling and
communications, support for lots; eAuction: used as extension to the
tender evaluation process; Support for three auction types, user’s
connection monitoring tool, chat-based communication for online support;
eCatalogues / eOrdering: support under FAs or for below threshold
procurements; UBL support, FA mini competitions (reopening), eAuction
on eCatalogue products; eStatistics: statistical analysis and reporting;
regulatory reporting on annual procurement activity, regulatory reporting
per CfT and possibilities to extract specific customised information.
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AMBIENT ASSISTED LIVING
Submitted by Fredericia Municipality

Contact details of lead applicant

Organisation Fredericia Municipality

Address Gothersgade 20, 7000 Fredericia

Country Denmark

Web address www.fredericiakommune.dk/
egetliv/topmenu/forside/

Contact Person Frank Overby Vinding

Function Chief Adviser
Email frank.vinding@fredericia.dk

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project

Rehabilitation, self-reliance, satisfied citizens,
satisfied employees
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Case description

By 2020 in Fredericia Municipality there will be at least 2000 more people
over the age of 65 and a significant increase in the number of citizens
aged over 80. This development presents an economic challenge,
which in 2020 will lead to an additional annual cost in elderly care of at
least DKK 46 million. Consequently, this is a good time to reassess the
interaction between citizens and the municipality. To meet this challenge,
the City Council in Fredericia Municipality decided to launch an ambitious
project related to its 2008 budget, entitled ‘Ambient Assisted Living’. The
aim is to develop a model for interaction between senior citizens and
the municipality concerning rehabilitation and prevention, rather than
traditional and expensive compensatory initiatives. Through this project,
Fredericia Municipality has completely turned around the purpose of the
meeting between the citizens and the municipality. The intention is to
assist senior citizens in mastering their own lives — bringing them greater
enthusiasm and self-reliance. The Ambient Assisted Living project began
in October 2008 and is expected to be fully operational across all aspects
of care by the end of 2011. The overall result constitutes a total saving of
approx. DKK 15 million per year.

Based on the policy ‘Active throughout life’, which has been adopted by
Fredericia City Council, the Fredericia Municipality has created a new
direction and changed the basic assumption regarding engagement with
citizens. Fredericia Municipality’s new basic assumption is that age is
not a mark of weakness and limited resources. Age is an expression that
the citizen has lived a number of years and for many — a long and good
life. The new basic assumption is that you have a future, even if you are
80 years old. Ensuring that people can look after themselves for as long
as possible is always a worthwhile investment. The new basic assumption
is that the elderly also prefer to fend for themselves — nobody wants to
be dependent on others before it is absolutely necessary. Therefore
Fredericia Municipality has compiled a comprehensive project model to
develop a new engagement with citizens based on interdisciplinary efforts
that mutually support and complement each other. The greatest benefit
of using the new practice-oriented method and rehabilitative approach is:
satisfied citizens, who are clearly stronger in their own lives and express
pride and improved quality of life by regaining and maintaining their daily
functions; satisfied employees in care, who express significantly greater
job satisfaction and contentment with the new working methods and
the new engagement with the citizen; a clear decrease in absenteeism;
and a significantly reduced utilisation of care services in ‘Everyday
Rehabilitation’. Coordination and implementation of project activities are
decentralised and occur with the departments and the personnel involved
in interventions of the project. Fredericia Municipality’s Ambient Assisted
Living project and the sub-project ‘Everyday Rehabilitation’ have attracted
great attention in Denmark and Norway. The Minister for Social Affairs and
the Minister of the Interior and Health have visited Fredericia Municipality
and found the project to be of interest. The Norwegian Department of
Health and Care has also visited Fredericia and been inspired. Around
90% of Danish municipalities request/receive training and support from
Fredericia Municipality, since they are considering or have started to
implement variations of the ‘Fredericia Model’. In 2010 the Fredericia
Municipality received Local Government Denmark’s (LGDK - the interest
group and member authority of Danish municipalities) great innovation
prize for the project.
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THE HANDHELD PROCEDURE

Submitted by Danish Immigration Service

Contact details of lead applicant

Organisation Danish Immigration Service

Address Ryesgade 53
2100 Copenhagen
Country Denmark

Contact Person Jesper Larsen
Function Head of Section
Email jwl@us.dk

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Justice, police, human rights and security

Key words of project
Asylum application processing LEAN handheld

&~
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Case description

On 15 April 2010, the Danish Immigration Service instituted a ‘handheld
procedure’. The concept is a fundamentally new way of organising
the processing of applications for asylum in Denmark, which involves
two independent authorities. This has resulted in considerably shorter
application processing times for asylum seekers and shorter stays at
accommodation centres, as well as lower costs per applicant. These
improvements have come without a negative impact on the quality of
application processing and without jeopardising the asylum seekers’
right to due process. The improvements have required few additional
resources for application processing.

The fundamental principle of the ‘handheld procedure’ is ‘pushing’. This
means that as soon as one step in the application process is completed,
applicants are directed to the next step of the process. During the
initial part of application processing immediately after the application is
submitted, the applicant, as far as possible, is escorted from one division
to the next and from authority to authority. The principles of LEAN have
been applied in all relevant parts of application processing — from the
procedures authorities follow internally, to the way an application is
processed physically. A new joint unit — the Asylum Unit, which is made
up of staff from both organisations — has been set up to carry out the
procedure in practice. The unit is housed in a shared building and is set
up so that it supports collaboration on day-to-day tasks. In the unit’s
offices, new asylum applicants are registered, their identity and route
to Denmark is determined and initial information about their motivations
for applying for asylum is collected. In addition, a decision is made on
which processing procedure their application falls under. The flexible
collaboration within the unit ensures that all relevant enquiries, regarding
for instance age, authenticity of documents, and external hearings, are
undertaken as soon as possible.

The procedure applies to application processing from the time of
registration of an asylum seeker by the Danish police, to the time when
a first Instance decision is made on the application by the Immigration
Service. The procedure was developed as part of a collaboration
between the two authorities on the basis of a thorough analysis using
the LEAN efficiency principles. During the procedure, applications are
screened by experienced employees. This is done in order to ensure
that as much relevant information as possible regarding the applications
is available, before the actual application processing phase takes place.
During the screening process the applications are also sorted according
to how time consuming they appear to be.

As part of the handheld procedure, and with efficiency concerns in
mind, the complicated applications are processed by one division and
the more straightforward applications by another. The procedure is a
new inter-organisational way of thinking and has positive effects for
users (asylum seekers) and public agencies, as well as reduced costs.
At the same time, the procedure has a long-term perspective, and its
underlying principles can readily be adopted by other public agencies.
The handheld procedure has given Denmark one of Europe’s fastest
and most effective procedures for reviewing applications for asylum.
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BORGER.DK MYPAGE — JOINT DEVELOPMENT AND REUSE OF
KEY INFRASTRUCTURE COMPONENTS RESULTING IN COST
SAVING AND A BETTER, MORE PERSONAL, USER EXPERIENCE

Submitted by National IT- and Telecom Agency, Denmark — Centre for Borger.dk

Contact details of lead applicant

Organisation

Address Holsteinsgade 63
2100 Kgbenhavn @
Country Denmark

Web address www.borger.dk

www.borger.dk/minside

Contact Person Morten Meyerhoff Nielsen
Function Head of Section
Email mmn@itst.dk

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Joint development, reuse of key infrastructure
components, cost savings, WCAG AA, user-centric,
online service delivery, personalisation, privacy,
security, proven business case

National IT- and Telecom Agency

Case description

The borger.dk (BDK) MyPage initiative focuses on joint development
and the reuse of key infrastructure components, resulting in cost
saving. As a platform, MyPage enables a better, more personal, user
experience online. The economic potential of the joint development of
key infrastructure components is illustrated by the cooperation between
the Danish national citizen portal borger.dk (BDK) and five municipalities

for the development of the MyPage platform. MyPage as a platform is a:

» flexible, robust and tested platform for authorities to showcase
personalised information, data, eServices AND enables users to
view and act upon these — either to activate an eService or to correct
information;

» cost efficient, personal, user-friendly and attractive platform
developed with, and for, authorities and citizens to use for free;

» innovative personalised platform enabling authorities to provide
relevant, personal content, data and eServices;

» cutting edge technical solution based on MicroSoft SharePoint
2010 technology, coded in .NET, whilst allowing for different
integration formats (portal service types or widgets);

« it fulfils all legal requirements including collection and presentation of
personal data and WCAG (AA) web-accessibility standards and the
EU ‘Cookie’ Directive.

MyPage allows for a dynamic navigation structure reflecting user profiles,
automated personalisation of content, and different integration formats.
The flexibility of MyPage and the different technical integration formats
enable authorities to present and push useful personalised content,
and to improve the quality and service standard online at lower costs.
MyPage widgets redefine service delivery by focusing on users and
their dependents (e.g. spouse and children) and merging information,
data and services into one, which was previously not seen online for
the public sector. The economic reward of the BDK MyPage platform
and cooperation model is twofold: The primary business case is DKK
1.6 million (€0.22 million) in acquisition, plus a conservative DKK
1.6 million (€0.22 million) cheaper in annual operating costs (incl. support
and maintenance) for each municipality actively using MyPage as a
personalised online platform. The MyPage business case increases
proportionally with each municipality committing to use the platform — for
free. The secondary business case centres on MyPage as an enabler
allowing authorities to actively encourage increased citizens’ self-service
online. Copenhagen, for instance, is actively using MyPage to increase
online service transactions from 19% of all requests in 2009, to 37%
in 2012, thereby saving DKK 23.5 million (€3.2 million) annually. BDK
MyPage shows the importance of a good project management model,
relevant skills and communication; communication including proactive
provision of inspiration, advice, manuals and guidelines for take-up and
sustainability; use of open source, recognised standards and flexible
technical format for widgets. These are lessons for others to use and
emulate and MyPage is only one BDK example of joint development and
free reuse of content. Other examples of the joint development model
include BDK’s Creative Commons licence for all portal content, automated
import and syndication of content to other authorities’ web pages, etc.
As a valid Danish ID number and digital signature is required to login, a
tour of MyPage is available in the Guided Tour section on: http://prezi.
com/ay1bum2cerj2/mypage-epsa 41
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TALLINN CITY SERVICES ONE-STOP-SHOP

Submitted by Tallinn City Office

Contact details of lead applicant

Organisation
Address
Country
Web address

Tallinn City Office
Vabaduse Valjak 7, Tallinn
Estonia
www.tallinn.ee/eng/teenused
www.eesti.ee/est

Contact Person Anne-Mari Vunder

Function Head of General Department
Email anne-mari.vunder@tallinnlv.ee

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector

Public administration, modernisation, institutional
affairs, reform

Key words of project

One-stop-shop for all city services online; 5" level of
eServices

&~
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Case description

‘The Tallinn City Services one-stop-shop’ project entails the Tallinn Public
Service Database, including 5™ level eServices delivered to persons with
low income. Tallinn Public Service Database is a subsection of the City of
Tallinn webpage; it comprises the centralised, categorised and classified
information about public services: the offer, target and description of a
service, delivery channels, price, list of accordant legal acts, process
descriptions dependant on delivery channel, name and contact
information of the executive. This standard information is displayed on a
so-called service card; there are about 560 service cards in the database.
The Tallinn Financial Account System uses the price information from the
database for financial transactions, thus guaranteeing exact and updated
price information for the service users and providers. The database
provides officials with feedback in terms of service usage statistics. The
database enables the municipality to coordinate the sales and market its
full set of services.

Tallinn City Services One Stop Shop has been an example for Estonia’s
smaller municipalities in establishing standardised service portals. Their
service classification and service card has been considered by the
Estonian Ministry of the Interior as a good basis for a sample solution
for other cities and rural municipalities. The target groups for 5" level
eServices vary from families with children to elderly people. These
services are: Childbirth allowance from the City of Tallinn. This is granted
to parents of a child, provided that according to the Population Register,
both parents were citizens of Tallinn before the child was born and at
least one of the parents had lived in Tallinn for at least a year before the
child was born; Allowance for the first-graders of Tallinn schools. Benefit
applications for children attending school for the first time are accepted
during the first three months of the school year; My sports club gives the
possibility to choose the sports club the person attends; the club will then
be subsidised by Tallinn City Government and the user of the club will
pay a reduced fee. The sports activity benefit is given to sports clubs to
organise activities for Tallinn’s amateurs with disabilities and persons with
permanent disabilities; Similarly, My child in sports club works in the same
way for children, and it is the parents of the child who decide which sports
club receives the sports activity benefit to organise sports activities for
Tallinn’s children; Annual allowance for retired citizens of Tallinn. Pension
supplement application can be submitted by persons receiving retirement
pension or incapacity pension and adults (from the age of 18) receiving
national pension and death pension. Pension supplement is paid once a
year in the applicant’s birth month. The services are available to groups
of population with the forenamed conditions; applications are required.
Tallinn City Government has back-office information systems, Sports
Support Information System and Subsidy Independent from Income
Module to process applications. The delivery channel for the services is
the State Portal www.eesti.ee where the applicant has to log in. There
are three different possibilities to access services: with ID-card; with
Mobile-ID; or an internet bank link. The logged-in person is authorised
as citizen of Tallinn by Estonian Population Registry via data exchange
layer X-Road. Pre-completed eApplication forms to concrete service
open only for entitled persons; compliance with the required conditions is
verified automatically by adequate data bases via X-road. After submitting
the eApplication subsequent processes will be different depending on
service, but it will be done automatically and will end with money transfer
to the applicant’s or sports club’s bank account.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE .

SYSPER2

Submitted by European Commission — Informatics Directorate-General

Contact details of lead applicant Case description

Organisation European Commission
Informatics Directorate-General
Address MO34 2/76, 1049 Brussels
Country Belgium

‘Sysper2’ is the European Commission’s Human Resource Management
information system. It covers the vast majority of corporate HR
processes such as career management, appraisal and promotion,
organisation chart, mobility, entitlements, staff obligations and ethics,
time management, competence management and resource allocation.

Contact Person Philippe Van Damme It is a permanent challenge to ensure the smooth operation of the

Function Head of Unit Information systems European Commission, given its size and complexity (around 36,000
for Human Resource Management staff of more than 27 nationalities, in multiple locations around Europe
Email philippe.van-damme@ec.europa.eu and the world). HR is a modern change agent and strategic partner,

Administrative level of lead applicant
European

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project
Human resource management, efficient
administration, IT consolidation

allowing the Commission to achieve its objectives, with lower levels
of HR staffing and without losing sight of the wellbeing and motivation
of the personnel. ‘Sysper2’ is in this context a cornerstone for staff
empowerment, administrative simplification and HR professionalisation
in the European Commission.

‘Sysper2’ focuses on three main areas:

1. End-to-end business processes coverage: By spanning organisational
boundaries and covering HR business processes end to end,
‘Sysper2’ contributes to an increased service level, to harmonisation
and simplification, and to more efficiency and user satisfaction.

2. Support for a proactive HR policy: ‘Sysper2’ goes beyond mere
compliance with procedures. It provides the foundation for the HR
Directorate-General to transform personnel policy into an efficient
instrument contributing to the Commission’s priorities and policy
objectives.

3. Inter-institutional deployment: ‘Sysper2’ is also being deployed in
other European Institutions and agencies. The inter-institutional
deployment represents a significant step towards the harmonisation
of administrative practices and improved interoperability between
European Institutions with a reduction in administrative expenditure
as a result.

The investment costs have been carried by the European Commission
— the system owner, while other European Institutions and agencies
can use the system, only paying for the cost of the additional service.
‘Sysper2’ is an example of a successful convergence initiative, aligning
business and IT. It has enabled more efficient, effective and transparent
HR business processes and led to the rationalisation of the IT system’s
portfolio. Moreover, the benefits of the investment are being shared
with other European Institutions who can profit from the service the
Commission is offering to deploy, run and support the system for the
interested institutions.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ITIC —IT Infrastructure Consolidation
Submitted by European Commission — DG DIGIT A — Corporate IT Solutions and Services

Contact details of lead applicant

Organisation European Commission

DG DIGIT A

Address Rue de la Loi 200
1049 Brussels
Country Belgium

Contact Person Paulo José Santos

Function Deputy Head of Unit, European
Commission - DG DIGIT A1
Email paulo-jose.santos@ec.europa.eu

Administrative level of lead applicant
European

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

ITIC (IT Infrastructure Consolidation), European
Commission, DG DIGIT
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Case description

This project stems from the IT Governance Communication (SEC(2004)

1267) of the European Commission. Its aim is to achieve efficiency gains

and service improvements through the introduction of a new corporate

IT service. In March 2007, the IT Department of the EC (DIGIT) launched

the ITIC Pilot with the voluntary participation of three other Directorates-

General. Later in 2008 another two DGs joined in. The pilot brought

about several tangible benefits.

* It enabled the enrolled DGs to fully comply with the binding
requirements in terms of Business Continuity Planning.

» Several Pilot DGs emphasised that the enrolment to ‘ITIC’ was for
them an opportunity to focus on their core business (no longer need
to worry about IT infrastructure and support).

» There were clear benefits in terms of quality of service, by associating
a Service Level Agreement (SLA) to the Memorandum of Understanding
signed with each customer DG. The quality of the service is monitored
through clearly defined Key Performance Indicators (KPIs), which
are measured and reported on a monthly basis to the enrolled DGs.
Moreover, an important added value of the project is the homogeneity
in Quality of Service, irrespective of the DG, while retaining sufficient
flexibility for dealing with ad-hoc requests.

» The pilot demonstrated that a consolidated infrastructure and support
service can be provided with a reduced number of IT staff, while
preserving close proximity to the end users.

» Last but not least, it enabled infrastructural cost savings. The Pilot
completed in April 2009.

After the successful completion of the pilot project, ‘ITIC’ was officially set
as a new Service in production. The ITIC Service is formally defined by the
ITIC Service Catalogue that includes the complete range of workstation
management and office automation services: first level support service
with proximity (for requests for service which require on-site intervention);
workstation and peripherals provisioning and administration; user
account management; file, print and scan services; terminal services to
support remote access and teleworking; and communication services.
The ITIC Service Level Agreement (SLA) sets out the service levels and
associated metrics — the KPIs. The ITIC Service is compliant with best
practices from the industry in IT Service Management (known as ITIL =
IT Infrastructure Library). At the time of writing this report, the Service is
being used by 12 DGs, representing over 9500 users. From an efficiency
perspective, the ITIC Service is currently being delivered with a ratio of
IT support staff members per 1000 users supported, down by 30% from
the initial ratio before ‘ITIC’. This Service is now fully operational and is
scalable. Furthermore, it provides to the EC further economies of scale.
Maintaining the current Service Levels, the ITIC Service can provide
further optimisation of resources used. By enrolling further DGs, recent
projections show that the ITIC Service should in another 2 to 3 years
be able to achieve an improvement in the ratio of IT support staff per
1000 users of up to 50% in efficiency with respect to the starting point in
2006. This service has the potential to liberate an impressive number of
Full-Time Equivalents.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE .

EUROPEAN COMMISSION JOB SCREENING

Submitted by European Commission, DG Human Resources, Unit HR.A.1.

Contact details of lead applicant

Organisation European Commission

DG Human Resources

Address Rue Montoyer 34
(07/046), 1049 Brussels
Country Belgium

Contact Person Antje Collowald
Function Human Resources Officer
Email antje.collowald@ec.europa.eu

Administrative level of lead applicant
European

Size of organisation
>100

Number of people involved in the project
1-5

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project
Efficient allocation of human resources, efficiency

gains, efficient delivery model, re-engineering, cost

optimisation, business orientation, added value for
European citizens

Case description

Already in 2007 before the financial crisis, the Commission reacted to
growing pressure on resources, with a self-commitment to refrain from
requesting new posts until 2013 ‘zero growth’. This, together with the
Lisbon Treaty and the Europe 2020 strategy assigning new tasks to the
institution, set the framework for an initiative to shift the allocation of jobs
from horizontal functions covering ‘administrative support and coordination’
to ‘frontline’ activities where they benefit EU citizens directly. A reduction
of jobs covering ‘administrative support and coordination’ tasks is one of
the primary objectives of the initiative known under the internal working
title of ‘European Commission Job Screening’. As a starting point for this
exercise, all jobs in the Commission and in the six Executive Agencies are
analysed and categorised. Four categories (with several sub-categories)
have been established. These are based on the main operational activities
of the EC, the support processes and the specific challenges linked to the
multi-language and multi-site environment, as well as specific financial
and budgetary management to be covered:

» Operational (frontline): Policy Making, Programme Management/
Implementation, Law Making/ Monitoring, Evaluation and Impact
Assessment.

» Neutral: Linguistic services, Local Finance, Anti-Fraud.

» Administrative Support: Human Resources, IT, Document Management,
Logistics, Security, Budget and Accounting, Internal Audit.

¢ Coordination: Communication, Publication, Inter-Institutional Relations,
Activity based management.

Horizontal support tasks, as described in the categories ‘Administrative
Support’ and ‘Coordination’ above, are delivered in the EC at corporate
level (e.g. HR services for the whole Commission by the central DG HR)
as well as at local level (e.g. HR departments in each Directorate-General
(DG)). The categorisation of all jobs enables all decision levels to clearly
identify the jobs allocated to ‘frontline’ (operational) activities and the ones
covering ‘administrative support and coordination’ functions. Progress in
the reduction of the ratio of these support and coordination jobs compared
with the total number of jobs is measured monthly at the level of each
DG as well as for the Commission as a whole.The initiative has helped
reduce the ratio of functions in administrative support and coordination in
the whole EC from 31.8% in 2007 to 29.5% in 2010. A further decrease
is expected in 2011. This constant shift from functions in administrative
support and coordination to ‘frontline’ tasks has helped in reaching
the Commission’s policy objectives in times of ‘zero growth’, where no
additional posts have been requested from the budgetary authority.
In addition, the EC managed — without additional heavy IT investments —
to overcome a common hurdle: the centralisation of all relevant existing
information on human resources in one database, which establishes one
global and up-to-date view on the use of resources across the highly
diverse and multi-site organisation of the Commission. This has also led
to establishment of one common ‘language’ between all DGs with regard
to staff deployment in general. The yearly Job Screening exercise has
strongly pushed towards an alignment of the planning processes for
activities, the budget and human resources. Last but not least, the ratio of
functions in administrative support and coordination has been established
successfully as a Key Performance Indicator (KPI) and is used in decision
making for allocation of additional posts.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ePRIOR — THE EUROPEAN ePROCUREMENT PLATFORM

Submitted by European Commission, DG Informatics

Contact details of lead applicant

Organisation European Commission

DG Informatics

Address DIGIT, Rue Belliard 28
1049 Brussels
Country Belgium
Contact Person Yuliya Krumova
Function IT Officer
Email yuliya.krumova@ec.europa.eu

Administrative level of lead applicant
European

Size of organisation
>100

Number of people involved in the project
>15

Type of sector

Economic affairs, competition, SME; Public
administration, modernisation, institutional affairs,
reform

Key words of project

Public procurement, electronic procurement, policy,
standards, interoperability, cross-border, open-
source, elnvoicing, DIGIT, eOrdering, eCatalogue

46

Case description

Public procurement plays an important role in the development of
the single market. In 2009, total public procurement expenditure in
the EU was estimated at around 19% of EU GDP (or €2,300 billion).
Approximately 18% of this expenditure (3.6% of EU GDP, €420 billion)
was above the EU thresholds and hence governed by the EU public
procurement legislation. Several studies demonstrate that switching
from paper-based procurement to electronic procurement would be
highly desirable for Europe. The widespread use of eProcurement
would simultaneously result in significant savings in total procurement
costs and reductions in transaction costs. Despite the several EU policy
efforts to put public e-Procurement at an equal footing with paper-based
approaches, its take-up remains low, both within most countries and
across the EU as a whole.

The ‘ePRIOR’ project was started in 2007 by the Directorates-General
for Internal Market (DG-MARKT) and Informatics (DIGIT), of the
European Commission, to support the objectives of the i2010 EU policy
framework and the eProcurement Action Plan. The ‘ePRIOR’ project was
initially sponsored by IDABC to show that emerging standards to enable
interoperability in a cross-border environment could be used in a real-life
pilot of B2G elnvoicing. In 2008, this pilot was successfully completed
between a few suppliers and DIGIT. During the pilot, DIGIT actively
contributed to the creation of these standards in close cooperation with
standardisation bodies and Member States. This pilot paved the way
for the use of these standards by PEPPOL, the eProcurement Large
Scale Pilot of the ICP programme. Furthermore, it also showed that the
European Commission not only plays a central role in managing the
rules of the internal market but also in its creation, by harnessing the
potential of technology for better public procurement. With regards to
technology, the elnvoices were exchanged via the ‘ePRIOR’ platform,
created for that purpose. This system was developed by DIGIT to
enable the secure exchange of documents between the systems of
the European Commission and those of suppliers or service providers.
Today this platform is available for free to Member States, in Open
Source, and it offers direct and easy connection to PEPPOL. This open
source version of ‘ePRIOR’ is known as ‘Open ePRIOR'’.

As of 2009 elnvoicing is live at DIGIT and it has proven to offer significant
advantages over traditional paper-based invoicing, such as better
data quality, faster processing time, no data encoding, no scanning
of attachments, no lost invoices, etc. DIGIT is now mandating its use
in all new Framework Contracts and expanding the use of electronic
means to all of the post-Award value chain: catalogues, orders, goods
receipt, payment reminders, etc. The ‘ePRIOR’ project is currently being
carried out under the umbrella of the ISA programme and the role of the
European Commission in leading by example by using eProcurement
is today a policy objective stated in the follow-up to the i2010 policy
framework, the Digital Agenda for Europe.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE .

EPSO DEVELOPMENT PROGRAMME
Submitted by EPSO — European Personnel Selection Office

Contact details of lead applicant

Organisation EPSO

Case description

The European Personnel Selection Office’s (EPSO) creation was based

Address Avenue de Cortenbergh 25 in a context of both, great change in EU history, with the enlargement from
1040 Brussels 15 to 25 and subsequently to 27 Member States, and of modernisation
Country Belgium of the European public administration. EPSO successfully met the

Web address http://europa.eu/epso/discover/

about/mission/index_en.htm

Contact Person Linda James
Function Policy Assistant to the Director
Email linda.james@ec.europa.eu

Administrative level of lead applicant
European

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Computer-based testing, talent management,
competency-based assessment, situational judgment
testing, talent screening, streamlining procedures,
best practice

Institutions’ increased demand for competitions to enable enlargement
recruitment, but it was clear that the old selection system had several
weaknesses: a lack of strategic HR planning led to peaks and troughs in
the availability of suitable laureates; the time taken to organise an open
competition was too long; the system was almost exclusively based on
testing of knowledge and so tended to select people good at getting the
job, rather than those who would be good at doing the job.

In an increasingly competitive job market, the European institutions must
be able to attract a diverse range of top quality applications and a better,
faster, more robust new selection procedure was needed to provide them
with the right people at the right time. So EPSO set about developing
a strategy to attract the right talent and to position the European public
service as an attractive career choice. In 2008 EPSO’s Management
Board unanimously approved a series of concrete recommendations for
changes in the nature and format of selection procedures — the EPSO
Development Programme (EDP).

The agreed aim of EPSO’s far-reaching modernisation programme was
to adapt the methods of personnel selection to meet the Institutions’
current and future needs in a more efficient way, while remaining true to
the principles of fair and open competition. On 16 March 2010 it launched
the first competition for graduate Administrators under the new selection
procedure. A cornerstone of the new model is the development of a
state-of-the-art IT platform and procedures, linked to the deployment of
tailor-made assessment tools and test content. A series of job-relevant
competency-based assessment exercises are deployed in a two-phase
process (pre-selection and Assessment Centres), to reflect what is
required in terms of job performance for different profiles and recruitment
levels.

Introducing improved planning and faster and more targeted recruitment,
the new system establishes annual competitions for the most common job
profiles, thus allowing candidates to plan their applications more effectively
and helping strategic human resource planning by the EU Institutions.
It shifts the emphasis from knowledge to competency-based assessment.
Candidates are tested on a rigorous, objective and fair basis, which allows
for immediate statistical feedback and quality control. In this way, EPSO
has reformed a significant area of the HR function, in a rational and cost-
efficient way, in order to provide the EU Institutions with a new generation
of motivated and talented staff members. In 2010 EPSO completed the
implementation of a series of operational improvements at all levels of
the organisation, including for example, the introduction of a new online
application system for candidates, better provision for candidates having
special needs, improvements for candidates’ management of their own
personal account, an improved public website and a simplified ‘notice of
open competition’ — available in 23 languages.
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ISSYSPOTS
Submitted by Issy Média

Contact details of lead applicant

Organisation
Address

Issy Média

Rue du Général Leclerc 62
92130 Issy-les-Moulineaux
Country France

Web address http://itunes.apple.com/fr/app/
issyspot/id378575219?mt=8

Contact Person Eric Legale
Function Managing Director
Email eric.legale@yville-issy.fr

Administrative level of lead applicant
Local

Size of organisation
1-25

Number of people involved in the project
1-5

Type of sector
Information society, technology, media and

audiovisual

Key words of project
Augmented reality, hotspots, 3D, Issy
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Case description

Better than a map and even more practical than a GPS, ‘IssySpots’
is an enhanced reality application for iPhone — an illustration of future
eGovernment. The first enhanced reality application developed by a
French local authority, ‘IssySpots’ enables inhabitants as well as short-
stay visitors equipped with an iPhone to easily find their way around the
city thanks to enhanced reality. More than 500 points of interest in the
city (transportation, businesses, administrations, etc.) are displayed on
the user’s iPhone in real time according to his location, allowing him
to move freely towards the main locations of interest of the city. The
application gives particular importance to innovative companies and city
services.

With over 70,000 jobs — out of which more than half are in the ICT sector
—in a town of more than 64,000 inhabitants, Issy-les-Moulineaux is one
of the main technological and economic centres in south-west Paris.
Since the mid 1990s the city has developed many innovative services.
Today, 85% of the population is connected to the internet. From the
youngest up to the oldest, Issy’s residents have access to a wide
range of electronic services (Cyber-nurseries, cyber senior centres,
mobile phone payment of parking fees, videoconferencing for parents
with children away at holiday camps, web services to pay for school
meals and making reservations for leisure centres, online ordering of
documents, Web TV, Facebook and Twitter pages, Issy 3D, etc.) Within
this ICT-oriented background, and given that the smartphone apps
market is booming, Issy-les-Moulineaux wanted to offer its inhabitants a
new innovative and useful service.

Beyond promoting the high-tech image of the City, the purpose of
‘[ssySpots’ is to offer to the 70,000 employees working in Issy, as well as
to inhabitants, a true mobile digital extension of the ‘paper version’ of the
practical guide of the City. The application allows them to find their way
easily in the city and to identify the main points of interest according to
their location. In the long run, the objective is to have the whole of Issy at
one’s fingertips, whenever and wherever needed: telephone numbers,
addresses, websites, email contacts, etc.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE 5

MARKET-BASED CONTROL OF COMMERCIAL-NEAR PUBLIC
SERVICES BY MARKET-BASED INTERNAL COST-SETTLEMENT

Submitted by Zentrale Technische Dienste Dresden

Contact details of lead applicant

Zentrale Technische Dienste
Ferdinandplatz 2, 01069 Dresden
Germany

Organisation
Address
Country

Contact Person Markus Blocher
Function Director
Email mblocher@dresden.de

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector

Economic affairs, competition, SME; Employment,
labour related affairs and gender equality; Public
administration, modernisation, institutional affairs,
reform

Key words of project
Market-based internal cost settlement of public
internal services

Case description

In 2006, the city council of Dresden decided to set internal operative
services into a systematic market comparison procedure, especially those
which are close to commercial services, e.g. concierge service. Similar
experiences took place in the 1980s in Great Britain, called ‘market testing’
— with a market comparison of public services by participating in a public
tender. However, an adaptation of this approach in Germany has been
problematic, since internal public services are not allowed to participate in
public tenders. In Dresden, however, outsourcing was not the aim; rather,
a comparison between public and private services focused on service
level and price. In order to realise a market-based service comparison,
participation in public tenders was not the answer, because in Germany
a tender of a service leads to an outsourcing solution even if the public
service is better in quality and/or cheaper in price. Consequently, the
city administration had to invent and implement a new procedure to
compare their operative public services with private ones. In 2006 a
bundle of internal, commercial operative services were pooled into a new
organisation. Services and service-levels were defined, multiple principal-
agent-relations were installed, a professional financial accounting was
built up and finally — as a national innovation - the traditional way of
internal cost-settlement was changed in order to make internal services
more cost-effective in comparison with the private sector.

Traditionally, an internal organisation which produces services on a well-
defined level, called ‘agent’, has to settle its effective (actual) costs with
a ‘principal’ organisation, which has ordered these services. After the
service delivery, the principal will be charged by these effective costs; but
the question of whether these services are efficient in price and quality
compared with private services — cannot be answered by analysing these
effective costs. In order to answer that question in Dresden, since 2009, the
principals are generally no longer charged internally with effective costs,
but with prices equivalent to market prices. Due to this, the principals are
no longer charged with inefficient cost-elements produced by an internal
monopoly. The agent organisation cannot play a monopoly role any more
but is forced to optimise its costs and quality on market-price level.

In Dresden, the market comparison can be drawn on multiple levels,
at service level, order-level, product-level and finally at the level of the
whole agent organisation in which all regarded services are pooled. The
city council will be informed about the results of this market-comparison
at product level in the course of the discussion on the public budget.
The agent is forced to cover his internal effective costs, if the internal
market-price-equivalent settlement of all services does not cover the
whole effective costs of its organisation. In this case, the agent is forced
to optimise its internal services. The market-comparison allows the
agent to quickly determine ineffective services, so that these should be
outsourced, while those which are profitable can be better in-sourced.
What are the results? There is no general answer, but different results
depending on service level, motivation of employees, size of order and
other factors. There are both efficient and non-efficient internal services.
This result supports this market-testing approach, because the answer to
the question of make-or-buy is not as simple as ideologists often suppose
it to be.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

IP-CENTREX TELEPHONE SOLUTION

Submitted by Landkreis Elbe-Elster

Contact details of lead applicant

Organisation Landkreis Elbe-Elster

Address Ludwig-Jahn Str. 2
04916 Herzberg
Country Germany

Web address www.nfon.net/de/telefonanlage/

kleine-unternehmen/ueberblick.html

Contact Person Ron Lehmann
Function IT specialist
Email ron.lehmann@lkee.de

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
1-5

Type of sector
Public administration, modernisation, institutional

affairs, reform

Key words of project
IP-Centrex
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Case description

One of the major problems in this region is migration of young people,
meaning that there are fewer and fewer people living there. Consequently,
the administration must be dramatically reformed and has to be more
efficient. In the future, they will receive less money from the Bandenburg
government, so they have to make savings in the right places. One
part is staff savings: fewer and fewer staff requires less IT, therefore
they must begin to develop strategies for future requirements. Cloud
computing and pay-as-you-shrink can help them reach their goals. The
prime reason for launching the project was the age of the old analogue
telephone system (at that time 12 years), which had many connection
problems with the old hardware and impossible requirements as a result
of limited upgradeability. There were no documentation and configuration
tools, so that there was no chance for modifications. Another problem
was the fixed number of telephone substations. Furthermore there was
no possibility to use modern telecommunication features like conference
rooms, automated call distribution and computer telephony integration.
In some locations there were two separate physical networks, one for
the analogue telephony and another for the LAN, which caused some
difficulties and represented a high volume of work. There was no way
to connect the telecommunication network to the digital data network.
The second major issue was the insufficient service for citizens and
companies. The next reason for change was also the financial outlay:
expensive maintenance contracts, high power consumption and charges
for calls between five locations. One of their locations was renewed last
year with the objective target: ‘Drop the telephony network and use the
digital data network for all communication’.

So, the aim of this project is to switch the telephone system from an
analogue telephony system to a Cloud Solution: ‘IP-Centrex’. At that
time it was the first administrative district (according to own market
research) in Germany, with an ‘IP-Centrex Telephone Solution’ (650
substations). They saved a lot of money (lower acquisition costs,
less costs for maintenance and lower call charges) and can offer new
services for citizens. Staff are pleased about the possibilities offered by
this solution and for the IT staff, it is much easier to handle this solution.
The most interesting solution was somewhere in the cloud (after all in
Germany). This choice enables free calls between their locations. Other
objective targets are: They don’t want a central telephony hardware
in their locations (just telephones); Data integrity (End to End Data
encryption and the consideration of Federal Data Protection Law); They
want to involve all telecommuting personnel without outlay (IP-Phone
follow me); Sustainable (SW Upgrade, to enhance the services, big
variety of interfaces e.g. SIP-Trunk, CTI); Capability characteristics like
major enterprises (e.g. conference rooms, worldwide access); Reduce
the supervisor support (less driving and less configuration time); Every
employee should be able to configure uniform services and features
himself by using a website; The supervisor needs a central web-
configuration; Services and possibilities for the citizens and companies
for a better communication with government (interactive system).



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE 5

IPEMA® — INTEGRATED PERSONNEL MANAGEMENT SYSTEM FOR

THE ENTIRE STATE ADMINISTRATION OF RHINELAND-PALATINATE
Submitted by Rhineland-Palatinate’s Central Office for IT and Multimedia

Contact details of lead applicant

Rhineland-Palatinate’s Central
Office for IT and Multimedia
Wallstralte 5, 55118 Mainz
Germany

www.zukunft.rip.de

Organisation

Address
Country
Web address

Contact Person Jiirgen Hafner
Function CIO Rhineland-Palatinate
Email juergen.haefner@ism.rip.de

Administrative level of lead applicant
Regional

Size of organisation
25-50

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Cost reduction, simplification, IPEMA, ERP, HCM,
SAP, modernisation of administration, free of media
interruptions, standard

Case description

The federal state of Rhineland-Palatinate, with some 4 million inhabitants
and a yearly budget of approximately €13 billion, is a dynamic region
in Germany based on an extensive infrastructure of highways and
waterways. The personnel management duties of the state are
implemented by an administrative system comprising more than 160,000
people: administrative staff plus teachers, judges, and former employees.
In the course of the years, several different and mutually incompatible
personnel management systems were established. The uniform,
integrated personnel management and payroll accounting system
‘IPEMA®’ is designed to create a single infrastructure aimed at making
administrative duties considerably easier and saving money.

‘IPEMA®' is a flagship project within the federal state strategy of creating
a networked IT infrastructure by pooling expertise and consolidating the
different systems. This is being made possible by Rhineland-Palatinate’s
Central Office for IT and Multimedia, Zentralstelle fiir IT und Multimedia,
which manages the IT of the entire state administration. Key aspects in
the success of the project are a teamwork approach and the equality of
everyone involved in the project. This is a key characteristic of the working
methods of the state’s IT department, which, after initial resistance, has
won over many supporters with its dialogue-orientated approach, to such
an extent that these supporters now actively and willingly draw on the
services of the department’'s IT experts. With ‘IPEMA®’, there is only
one system to administer and maintain; all employees receive the same
training, thus improving their mobility as they can be assigned to different
government offices without the need for additional training. But above
all, ‘IPEMA®’ results in a uniform data protection concept — an essential
feature given the highly sensitive nature of the personal information within
the system. All IPEMA®’ data is kept in the top-security environment of
the state’s data and information body, LDI. The project can be broken
down into three areas: The state’s central payroll and pensions’ office
(ZBV) manages the payrolls of all active employees and pensioners.
With a budget of €5 billion and more than 500 employees of its own, it
is one of the largest HR departments in the state; In addition, more than
800 employees of the Supervisory and Service Directorate manage the
HR and talent management for different parts of the state organisation;
The third organisation within the project is the regional finance office
(OFD) with 8000 employees responsible for the state tax administration.

The goal of this project is to replace several legacy HR systems
with one universal SAP HCM ERP 6.0 system which will contain the
following components: personnel administration, payroll accounting, time
management, organisational management, personnel cost planning,
position management, recruiting, training management, pensioners’
administration and personnel development. The project implementation
comprises five consecutive rollouts: new pensioners (June 2010), civil
servants of the OFD (October 2010), payroll accounting for all civil
servants and state pensioners (December 2010), payroll accounting for
all state salaried employees (January 2011), and personnel cost planning,
position management, recruiting, and training management of the OFD,
and personnel administration of the ADD (April 2011).
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

PASTIS

Submitted by Konrad-Adenauer-Stiftung e.V. (KAS)

Contact details of lead applicant

Organisation Konrad-Adenauer-Stiftung e.V.

(KAS)
Address Klingelhdferstr. 23, 10785 Berlin
Country Germany

Contact Person André Drewelowsky
Function Project Manager PASTIS
Email andre.drewelowsky@kas.de

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector

Economic affairs, competition, SME; Justice, police,
human rights and security; Public administration,
modernisation, institutional affairs, reform

Key words of project

PASTIS, KAS, paperless document management,
foundation, global, accounting accuracy,
transparency
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Case description

The Konrad-Adenauer-Stiftung (KAS) is a political foundation that
receives nearly 100 per cent of its €120 million annual funding from
German taxpayers, through a variety of German public Ministries.
Of that, €70 million goes to European and international cooperation.
KAS promotes democratic processes and structures and the rule of law
in 75 countries located on four continents. Its mission to promote the rule
of law is founded upon principles of transparency and accountability,
in order to optimise financial resources provided by the public purse.
KAS historical accounting and document management system relied
on a variety of disparate paper-based materials and manual Excel
spreadsheet processes that required double or triple entry, and
manual consolidation of accounting information. Important documents,
including receipts and other critical accounting information, were kept
at various locations throughout its 75 field offices, as well as the Berlin
headquarters. Often, manual consolidation of financial data took many
months, meaning that managers did not have quick access to accurate
financial and accounting information. Additionally, fund transfers from
Germany, made in euro, needed conversion into local currencies.
However, the lack of real time currency conversion processes for
accounting purposes led to inaccuracies.

To increase accounting accuracy and transparency, provide real time
access to accurate accounting information for the Berlin HQ and regional
offices, decrease the costs of accounting and bookkeeping processes,
and provide more effective and efficient reporting to both internal
KAS staff and various Ministries (and the public), KAS has developed
‘PASTIS’, a paperless, web-based document management solution and
workflow system: Projekt-Abrechnungs-, Steuerungs- und Informations-
System (Project Accounting, Control and Information System). This
innovative response to budgetary constraints enables KAS to achieve
a number of objectives: greater accounting accuracy; high levels of
accounting transparency; lower administrative costs/higher efficiencies
and productivity; a ‘shared’ web-based environment — allowing local and
headquarters staff instant access to real time accounting and budget
information. Developed with the assistance of EMC Corporation (global
leaders in electronic data management solutions) and FAVORIT-Office
Flow, KAS is now positioned to increase efficiency across the head
office and local offices, thereby also increasing the effectiveness of the
programmes and projects which it delivers to a global constituency.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE 5

MUNICIPAL CLAIMS MANAGEMENT - THE WIESBADEN WAY
Submitted by Landeshauptstadt Wiesbaden / State Capital Wiesbaden

Contact details of lead applicant

Organisation State Capital Wiesbaden

Address Kammerei, Hasengartenstr. 21
65189 Wiesbaden
Country Germany

Web address www.wiesbaden.de

Contact Person Thomas ldstein

Function Credit Manager, Municipal Claims
Management
Email thomas.idstein@Wiesbaden.de

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
11-15

Type of sector
Taxation, customs, finances

Key words of project
Credit management

Case description

‘You must not run after money, you must go to meet it' (Aristotle
Onassis). With the introduction of a municipal claims management
system, the State Capital Wiesbaden has taken measures to reduce
bureaucracy and avoid burdening residents with tax increases. Not only
was the financial situation of the city of Wiesbaden improved, but the
knowledge acquired was also used to enhance residents’ satisfaction.
For example, prior to receiving the fee-based reminder notice, residents
are advised by phone and the explanations regarding payment history
and general suggestions addressed by the residents during the phone
call are recorded, processed with the relevant functional areas, and
implemented. High levels of outstanding receivables and write-downs
were the basis for the project work. Initial analyses indicated a monthly
receivables level of €52.6 million. These claims were either not paid or
paid with delay. To compensate for the outstanding debt, reserves had to
be used, loans had to be taken out, or plans had to be deferred. The result
is additional costs in other areas, so that the funds expended for these
costs are then not available to the residents. Lowering of receivables
and the days outstanding should reduce loan and processing costs.
The funds generated in this way will be available to the residents at
an earlier stage. The results of the project work should contribute to
quality assurance and be implemented as soon as possible. Interfaces
between multiple functional areas are identified and optimised, and
arising difficulties are communicated.

In contrast to the existing static dunning sequence (30 days after
maturity), personal telephone contact with the residents was established
through the ‘Municipal Payment Counselling Service,” through which in
addition to the discussion regarding payment of multiple contributions
towards quality assurance (example: understanding of letters) were
received. The suggestions from residents to the municipal payment
counselling service regarding advising before maturity were also
implemented. As a consequence, the resident feels competently
advised and pays the amount owed. Whereas in the past claims were
value-adjusted and written off after failed enforcement, these claims
are now further processed by an external collections company. Similar
to the experiences of the municipal payment counselling service, the
contact with the resident occurs before being passed to a collections
company. Even for claims that have already been processed by the
external collections company, questions from the resident are forwarded
to the city administration and contact with the resident is initiated from
that point. The services are accepted by the residents, not least through
the option of arranging individual and affordable payment modalities.
Internally, claims are processed more attentively and in part, already
secured in the origination process, respectively also being checked for
the customer’s ability to pay. Through the incorporation of the address-
finding office, the City of Wiesbaden obtains the resident’s current
address, which is often not available in the registry office records, and
can therefore send letters that were previously undeliverable to the
current address. The various functional areas cooperate more closely
than before. This cooperation is particularly evident in the collaboration
between the fines office and the office for social work and employment,
but also in other areas in which interfaces exist.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

POINT OF SINGLE CONTACT HESSE

Submitted by Regional Councils of Hesse

Contact details of lead applicant

Organisation Regional Councils of Hesse

Address Landgraf-Philipp-Platz 1-7
35390 Giessen
Country Germany

Web address www.eah.hessen.de
www.dienstleistungsplattform-

hessen.de

Contact Person Joerg Kremer
Function Project Manager
Email joerg.kremer@rpgi.hessen.de

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
11-15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Service-oriented eGovernment, networking via
electronic interfaces

54

Case description

Entrepreneurs, service providers and citizens can contact the competent
authority for their concerns by using an internet platform. A concern can
be for example the registration of a new business or an application
for a restaurant licence. Originally the platform was developed for the
implementation of the European Services Directive by the regional
councils of Hesse. But the potential of the platform goes far beyond
the very implementation of the requirements of the directive. Complete
electronic end-to-end processes by using an electronic interface which
connects the platform to all competent authorities in the federal state of
Hesse can be or are already implemented.

Generally the applicants, especially the applicants from other European
countries, do not know about the country-specific administrative
procedures. On the platform, the applicants do not need to know what
kind of applications they need to present and which the competent
authorities for different applications are. The platform offers the applicants
a dynamic questionnaire which identifies the relevant applications
including the corresponding documents and forms as well as the
competent authorities. During the application process, the applicants
can contact the point of single contact in case of questions or problems.
The point of single contact can also support the applicants during the
application process. Competent authorities are also registered on the
platform (if they do not use an electronic interface), so all parties are
working and communicating on one platform.

At the moment the project is implementing a registration for applicants
by using the new German identity card; with this card it will also be
possible to sign official documents, which must be in written form.
Therefore, a completely new product was developed in cooperation with
two other companies, the so called ‘ad hoc-certificates’. If a signature
is required for a legal document, applicants can download a certificate
— via a secure tunnel — on their ID card and sign documents or forms
right before they want to submit their application to the point of single
contact and the competent authority. Applicants do not have to leave
the platform; the process of signature is directly implemented in the
application process.

Due to communication through an electronic interface, processes can
be handled completely electronically. Without an electronic interface,
the competent authorities have to work in several different systems:
one to consider an application and another to transfer the application
data manually in their own systems. An electronic interface achieves
enormous time saving and assures the quality of the application data.

The possibility of using the qualified digital signature directly during the
application process allows the handling of the whole process without
changing from one medium (e.g. online platform) to another (e.g.
paper). Thereby high potential savings arise on the side of the public
administration. Application processing time is reduced whilst maintaining
the same or higher quality — to the benefit of citizens and entrepreneurs.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

CHANGE? — ACHIEVING MORE TOGETHER

Submitted by City of Mannheim

Contact details of lead applicant

Organisation
Lord Mayor, Administrative
Reform Unit FVA2013

Address E3 2, 68159 Mannheim

Country Germany

Web address www.change2.de
www.mannheim.de
www.mannheim2020.de

Contact Person Ulrich Hérning
Function Head of Administrative Reform
Email ulrich.hoerning@mannheim.de

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project
CHANGE?

City of Mannheim, Office of the

Case description

In the immediate response to the fiscal effect of the financial and
economic crisis of 2008/2009 and facing a budget shortfall of €350m in
fiscal years 2010-2013, the City of Mannheim embarked on a five-year
multidimensional reform project under the name of ‘Change®. A focus on
impact and results, together with dedicated fiscal management are the
key objectives. ‘Change? aims to improve the delivery of public services
via outcome targets and to develop a better model of shaping the city
by improving democracy in the City Council, promoting participatory
approaches with citizens and developing the city in partnership with
universities and businesses.

The programme comprises two main action areas: 1. Strategy, targets
and outcome-orientation and 2. Sustainable finances through fiscal
management and strategy-based budgeting. Gemeinsam mehr bewirken
(Achieving more together) is the theme for the process. Impact orientation
(achieving) and cooperation (together) are the key threads underlying
all aspects of the process. Cooperation between administrative units
with joint targets (breaking the silos) is key. The seven strategic targets
include achieving educational equity, attracting talent, fostering tolerance
and growing jobs through investment and entrepreneurs. Operational
targets have been set for all administrative and service units of the city,
introducing a new culture of results. The 2010/11 budget framework
followed the prioritisation of the seven strategic city targets (e.g. focus
on educational equity). A new ‘traffic light’ budget monitoring tool was
put into place, covering a set of approx. €36 million in projected revenue
increases and savings. The 2012/13 budget will be explicitly based on
strategic and operational targets (i.e. linking targets to resources).

‘Change? includes more than 30 projects, ranging from restructuring of
departments, mainstreaming international/EU perspectives to all policy
areas and drafting guidelines on leadership and communication for city
employees. They address cross-unit issues and promote the culture of
collaboration. The process also requires a new culture in leadership and
operations within the city administration. The main instruments for this
culture change are new dialogue formats between leaders and employees.
The Mayor introduced leadership circles and meets a randomly selected
group of employees every quarter for an open discussion and other trans-
hierarchical and interactive dialogue formats have also been created.
Strategic and operational targets were presented and discussed with all
city employees in more than 45 events. The dialogue is supported by an
annual opinion survey among employees and a quarterly measurement
of the compliance with the city guidelines for ‘Leadership, Communication
and Cooperation’. A guarantee of no compulsory redundancies for the
life of the budget cycle has been given to secure employee engagement
in return for acceptance of flexibility in tasks, processes and location of
employment. The process is driven by a central steering unit of 10 staff
reporting to the Mayor. In parallel to this dedicated unit, a number of
organisational changes and new processes have been defined across
the municipality, such as a new ‘Bureau for International and European
Affairs’ and a core ‘Strategic Steering’ unit at the Mayor’s Office.
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CHANGE YOURATTITUDE, EVERYTHING WILL CHANGE!

Submitted by Government Office for Békés County, Policy Administration Service, Subregional Public
Health Institute Service for Szarvas and Oroshaza

Contact details of lead applicant

Government Office for
Békés County, Policy
Administration Service,
Subregional Public Health
Institute Service for Szarvas
and Oroshaza

Organisation

Address Szabadsag Str. 25-27
5540 Szarvas
Country Hungary

Contact Person Erzsébet, Toth MD
Function Subregional Chief Medical Officer
Email toth.erzsebet@dar.antsz.hu

Administrative level of lead applicant
Local

Size of organisation
1-25

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project
Public health, updating functionality, quality indicators

56

Case description

According to its history, the Hungarian National Public Health and
Medical Officer Service (NPHMOS) traditionally have a complex and
linearly directed structure. In the organisation itself a basic, middle and
upper level of institute services can be differentiated. The sub-regional
public health institute services (SPHISs) can be defined as ‘front offices’
of the NPHMOS. The scopes of their duties are as follows: environmental
and epidemiologic insurance of public health and the improvement of
state health using results of activities on authority and supply. In their
field of competency these services are responsible for the whole health
administrational and professional control and supply activities which are
not involved in the scope of authority of upper level institutes of the
NPHMOS. According to these tasks, the administrators realise official
field controls, supply and preventive actions related to human health.
Until 2005 the SPHIS worked according to the recognised way of the
Hungarian authorities. The follow-up of the professional and financial
efficiency was not preferred in the environment of the whole organisation.
Leadership was organised exclusively vertically. The absence of an
innovative approach characterised the whole organisation. Managers
and specialists of the operational level played only an executive role
during the changes and their initiatives were blocked by the upper level.
Nevertheless the supply of information technology (IT) appeared in the
operative level, but IT was limited in use, to keep compulsory records of
files and professional actions. This year it emerged that positive supply
attitudes of the employees were not supported by the NPHMOS, the
customer service was completely confused in time and location too, and
clients had to revisit the institute during case management.

This situation gave rise to the following observations in the State Report
(2005, for Szarvas): supplier service and prevention actions of the sub-
regional institute services are inefficiently organised. In the same institute
the specialty activities do not meet the requirements. Employees’ activities
fit the demands of the traditional organisation: they are not efficiency-
oriented, and engagement-based self-control is unknown. Changing
‘Clients to consumers’ was not considered by the organisation.

As a consequence of the dysfunctions, satisfaction and confidence
of the clients did not reach the expected level, the activity of the
organisation was not traceable, comparable and communicable; and
under changing external and internal conditions, the organisation did
not achieve efficiency and the expected quality of their professional
actions. Overall, these circumstances generated dissatisfied clients and
overloaded administrators.

Given this situation, they had to come up with an adequate response
and based on clients’ feedback in their SPHIS of Szarvas a new trend
was introduced under the changing external circumstances: — Update
of the organisational functionality, 2005, Szarvas; Introduction of
quality indicators — ‘Bench-learning’, 2006-2007, Szarvas — Oroshaza;
Efficiency-monitoring. 2008, Szarvas — Oroshaza; Common Assessment
Framework (CAF), 2008; Extension of the organisation development to
the other (81) sub-regional institute services of the NPHMOS; Ongoing
monitoring of efficiency using professional and financial indicators; CAF,
2010 Outcome: Hungarian Public Administration Quality Prize, 2009.
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A SMALL CENTRAL EUROPEAN TOWN IN THE STORM OF
THE ECONOMICAL DEPRESSION

Submitted by Polgarmesteri Hivatal, Janoshaza

Contact details of lead applicant Case description
Organisation Polgarmesteri Hivatal, The Mayor’s Office of Janoshaza acts as public authority and takes
Janoshaza part in provisioning the Municipality’s cultural, educational, health and
Address Batthyany u. 2 social services, whilst performing the management tasks of the local
9545 Janoshaza institutions and Municipality. The local industrial tax, paid by local firms,
Country Hungary was relatively high. The two biggest employers in the town are suppliers
in the automobile industry that was deeply affected by the depression
Contact Person Balas Endre in 2008. The production of other local firms also fell. The depression
Function Town Clerk had a negative influence on the Municipality in two ways: local industrial %
Email balas.endre@janoshaza.hu tax decreased whilst the unemployment rate and number of socially (@)
supported people increased. Financial problems arose in public services. >
At the end of 2008, during the planning of the budget year 2009 — when it B
Administrative level of lead applicant became visible that the local industrial tax and the national support would -
Local decrease, and the rate of unemployment would increase — the Municipality E
had three main objectives: they had to save the economical stability of N
Size of organisation the Municipality; they had to preserve the quality of public services and
1-25 development funds for the unemployed and save the services provided
for the disadvantaged; and they had to help firms to restart investments
Number of people involved in the project and gear up production. Even though the Mayor’s Office had significantly
>15 fewer resources (both personal and material) to perform the tasks
than before the crisis, they had to preserve the quality of most of the
Type of sector services and they wanted to improve quality of those services provided
Public administration, modernisation, institutional to disadvantaged and unemployed persons. The local NGOs participate
affairs, reform in the provision of social tasks. Those in very bad social situations need
the help of the Municipality. They try to evaluate applications as soon as
Key words of project possible: the administrative deadline is 30 days, but they try to address
Narrower resources, save the economical stability, social cases within 15 days. They also vitalise the system of performance
improve quality of services, changing environment measurement, thereby raising the employees’ efficiency. They also

discuss the objectives with the employees personally during an individual
conversation to make them understand the objectives.

Reportedly employees find this system useful, as the requirements
are clear, and they receive feedback about their annual work. The low
employee benefits are compensated by soft factors and they try to create
a pleasant working environment. The fact that performance measurement
plays an important role is innovative in their profession. So they hold
conversations at the beginning, middle and end of the year, thereby
allowing employees to improve their practice. The Municipality also
organises public work for unemployed people and provides assistance to
disadvantaged and unemployed people. The administrators are familiar
with the clients and there is a trust relationship. The biggest challenge of
the organisation was to provide services in a changing environment, at a
lower cost but higher quality.

Experience has shown that this structure will also be functional in the
future. The personal and material conditions are met to provide public
services satisfactorily. The most important success is that the Municipality
has no debt and each year they can ensure own contribution to the
investments. So they have money for further development and they can
perform their public services fully.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

GROWTH-ORIENTED ECONOMY DEVELOPMENT PROGRAMME

OF BEKES COUNTY (NGP)
Submitted by Békés County Government

Contact details of lead applicant

Organisation
Address
Country
Web address

Békés County Government
Derkovits sor 2, 5600 Békéscsaba
Hungary

www.bekesmegye.com
www.turizmus.bekesmegye.com
www.programok.bekesmegye.com
www.egeszseg.bekesmegye.com
www.szallas.bekesmegye.com

Contact Person H. Kovacs Judit

Function Vice-President in Social-
assignment responsible for
development issues

Email judit.hkovacs@bekesmegye.hu

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Science, research, innovation

Key words of project

Economy development, crisis management, growth-
orientation, renewing
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Case description

In 2008, the Békés County Government decided to act proactively to
reduce the effects of the crisis affecting Hungary, including the Békés
County. Its objectives were to promote sustainable development of the
county’s economy, enhance competitiveness and the number of added-
value producing jobs and to increase the quality of life. One of the
means is the Growth-oriented Economy Development Programme of
Békés County (NGP). Cooperation, partnership, collaboration, advocacy
and enforcement of interest are essentials for the implementation of
this Programme, thereby alleviating problems caused by the crisis to
municipalities, economic actors and interest representation organisations.
Békés County Board of Representatives has allocated a total of HUF
633,375,000 to the implementation of the NGP, entailing the activities of
working groups whose tasks consist in elaborating proposals which are
affecting certain areas of expertise, serving the implementation of NGP,
proposals about instruments and means to achieve goals, activities and
required resources.

The working groups and their tasks are: Local government pre-
investments: to prepare the advanced realisation of the Békés County
Government’s investments (from own source); Vocational training, adult
training, trades in lack: to reform the previous practice and methods of
vocational and adult training; Cost-effectiveness, institutional profit-making
activities: to examine a more effective organisation and performance
of some ‘complementary’ activities providing institutional professional
services; Common procurements: to enhance cooperation and to
centrally acquire services for the operation of the county institutional
network; Interest representation and coordination: to prepare proposals
and initiatives belonging to the scope of Békés County Government and,
in every issue relevant to the county, to report on EU support system
documents; Communication and marketing: to strengthen the marketing
strategies of Békés County Government and its institutions, to provide
for a better availability of products, services, properties, plants and
labour force in Békés County, to widen their market opportunities, and to
elaborate a complex marketing programme based on tourism marketing.
Its tasks have been broadened with greater emphasis on strengthening
the presence of the county, development of attractions, event marketing,
to enhance the neighbourhood policy; Innovation, knowledge-based
development, clusters: to mobilise the innovative capacities of Békés
County Government institutions. Areas of innovation and improvement
have been defined along such development directions and research areas
which are determined and approved as such by the European Union
(EU-FP7 programme) and also refer to potential development directions
for Hungary; Support of civil organisations: the role of various NGOs
participating in the public services performed by local governments has
been even more appreciated amidst the global crisis; Support to entrant
graduates: help them find their first jobs and acquire labour experience
in Békés County. The NGP contains both, the County Council’'s tasks
related to the own task management (cost-effectiveness, improvement
of sustainability, expanding profitable operations) and further actions to
get out of the crisis (e.g. legislation, initiatives to change various central
regulations). Special attention goes to those areas of task management
(vocational training, health and social services, health tourism, etc.) that
have a direct effect on the growth-oriented development of the economy.
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OBUDA-EIR

Submitted by KSZKI — Kéltségvetési Szerveket Kiszolgal6 Intézmény

Contact details of lead applicant

Organisation KSZKI

Address Folyamér u. 22, 1033 Budapest
Country Hungary

Web address www.kszkioktat.hu

Contact Person Kalman Zoltan
Function IT Teacher
Email kalman.zoltan@kszki.obuda.hu

Administrative level of lead applicant
Local

Size of organisation
25-50

Number of people involved in the project
6-10

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Integrated IT system, eAdministration, increasing of
efficiency, digital equal opportunities, digital literacy,
IT support, IT training

Case description

The Municipal Government of Obuda-Békasmegyer provides for a
network of more than 100 institutions (schools, kindergartens, social
care and welfare service institutions, etc.) and uses its full capacity to
meet its citizens’ needs. The nearly 3000 civil servants in the institutions
were creating several hundred paper-based documents year after year.
The handling of this enormous amount of information was carried out
in the most traditional way: manually, by messenger services, often
resulting in extended delivery times. The need for development was
clear back in 1991; despite considerable inputs the first results fell short
of expectations; then during 1993-1994, due to lack of resources, the
development process came to a complete standstill. Educational and
social institutions were constantly struggling with a lack of resources.
The financial and organisational side of the process could no longer be
handled manually.

The Executive Board and the Body of Representatives realised
the inevitability of change and decided on the following steps: on
1 January 1996, KSZKI (Institution for serving and helping budgetary
institutions) was established as a separate legal entity, owned 100% by
the Municipal Government, responsible for managing and monitoring
financial processes. The 1996 budget allocated HUF 6 million for the
purposes of commencing development of the OBUDA-EIR (Integrated
IT System). The resources and the carefully planned system were
well received and opened the way to further development. Thanks to
the success of the reference system, in the 1997 and 1998 budget,
the amount allocated to finalise the establishment of the IT system
increased to HUF 20 million. For the Municipal Government, another
step was the establishment of a virtual private network in the district.
Users (teachers, executives, institution directors) are now able to work
independently on interfaces easily accessible from browsers, executing
complex queries safely. The data security classification level of central
applications used in this system was in compliance with specifications in
force at that time, with information, data and documents being stored in
central units avoiding loss or abuse of information in case of a client-side
malfunction, breakdown or destruction.

The Intranet structure offers executives and municipal departments
email, printing and safe internet facilities, as well as central management
and effective search for information and documents on a virtual, city-
wide, online private network. The number of client PCs has considerably
increased to over 400 end-points. The excess 1-5 end-points set up in
the institutions allow civil servants to access the Web with a personal
email address, teamwork organising application and remote access.
In 2008 the complete server park was upgraded and 400 workstations
were reinstalled; there is gigabit network connection between servers
and workstations. For security reasons, domains communicate with
each other through inner firewalls and a very secure operating system
is used on the outer firewall. So far, over 2000 persons (2/3 are civil
servants) have been trained to working with client-side applications
which form the basics of the OBUDA-EIR system; in the summer of
2003 KSZKI became an accredited ECDL Test- and Training Centre. In
2008 a second classroom was opened.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ESTABLISHING THE ‘GOOD STATE’ IN HUNGARY —
SETTING UP THE CAPITAL AND COUNTY GOVERNMENT OFFICES
AND OPENING THE GOVERNMENT ONE-STOP-SHOPS

Submitted by Ministry of Public Administration and Justice

Contact details of lead applicant

Organisation Ministry of Public Administration

and Justice

Address Kossuth Lajos tér 2-4
1055 Budapest
Country Hungary

Web address www.kormanyablak.hu

Contact Person Viktoria Z6ld-Nagy

Function Head of Department of Territorial
Public Administration Development
Email viktoria.zold-nagy@kim.gov.hu

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project
Government office, Government One-Stop-Shops,

cost-effectiveness, client-friendliness, modernisation,
integration, territorial reorganisation
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Case description

The new Government formed in the spring of 2010 considered it an
important task to implement the adequate, reasonable and effective
operation of the state and to improve the relationship between
citizens and public administration. This was also expressed in the
government programme titled the ‘Programme of National Cooperation’.
The fundamental aim of the Government is to establish the ‘Good
State’ by means of the radical reform of public administration and
the establishment of a state providing real service. This is why the
Government started its public administration reform. The goal is the
comprehensive transformation of the regional public administration
system on a historical scale. Two major elements of implementing this
goal are the integration of the distributed regional public administration
organisational system and the establishment of the one-stop-shop
administration system.

No additional budget resources were allocated to the implementation of
any elements of the project. The basis of the establishment and operative
budget of the capital and county government offices was provided by the
previous year’s budget of the capital and county public administration
offices and the integrated administrative bodies. The operative budget
was re-allocated from the line ministries providing control of the
integrated professional administrative bodies to the budget chapter of
the Ministry of Public Administration and Justice. The establishment of
the Government One-Stop-Shops (called: ‘Government Windows’) was
financed by the Government from European Union funds instead of
budget subsidies.

Performing its duties via government offices, the Government is able
to ensure uniform and reasonable operation of territorial-level public
administration, allowing more efficiency in all fields. As a result of the
organisationalintegration, operation will also become more cost-effective.
This is because certain parallel tasks will cease to exist in the field of
functional tasks, and the public procurement system of government
offices, their financial management and the administration of human
resource issues will be unified. By opening the Government One-Stop-
Shops, the primary aim was to establish a public administration that is
client-friendly. In order to achieve this goal, the selection of locations for
client service offices was mainly influenced by the requirement to be
easily accessible to citizens, possibly in traffic intersections.

The state administration organisation system resulting from the
development is uniform in its organisation and operative policies, and
provides more efficient services to citizens. The use of its budget
resources is substantially more transparent and easier to plan, its
organisation and operative policies are more standardised than before.
The continuous expansion of tasks performed by the Government One-
Stop-Shops constitutes the fundamentals for the construction of the
one-stop-shop administration system. The goal is to achieve one-stop-
shop administration by 2013.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE =

BEST PRACTICE OF ALIEN PROCEDURE

Submitted by Border Affairs Unit Gyor

Contact details of lead applicant

Organisation Border Affairs Unit Gyor

Address Szent Imre ut 2-4, 9024 Gyor
Country Hungary

Contact Person Csaba Borsa

Function Head of Unit

Email borsacs@gyor.police.hu

Administrative level of lead applicant
Regional

Size of organisation
1-25

Number of people involved in the project
1-5

Type of sector
Justice, police, human rights and security

Key words of project

Irregular migration, border management, task
streamline, concentration of the competences, cost
effectiveness, improvement of coordination

Case description

In 2007, as a result of Hungary accession to Schengen, the former
independent Hungarian Border Guard Organisation was integrated into
the Hungarian Police Organisation by the government of the Hungarian
Republic. The main aims were the surveillance of external borders of the
Schengen area and also — at the so-called internal borders — to provide
the continuous control of compliance with alien rules (rules related to
residence, transit, asylum procedure, etc.). Since Hungary joined the
European Union in 2004 and signed the Schengen Agreement in 2007,
many new international tasks have emerged. The economic crisis that
generally influenced Europe was naturally hard on the duties of the former
Border Guard, now being integrated into the organisation of the Hungarian
Police. lts budget has suffered a steady decrease; however, the tasks
related to the internal borders did not reduce dramatically. Owing to the
rather similar tasks and taking into consideration the reduced budget, the
organisational structure had to be thought over. In the preceding period of
integration in the Gyér-Moson-Sopron County, this task had been carried
out by 1102 border guards, 51 of which were immigration specialists.
After integration the number of these specialists was limited to 21 people
The organisational structure was required in the interest of continuous
supply of tasks to rationalise the allocation and implementation of tasks and
to make the system more efficient through the new concept of professional
development. In this context, they also had to take into consideration the
European Union legal standards (Directive 2004/38/EC of the European
Parliament and of the Council, Directive 2008/115/EC of the European
Parliament and of the Council) which have considerably unified parts
of the administrative laws of the Member States. In addition to the task-
system defined by law, financial coverage necessities of performing
immigration proceeding was not indicated in the integrated budget as a
specific amount. This resulted in the fact that the incidental expenses,
generated in the administration of arrested and detained foreigners, had
to be rationalised in view of the tasks of other police units. In compliance
with it the elaboration of the organisational and technical concept has
begun, with the following aims: take account of the legal provisions for
the construction of the organisational structure and concentration of the
competences and jurisdiction; streamline tasks; elaborate a cost-effective
system of procedures; cooperation, improvement of coordination; and
follow application systems with due attention to the available resources in
the European Union, and submission of applications.

Considering the above-mentioned aims, in 2008 the Border Affairs Unit
(hereinafter: the Unit) was created as an organisation of the Gyér-Moson-
Sopron County Police. From 2008 to November 2009, the Unit was
working according to a different structure than today. From November
2009, a special migration-related criminal investigation group joined
the Unit, which enables it to connect the migration-related policing and
administrative tasks with the tasks of irregular migration related criminal
procedures. Thanks to the measures taken by this organisation from
2008 to 2009, a well-organised and cost-effective system has been put
in place. By finding the best organisational structure and working out the
best practice of irregular migration-related procedures, the tasks which
were executed previously by the Border Guard Organisation could also
be fulfilled in a cold economic climate at the same or even higher level
as before.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

LOSINGYOURJOB.IE INITIATIVE

Submitted by Citizens Information Board

Contact details of lead applicant

Organisation Citizens Information Board

Address George’s Quay House
Townsend Str. 43, Dublin 2
Country Ireland

Web address www.losingyourjob.ie

www.keepingyourhome.ie

Contact Person Graham Long
Function Information Production Manager
Email graham.long@ciboard.ie

Administrative level of lead applicant
National

Size of organisation
50-100

Number of people involved in the project
6-10

Type of sector

Employment, labour related affairs and gender
equality; Information society, technology, media and
audiovisual; Public health and social welfare/affairs

Key words of project

Reduced hours, reduced pay, redundancy,
unemployment, social security, re-training,
jobseekers, starting a business mortgages,
rent, moving abroad
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Case description

The Citizens Information Board (CIB) provides information on people’s
rights and entitlements in Ireland, as well as advice on debt issues
and household budgeting. The global economic downturn has been
particularly sharp in Ireland and unemployment has risen dramatically in
the past three years. The live register for February 2011 (the record of
people signing on for unemployment benefits) stood at 439,200 people.
This represents 13.5% of the workforce compared to only 5.4% in April
2008. In the latter half of 2008 the network of centres began receiving a
huge upsurge in queries about entitlements for unemployed people and
for people working on reduced hours or wages. Many of these people
had had no previous experience of unemployment and were unaware
of their entitlements or how to access assistance. The need was felt at
CIB to produce a central resource to provide information to the public
directly. So they decided to set up a ‘microsite’, called ‘losingyourjob.ie’
that would draw together and adapt content from their main website,
citizensinformation.ie, and from their list of publications. They also
wanted to produce a booklet (to be called ‘Have you lost your job?’) and
to publicise information on entitlements through seminars and events
rolled out across the Citizens Information network. As the years prior to
2008 had seen strong immigration in Ireland, particularly from Poland,
they also needed to produce a resource for this hard-hit community.

Available since March 2009, ‘losingyourjob.ie’ was set up in a six-week
period. The website aims to cover cross-sectoral information areas such
as claiming social security benefits, requesting a tax refund, looking
for a new job, starting a business etc. It also provides information for
migrant workers returning to EU or non-EU countries and for Irish
citizens looking to relocate within and outside the EU. Losingyourjob.ie
logged more than 20,000 visitors in its first 12 weeks and has had more
than 120,000 visitors (more than 165,000 ‘visits’) in the past two years.
Losingyourjob.ie has also proved to be very valuable for the more than
1000 staff of Citizens Information Centres around the country, allowing
the centres to better manage demand.

In total the site cost €5000 to produce, most of it spent on translations
into Irish and Polish. Losingyourjob.ie was a finalist in the European
eGovernment Awards 2009 and in the Irish eGovernment Awards 2010,
the initiative also won a Taoiseach’s Award for Public Service Excellence
in 2010.

CIB has since collaborated with the Money Advice and Budgeting
Service (MABS) to build a second microsite, keepingyourhome.ie,
aimed at people experiencing difficulties paying their mortgages or rent.
In the 9th EC eGovernment Benchmarking exercise, ‘Digitising Public
Services in Europe: Putting ambition into action’, published in February
2011, the report singles out ‘losingyourjob.ie’ as a best practice model
and as being ‘complete in scope and includ[ing] information on a wide
range of social support services such as debt counselling and guidance
related to housing.’ (http://bit.ly/eyh5cB).
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WWW.CERTIFICATES.IE

Submitted by Civil Registration Service Ireland

Contact details of lead applicant

Organisation Civil Registration Service

Address Health Service Executive,
Lombard Street East 8-11, Dublin 2
Country Ireland

Web address www.certificates.ie
Contact Person Dennis Prior

Function Superintendent Registrar
Email dennis.prior@hse.ie

Administrative level of lead applicant
National

Size of organisation
50-100

Number of people involved in the project
6-10

Type of sector

Public health and social welfare/affairs; Public
administration, modernisation, institutional affairs,
reform

Key words of project
Public records, online, innovation, efficiencies,
savings

Case description

The website www.certificates.ie was developed in a tight economic
climate as a smart way to enable clients to purchase certificates
of life events (i.e. birth, adoption, marriage, death and still-birth, and
more recently Civil Partnership) online from any internet connection in
Ireland or abroad. It was a new and innovative way of providing the
service, resulting in real savings, both by using an online solution, and
also taking the opportunity to re-evaluate the current business model,
designing and implementing re-engineered processes which increase
efficiency, which was the main goal of this project. The adopted joined-
up government approach was led by the Civil Registration Service —
Eastern Registration Area (CRS-ERA), on behalf of the Civil Registration
Service nationally and the General Register Office (GRO) utilising
internal Information and Communication Technology (ICT) resources.
The national Civil Registration Service generates significant income —
during 2008 around €7.7m was generated, over 591,000 certificates
issued, and over 128,000 life events registered. The website was
launched in November 2009 and by end of 2010 approximately 5% of
all certificates were issued from online applications, turnaround time had
reduced to less than 5 working days in 92% of ‘customer not present’
applications (online, by telephone or postal). Previously, to purchase a
certificate, a person had to attend in person, post a detailed description/
completed downloadable application form with a cheque/postal order,
or in more recent times could apply by telephone using a credit/debit
card. Within the Civil Registration Service a government approved
Modernisation Programme had clearly set out the value of online
services and the REACH project had also developed a detailed proposal
in this regard. However with many legislative and other large-scale
initiatives ongoing, including development of online registers of birth,
death and marriage, this project had not been progressed further. Prior
to the development of this site the take-up on telephone applications
demonstrated that clients welcome Customer-not-Present approaches
for purchasing certificates.

Going online delivers savings for the state through reduced staff
intervention as clients now input details, and reduced cash-handling
through using a secure financial system reduces admin overheads
e.g. cash counting/balancing. With little available external resources,
an innovative approach was necessary to keep costs to an absolute
minimum and a partnership approach saw this site being developed
locally by an in-house project team comprising of a partnership between
ICT and staff from the CRS service. To the client ‘www.certificates.ie’
means that certificates can be bought at any time, from any internet
location globally. For the CRS-ERA key advantages include: Improved
customer experience — empowering the citizen; Enabling customers
to order certificates of birth, adoption, marriage death or still-birth from
the comfort of their own home or any location with web access at any
time; More effective use of staff resources — ability to manage workloads
better, Diminished need for public space at some offices, facilitating
better customer experiences. This has been a joined-up partnership
approach with other government agencies to benefit both the state and
the citizen through exploiting online technology and its application.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

WHEN NATURE CALLS! MANAGING INCONTINENCE

Submitted by Health Service Executive, West

Contact details of lead applicant

Organisation Health Service Executive, West

Address Roscommon PCCC, Office Suite 3
Roscommon West Business Park
Circular Road, Roscommon

Country Ireland

Web address www.hse.ie

Contact Person Margaret Tiernan

Function Continence Advisor, Roscommon
Primary, Community & Continuing
Care

Email margaret.tiernan@bhse.ie

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project

Sustainable, innovation, change, integration,
engagement, efficiency, cost effective, redesigning
service delivery, quality, equitable, accountability,
information management, ease of access, cost
containment, best practice, synergy, client centered

&
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Case description

The Health Service Executive (HSE) provides health and social services
to everyone living in Ireland. It employs over 100,000 people with an
annual budget of over €13 billion. There are four HSE administrative
areas; the Roscommon Continence Care project is based in County
Roscommon which is one of six counties in the HSE West administrative
area. Roscommon is an inland county with a population of 58,768, of
which 15% is over the age of 65 years. In Ireland, transformational
changes are being experienced throughout the health service in order
to ensure resources are directed towards providing a better quality of
service for everyone. While many aspects of the transformation were
planned, the downturn in the economy and its impact on services could
not be predicted. If services are to be maintained, judicious decisions
on how scarce resources are allocated will have to be made, including
reviewing and changing the methods by which services are provided.
To this end the HSE are examining innovative ways of streamlining
work practices and processes to ensure easy equitable access to high
quality care and service. This project is one such initiative providing a
framework to improve the delivery of continence care by setting up a
primary care-led continence advisory service for the local population.

Bladder and bowel problems may affect anyone of any age and health
status and may have a significant impact upon quality of life. A high
quality and comprehensive continence service is, therefore, an essential
part of healthcare. It is estimated in HSE West that over 10,000 adults
and children suffer from bladder problems, based on the number of
people who access disposable products through HSE Services. The
true figure is probably substantially greater. When left undiagnosed or
unmanaged, incontinence can have devastating consequences, and
can place a huge burden on healthcare providers and other resources.

The continence care model developed across County Roscommon has
significantly improved care for children and adults with bladder and bowel
problems by redesigning the way services are provided and delivered in
all Primary, Community and Continuing Care (PCCC) settings as well as
private nursing homes across the County. This involved the development
of continence guidelines/protocols and delivery of a number of education
programmes open to staff from all services. Central to the project is the
synergy database, an information management system which manages
the data derived from clinical assessments. This system leads to the
provision of regular home delivery of appropriate products to clients
across County Roscommon, either direct to their own homes, residential
care units or private nursing homes. This project is a partnership
between all clients and healthcare staff across public, private and
voluntary sectors. It has been proven to deliver cost-effectiveness and
with a focus on prevention and rehabilitation it sets out a model of good
practice for continence care, which has the potential for national roll out
and has already been replicated in six counties so far.
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A FAIR DEAL — ELECTRONIC CHARGING ORDERS

Submitted by Property Registration Authority

Contact details of lead applicant

Organisation
Address Chancery Street, Dublin 7
Country Ireland

Web address www.eregistration.ie

Contact Person Peter McHugh
Function Project Manager
Email peter.mchugh@prai.ie

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
6-10

Type of sector

Public health and social welfare/affairs; Public
administration, modernisation, institutional affairs,
reform

Key words of project

Electronic conveyancing, registration of title

to property, cross agency initiative, health care,
Nursing Home Support

Property Registration Authority

Case description

The eCharging Orders system, which is the latest generation of a series
of successful business projects, developed by the Property Registration
Authority over the past decade, is an innovative Government to
Government (G2G) service between the PRA and the Health Service
Executive (HSE). This is an online system which enables the HSE to
apply electronically to register a Charging Order against the interest of
a citizen in receipt of Ancillary State Support under the Nursing Homes
Support Scheme, which is better known as ‘A Fair Deal’. This means
that the HSE can register their interest in the legal title of the property,
without needing to submit any paperwork. Note that the HSE interest in
the property is limited by legislation to 15% of the value of the property.
The Nursing Homes Support Scheme began on 27 October 2009.
The purpose of the Scheme is to provide financial support for people
assessed as needing long-term nursing home care. The cost of care is
a co-payment arrangement between the person receiving the care and
the State. The scheme is founded on the core principles that long-term
care should be affordable and that a person should make the same
contribution for care whether they choose a public, voluntary or private
nursing home. Since 27 October 2009, the Nursing Homes Support
Scheme is the single funded means of accessing long-term residential
care services for all new entrants. The legislation governing the Fair
Deal Scheme was created by the Department of Health and Children
(DoHC) and is administered by the HSE. The development of the
capability to register the Charging Orders electronically builds on the
infrastructure of an already very successful eDischarges of mortgages
system developed within the PRA and is the next step in delivering a
national system of electronic registration of property ownership and
interests affecting property. The eCharging Order system conforms to
both the Irish Governments policy on eConveyancing and the most
recent eGovernment Strategy policy document.

The project was developed and delivered using PRA in-house resources.
The overall costs were €55,600. These costs are almost exclusively staff
costs and a small proportion of the costs are attributable to miscellaneous
technical costs including the purchase of an SSL Certificate. The project
leveraged existing technical platforms so no new costs were incurred
under this heading. Close collaboration between stakeholders at project
board and design team level, development by an in-house business
team and a high level of commitment within the PRA, HSE and the DoHC
ensured a successful outcome without the need to engage external
consultants. This approach provides an ideal model and structure for the
continued development of electronic registration services in Ireland. The
eCharging Orders system was delivered on schedule and slightly under
budget, with all objectives being met. Since the launch of the scheme,
100% of Nursing Homes Support Scheme Charging Orders have been
lodged electronically by the HSE. Productivity gains in the PRA were set
at 100% in the Project Business Plan, but are now calculated to be in
the region of 800%.
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NON PRINCIPAL PRIVATE RESIDENCE PAYMENTS SYSTEM

Submitted by Local Government Management Agency — Department of Environment, Community

and Local Government

Contact details of lead applicant

Organisation
Agency

Phoenix House
Conyngham Road, Dublin 8
Country Ireland

Web address WWW.nppr.ie

Address

Contact Person Claire Gilligan
Function Assistant Director
Email cgilligan@lgma.ie

Administrative level of lead applicant
Local

Size of organisation
50-100

Number of people involved in the project
>15

Type of sector

Public administration, modernisation, institutional
affairs, reform; Taxation, customs, finances;
Transport and infrastructure

Key words of project

NPPR, charge, second home, shared service,
centralised

y
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Local Government Management

Case description

The objective of the project was to provide a speedy, cost effective,
efficient and user-friendly system to maximise the income from the new
€200 charge for non-principal private residences, both for the customer
and for the sector. The project was started in response to the introduction
of the charge on Non-Principal Private Residences under the Local
Government Charges Act 2009. The legislation placed the responsibility
for the collection of the charge with local authorities (LAs). This charge
on second homes was designed to widen the tax base and increase the
income of LAs. The idea was to ‘take’ from tax going to the LA in which
property is situated. All LAs were keen to maximise take, minimise the
work involved and make it easy to pay. Also LAs identified an opportunity
for what became a demonstration project. A shared service was the
way and a project board would drive the process. All relevant players
— with anything to contribute — would be at the table on the basis of
partnership. It was fully recognised from the start that the involvement
from of all relevant agencies with the potential to contribute would
be critical to success. This would avoid duplication, draw on relevant
experience and ensure that there was commitment from key agencies
to a shared common goal. It was also recognised that the sharing of
data and approaches might be possible and, would again, be efficient
and effective. The ‘digital divide’ was catered for through the facility of
an offline payment option (as required by legislation), the Project Board
wished to reduce bureaucratic procedures as much as possible through
the creation of an online payment facility (www.nppr.ie). Adoption of
this principle ensured an effective sharing of emerging experience and
relevant information between all project board participants to maximise
the amount of income collected.

The Government Decision to introduce this new charge was taken in
October 2008 and the legislation was enacted in July 2009; €62.5 million
was collected in the first year. In November 2008, a critical decision
was taken by the County and City Managers Association to develop a
national (shared service) system rather than having each local authority
acting alone. This decision reflected the confidence of CCMA in the LAS’
capacity — through the Local Government Computer Services Board
(LGCSB) — to develop and put in place an online system. In January
2009, the Local Government Computer Services Board agreed to create
and manage an online payment facility on behalf of the local government
system. The decision was then taken to establish a fully representative
Project Board to steer the collection of the charge. In March 2009,
the inaugural meeting of the Board and the work commenced on
web interface design. In April 2009, the Board identified the need for
a national bureau service to administer offline payments of charge
(alongside online facility) and in July 2009 both the Online and Bureau
service payment facilities were completed. The new facility has been
widely publicised through media campaigns and in August 2009 the first
payments were made online and by post by customers.
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INCOME SUPPORT FOR WORKERS OF COMPANIES IN DIFFICULTY

Submitted by INPS — Istituto Nazionale della Previdenza Sociale — Sede di Bologna

Contact details of lead applicant

Organisation INPS

Address Via Gramsci 6, 40121 Bologna
Country Italy

Contact Person Francesco Severino
Function Director

Email francesco.severino@inps.it

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project
Income support workers, companies in difficulty

Case description

Generally speaking, income support for workers depends on regional
or ministerial authorisations and it takes many months to be obtained.
The employer is in financial crisis and does not anticipate any support.
The workers, sometimes entire families, are left without financial support
for a long time.

The present project includes an agreement between the social security
institutions, the local authority and a consortium of banks to anticipate
income support benefits for those temporarily unemployed. Periodical
payment of subsidy as salary is guaranteed to the employee at the
end of the month, at no cost to the employee and no extra cost to the
government since the funding from banks is at zero cost and zero rate.

The aim of this project is to ensure that all employees of companies in
financial difficulty receive a steady monthly income support, to reduce
the time for payment of support, without causing extra burden on public
administration.

The project also aims to wipe out the waiting times for grants by the
employees of companies in crisis. The government, through a protocol,
allows a group of affiliated banks to provide support. In this way,
public administration, at no additional cost, makes a fast and effective
contribution to solving the problem.

The costs for administering the protocol are borne by the local
government; there is a lot of consent for this project and the banks have
renewed the agreement. The workers are satisfied. The agreement will
be renewed for the next year.

The monitoring report and survey results showed that there are calls
for intervention to support more than 100 companies, for a total of 1376
workers. The average time for payment of the subsidy has been 20 days
from the request, and the guarantee fund was not used. The assignment
protocol has been renewed for the following years and the unions have
praised the public administrations involved.
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DIGIT 2.0 SMART EDITION

Submitted by Tribunale di Cremona

Contact details of lead applicant

Organisation  Tribunale di Cremona

Address Via dei Tribunali 13, Cremona

Country Italy

Web address www.tribunaledicremona.it
https://acrobat.com
https://sendnow.acrobat.com
www.adobe.com/products/livecycle

Contact Person Pierpaolo Beluzzi

Function Judge

Email pierpaolo.beluzzi@giustizia.it
pierpaolo.beluzzi@pec.it

Administrative level of lead applicant
Local

Size of organisation
50-100

Number of people involved in the project
>15

Type of sector
Justice, police, human rights and security

Key words of project
Smart efficiency, justice online

68

Case description

Digit is the digital dossier for criminal cases, for internal (Judges, Public
Prosecutors, Chancellors) and external (Lawyers) users, as the first
solution of Enterprise Content Management within the ltalian Justice
Department. Starting in September 2003, from May 2007 (after the
EPSA 2007 diploma) the project was improved to Digit 2.0 — with web
conferencing tool, and sharing procedures to reach the goal of realising
a fully integrated trial via web for criminal cases, in which judges,
public prosecutors, lawyers, detainees and parties can discuss among
themselves and share documents via the web, without the ‘costs’ of a
physical presence. It is an efficient solution which removes the entry costs
for the Freedom of Services inside the European Union.

Now, at the Court of Cremona, each lawyer, expert and interpreter from
his European home country can offer his professional services for a case
pending in Cremona, without ‘transaction cost’ (physical transfers costs,
difficulties of translation, long delays and costs for the delivery of paper
materials and so on). Digit 2.0 reduces the delays and the costs of the
Italian Justice, while improving quality of judicial cooperation. The video-
based trial system was developed using Adobe technology and eliminates
physical distance, as well as reducing costs and delays associated
with transferring detainees, lawyers, witnesses, judges, and the court
chancellor. Web conferencing and collaborative features of the system
bring together remote parties securely. Hardware requirements are
minimal, necessitating only a computer with broadband internet access
and equipped with a webcam and a microphone. The ability to hold a
trial with virtual participation of all the parties greatly improves citizen
perception of the justice system in Italy. In some validated international
cooperation cases (from German, Danish and also Moroccan Authorities)
Digit 2.0 allowed the acts and the activity of Italian delegated Judges
(questioning of witnesses) to be shared in real time, and delivery of the
official dossier (using Qualified Electronic Signature (Q.E.S.) and the
Certified Email/Legal mail) the same day to the Requesting Authority. Digit
also aims to keep all the documents, at the end of their natural use, only in
a digital format. To this end, they use the PDF/A format (ISO 19005 — the
specific format for long-term archiving). They have built an efficient system
of Digital Document Management within the Italian Justice system, where
all stakeholders can share information and documents, criminal digital
dossiers of thousands — or millions of pages in a very short time, easily,
without relevant costs. They have built this project to reach the ‘Pareto
efficiency’ for all their users. They have built something incredible, with
a positive return on investments (R.O.l. positive). First electronic court
papers, then web conferencing-based court trials give the Italian justice
system a new image: fast, efficient, and on time.

Tribunale di Cremona was a finalist at EPSA 2007 (Diploma), and also
Finalist at the eGov2009 Award in Sweden. Now they want to show the
sustainability and creativity of their innovation. They are convinced that
their approach, pursuit of the ‘Pareto efficiency’, method of collaboration
between public and private, and their innovative policies of reintroducing
the prisoners in the social ‘network’ are very interesting and positive, not
only for the Italian judicial system but also in other countries. Digit 2.0 Smart
Edition is also the evidence that by following the ‘Swarm’ of Innovation
(Swarm Economic Theory), ‘serendipity’ solutions can be found.
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SOCIAL SHOCK ABSORBERS ‘IN DEROGATION’ — REGIONAL
MANAGEMENT IN PIEDMONT IN 2010

Submitted by INPS — Istituto Nazionale della Previdenza Sociale — Direzione regionale Piemonte

Contact details of lead applicant

Organisation INPS
Direzione regionale Piemonte
Address Via S. Frola 2, 10122 Torino
Country Italy
Web address www.inps.it/portal/default.aspx
www.regione.piemonte.it/lavoro

Contact Person Giorgio Peruzio
Function Deputy Director
Email giorgio.peruzio@inps.it

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public health and social welfare/affairs

Key words of project

Social shock absorbers, derogation from ordinary
law, compensation for the wages of laid off workers,
shared management procedures

Case description

In response to the economic crisis, since the second half of 2008 the
Italian government has introduced special measures to extend the
coverage ofincome protection schemes to many segments of enterprises
and workforces previously excluded, in order to maintain employment
and to protect human capital during the recession. These measures are
known as shock absorbers’ system in derogation from the law in force
on the ordinary and extraordinary Wage Guarantee Fund, mobility and
unemployment schemes. Substantial funds, charged to general taxation,
have been made available on an annual basis by the Ministry of Labour
to support the enlarged social shock absorbers’ system. The resources
settled by the national government were proportionally distributed
among the Regions, which decided upon the allocation, designing their
own training policies and employment services. The Regions, which are
responsible for the management of the actions, were also asked to give
a financial contribution through the activation of ESF resources.

In accordance with EU (ESF) requirements, income support measures
have been closely linked with training and employment policies,
ensuring a proper balance between passive policies (the payment of
benefits) and active ones (vocational training and employment and re-
employment projects). In order to lay down management rules of the
new schemes and to clearly define the target beneficiaries, a general
agreement has been signed by the Piedmont regional administration,
social partners (representatives of the main trade unions and employers’
organisations) and the National Institute for Social Security (INPS),
responsible for the payment of the benefits. The main measure put
in place was the so called ‘CIG in derogation’ Cassa Integrazione
Guadagni in Deroga (CIGD), which is a monthly compensation for the
wages of workers temporarily laid off due to the crisis by firms (mainly
small firms) excluded from the ordinary social shock absorbers, or who
can no longer apply for standard benefits, because they have exhausted
all their treatments.

Several social and institutional actors are involved in the system.
After specific negotiations with trade unions, firms apply for CIGD to the
regional administration, which examines and approves the demands and
authorises INPS to pay the benefits to each laid off worker, according
to the monthly application forms sent by the employers, stating the
number of non-working hours and providing all other useful data.
In order to administer this new system, Piedmont Region and INPS
shared and activated a set of common procedures. In spite of a rather
difficult start and the constantly increasing number of hours authorised
for suspension, the implementation of special shock absorbers could
be judged positively, reaching definitely high standards of efficiency.
The synergic system developed by the Piedmont Region and INPS has
played a key role as a fundamental tool limiting unemployment during
the economic crisis and ensuring wage support for workers.
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METHODOLOGY AND TOOLS FOR OBJECTIVE MEASUREMENT
OF OPERATIONAL PERFORMANCES

Submitted by INPS — Istituto Nazionale della Previdenza Sociale

Contact details of lead applicant

Organisation INPS

Address Via Ciro il Grande 21
00144 Roma
Country Italy

Contact Person Gianni Scopetani
Function Area Manager
Email gianni.scopetani@inps.it

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional

affairs, reform

Key words of project
Measuring performances

70

Case description

The methodology in the subject concerns the operational management
assessment, particularly regarding those processes in which the human
role has primary importance (all sectors of public administration and
public services in general). This methodology was planned and carried
out by the INPS Inspectorate, Audit and Security Department; it consists
of an objective assessment process based on measuring operational
performances. Features and content: improving process quality needs the
dossier analysis to focus on the most specific operational performances;
according to this methodology, they have to be objectively measured to
determine whether the process is compliant with the assigned targets.
Then, scoring indicators are assigned to each performance. At the
basis there is the assumption that each performance leaves a ‘trace’
in the dossier or information procedure. These traces are the objective
feedback on which the indicators are defined to score each performance
within the process. Therefore, it is necessary to exactly and exhaustively
define a set of indicators to be utilised to measure performance.

There are a high number of performance variables for each activity;
the quality of these variables is defined by the gap they have from
the standards. Tools refer to each indicator; the calculation algorithms
are defined. Starting from the traces left in the processed dossiers/
application, they allow the examined performances to be enhanced. Such
algorithms, included in specific processing software, are customised in
relation to each process feature. They enable the assessment of the
quality of the process itself, appraised by a synthetic indicator and by a
set of indicators reporting different levels of detail. So the gap between
the existing and standard behaviour can be measured. Following this
approach a closed and immediate link between production quality
and evaluation of the existing processing modalities is achieved. The
outcomes of the processing software can be compared to the examined
process performance and reported in a table, from which can be
directly read: the trend of the performances; the process quality, by
the level of correct performance implementation in comparison with
the standard ones; the effectiveness of the performed process model
(by crossing the reached performances with the level of achievement).
The technique and the related tools are utilised for monitoring in real
time the production management or for the ex post control, and measure
both the organisation compliance level in comparison with the adopted
management (process models) and the organisation effectiveness in
relation to the defined targets. At INPS such technique and the related
tools are utilised in order to assess the performance compliance,
to measure the gap from the standard models, to focus the main
criticisms and to consequently adopt the appropriate corrective actions.
The achieved results are excellent with reference to the performed
improvement, to the capacity of performing the process models and to
the improvement of the corporate working environment, in relation to
the possibility offered by such transparent and objective technologies of
informing the operator precisely about its own working ways and its own
improvement margins.
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BLENDED LEARNING IN THE SELECTION AND PLACEMENT

PROCESS

Submitted by Agenzia delle Entrate / Italian Revenue Agency

Contact details of lead applicant

Organisation Agenzia delle Entrate

Address Via Giorgione 159, 00147 Roma
Country Italy

Contact Person Rossella Conforti

Function Head of Selection and
Placement Office
Email rossella.conforti@agenziaentrate.it

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Education (higher and lower), training and learning

Key words of project

Selection, placement, training, eTutor, blog,
web 2.0, learning community, effectiveness,
efficiency, innovation

Case description

In 2009 the ltalian Revenue Agency experimented with a Blended
Learning training course for the candidates of a public selection for the
recruitment of new officials. The experimental phase was conducted
in two regions: Piemonte and Toscana. The project was awarded by
the Ministry of Public Administration and Innovation during the Public
Administration Forum in May 2010. In 2010, the Italian Revenue Agency
developed a new edition of the Blended Learning Project in four regions
(the 2 mentioned above, plus Lazio and Emilia-Romagna). The Blended
Learning training courses have been delivered by 48 eTutors (expert
officials specifically selected and trained for this activity) through a
thematic blog on the Revenue Agency main activities: Tax Assessment,
Fiscal Dispute and Tax Refunds. The eTutor interacts with the candidates
through the online publication of case studies, supporting learning with
explanations, reflections and elaboration of the content. Each blog
involves the participation of a group of 30 candidates, who create a
learning community. Each candidate participates in three blogs, one for
each activity. The project, including the selection and training of eTutors,
is entirely created from internal resources.

This Agency publishes a public notice to recruit new staff.
The procedures are characterised by a theoretical-practical training
period of six months. The candidates suitable for the training period are
those who have passed two knowledge-assessment and skills tests.
The training period aims at the appraisal of workplace performance
and organisational behaviour. The assessment of the training period is
made by the Director of the Office to which the candidate is assigned.
At the end of the training period, the candidates face the final oral
examination. The winners are then hired with a permanent contract.
A significant injection of new resources in the organisation, determined
by the need to enhance the activities of tax assessment and prevention
of tax evasion, made it necessary to properly train the candidates and
select the best ones.

In summary, the idea behind the project is to meet the goals of the
training period, both in terms of selection and training, reducing
costs and experimenting new ways of training. The general objective
of the project is to improve the effectiveness of training of new staff
and significantly reduce the costs. The ‘Blended Learning’ allows the
need for equality of a public selection to be combined with the need
to ensure adequate theoretical and practical training — in line with the
human resources policies adopted by the Italian Revenue Agency —
without burdening the activities of the offices, which will receive a large
number of candidates in the training period. The specific objectives of
the project are: significant reduction of direct and indirect costs linked to
training; faster job placement; development of innovative training tools;
enhancement of high potential internal resources (eTutors).
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SOCIAL SECURITY — INCOME INTEGRATION

IN DEROGATION

Submitted by INPS — Istituto Nazionale Previdenza Sociale / Italian Social Security Administration

Contact details of lead applicant

Organisation INPS

Sede Regionale Puglia
Address Via Putignani 108, 70121 Bari
Country Italy

Contact Person Azzollini Sergio

Amodio Marcello

Social Security, income integration

regional references

Email sergio.azzollini@inps.it
marcello.amodio@inps.it

Function

Administrative level of lead applicant
Regional

Size of organisation
1-25

Number of people involved in the project
6-10

Type of sector
Social security

Key words of project
Wage continuity

72

Case description

This project aims at demonstrating that Italian Social Security
Administration (INPS) can combine social assistance with a quality
public service. In particular, the INPS Apulia has achieved brilliant
results in a short time thanks to the optimisation of the resources it has
at its disposal and employees who have the right management ability
and skills. The financial and economic world crisis has led to a situation
of local crisis, which can now also be felt as a production crisis. In lItaly,
and in particular in the Apulia region, important productive sectors have
suffered (and continue to do so) heavy reductions of orders and, as a
consequence, many companies still face many difficulties in recovering.
The idea behind this project is to safeguard the contractual position
of workers from company market fluctuating situations in application
of an important principle of labour law: wage continuity, which found
its maximum expression in the system of ordinary and extraordinary
income integration. According to the model applied by this project, if the
term established to benefit from the allowance has expired, the rules
permit deviation from the law and so to grant a further period (income
integration in derogation, in ltalian called cassa integrazione guadagni
in deroga).

INPS has equipped itself with a telematic infrastructure to face an
extraordinary crisis in a very short time, using the human resources
available in the different INPS offices allocated all over Apulia region.
This telematic equipment is used both in application reception and
processing and for the final communication to the worker. This system
allows direct access to the databases by the authorised parties
(companies and advisers). These financial supports are paid by INPS,
Istituto Nazionale Previdenza Sociale, and, in Apulia by ‘INPS Puglia’ to
(financially) support the employees of companies that, because of the
mentioned global crisis, would be expelled from the world of workers. To
avoid that, as a result, companies, because of reduced production, would
give up professional skills of their workforce. All of this is guaranteed
by the intervention tool called ‘income integration in exception’. The
intervention tool of income integration in derogation is temporary, as it
lasts only for an established period.

As statistical statements can confirm, Apulia INPS has reached brilliant
results in the management of an income integration tool, and, above
all, in terms of application average waiting period (meaning the time
that is necessary for granting the required authorisation): the national
average waiting period is 190 days, whereas in Apulia the waiting period
has been reduced to 38 days! It is the best performance in the whole of
Italy and of absolute value. This successful result was achieved thanks
to a constant monitoring system of this tool; performance systematic
checks; constant efforts to improve work organisation and the availability
of a number of skilled assistants who, thanks to experience, diligence
and ability, can optimise the resources available to Apulia INPS. This
makes INPS proud, because it means that welfare can really work (and
workers can really be helped) if employees have the right management-
resources-organisation-diligence-ability.
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EFFECTIVENESS IN HEALTHCARE — COMPUTER SYSTEM
TO MANAGE THE SURGICAL PROCESS

Submitted by AUSL Forli

Contact details of lead applicant

Organisation Morgagni-Pierantoni Hospital
Address Via Carlo Forlanini 34
Country Italy

Contact Person Buccioli Matteo
Function Data Manager
Email matteo.buccioli@gmail.com

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
6-10

Type of sector
Public health and social welfare/affairs

Key words of project
Innovation, ergonomics, effectiveness in healthcare,
patient safety

Case description

The main priority of the political system, not only in Italy but also
internationally, is to reduce public debt and to streamline National
Health Service (NHS) costs. Consequently, health managers need to
acquire operating methods within their managerial structures so that all
available resources are better planned in terms of effectiveness and
efficiency, without compromising patient safety. In recent years, scientific
and legislative landscapes have focused attention on the activity of the
hospital surgical unit, considering it to be high risk, both in economic-
financial and patient safety terms. This has motivated the requirement to
closely monitor all tasks performed by the various health professionals
involved in the complete path of the surgical patient. In the operating
room, monitoring of total process time and collecting data are difficult
to obtain because of the complexity of the system with many ORs and
collateral areas.

What this hospital produced is a collecting operating rooms data system,
represented by logistic and human resources. They use a univocal
identification of each operative room using a barcode image that is
located on the main door of every OR and a univocal identification of
each anaesthetic nurse using a Personal Digital Assistant. The nurse
is logged in and the PDA software produces a connection between the
nurse and the patient; univocal identification of the patient is created
using a barcode bracelet. The main component of the logistic support
is the PDA, which uses the infrared technology to check the patient
identity (barcode) supported by a wifi connection. This system allows
to determine in real time the timing of all movements of the patient from
ward to OR, and the identities of the team. The ORs Board decided
to use the efficiency indicators defined by Dexter et al2: OR time of a
case; Turnover time; Over-utilised OR time; Allocated OR time. In this
way the patient is safe from risks; the ‘outcome’ becomes the possibility
to check and make revisions of the whole ORs management process.
The result of the first 18 months (January 2009 to December 2010) of
activity is: 10495 surgical procedures recorded in 8 ORs; of which 85%
is completed data. It is now possible to define what happens when ‘over-
utilised OR time’ becomes excessive or if it is necessary to schedule
an additional case or if an ‘overbooking’ is necessary. The ‘determining
optimum operating room utilisation’ can now be provided.

The results of the study were presented by the surgical unit board to the
different department directors, which enabled an improved performance
through shared, rather than the previously devolved, organisational-
management reviews. This real-time analysis system has increased the
level of surgical activities (rate of occupation in the Operating Room)
from 71% in 2009 to 79% in 2010. Meanwhile, the number of emergency
procedures performed has been reduced from 25% to 16%, while at
the same time maintaining the same level of complexity of operations
performed. Through the implementation of this IT system, all stages of
the surgical process have been made transparent and analysed in an
objective manner, allowing the surgical unit board to implement actions
to significantly improve performance.
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WEB SECTION ‘MOBILITY & DISABLED PEOPLE’

Submitted by Automobile Club d’ltalia

Contact details of lead applicant

Organisation =~ Automobile Club d’ltalia

Address Via Marsala 8

Country Italy

Web address www.up.aci.it/pescara
www.up.aci.it/catania

Contact Person Beatrice Bisogni
Vincenzo Pensa
Saverio Amato
Barbara Falcinelli
Antonina Pennacchio

Function Managing Director
Managing Director
Officer
Officer
Officer

Email b.bisogni@aci.it
v.pensa@aci.it
a.pennacchio@aci.it
s.amato@acii.it
b.falcinelli@aci.it

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
11-15

Type of sector
Public health and social welfare/affairs

Key words of project
Mobility and disability

&
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Case description

On 27 October 2009, the Italian Government approved Legislative
Decree 150/2009 (the Reform Decree), implementing Law 15 of
4 March 2009 on a comprehensive reform of the public administration.
The reform includes three pillars: modernisation of the public
administration; innovation and digitalisation within the public
administration and throughout the country; and development of a
relationship between the public administration, citizens and businesses.
In this context, Automobile Club d’ltalia (ACl) has created an initiative
called ‘The Portal for disabled people’ in which it has implemented
some framework of the reform, better quality of services and more
efficient offices serving citizens, in particular citizens with special
needs, monitoring with indicators, customer satisfaction, transparency,
and equal opportunities for all citizens.

The current Italian legislative and administrative system is extremely
fragmented and is split into several levels of competence. For this
reason, it is very difficult for disabled people to find relevant information
to the different themes across the different public administrations fields.
The strategy of ACI with this Portal is to design a new digital
administration. In order to create ‘The Portal for disabled people’, ACI
has studied everything about them and their mobility issues.

The web section is aimed at offering a total overview of benefits, services,
news and events about the mobility of disabled people, both nationwide
and in several local regions. Its final beneficiaries are: disabled people
and their parents; disability associations; other associations and social
community care; public administrations, national agencies and other
public local authorities. The Project has involved all public institutions
and countrywide authorities whose main objective is to provide a
complete picture of the subject so as to facilitate the accessibility of
disabled people and/or their parents, by using and taking advantage of
these benefits and services. ACI has already subscribed two protocol
agreements with all their public administrations and local authorities.

In the web section for disabled people, it is possible to find all information
about: tax breaks; medical acknowledgement of the disability; special
driver’s license for disabled people; technical adaptations and
modifications to vehicles; identification marks for the vehicles; public
services; social and health services; travelling and tourist features
permitting disabled access; automobile sport; non-profit making
organisations and associations; driving and transport with security; and
useful links. The section ‘Mobility and Disabled People’ has already been
realised on the website of two ACI Provincial Offices: Pescara (Region:
Abruzzo) and Catania (region: Sicily) and it will be replicated on the
website of every ACI Provincial Office in Italy. This web section is only a
part of a wider project of the ACI: its general plan is to set up the same
section for disabled people on the national website (www.aci.it). In fact,
with a link between the national and provincial website it will be possible
to collect all useful information about mobility, both at national and local
level. The national website will publish the whole law of national interest
and there will be a link to the same section on the provincial websites
for local information.
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DEVELOPMENT AND IMPLEMENTATION OF ELECTRONIC SICK NOTES AND
MATERNITY LEAVE CERTIFICATES MANAGEMEMT APPLICATION SYSTEM

Submitted by State Social Insurance Fund Board

Contact details of lead applicant

Organisation State Social Insurance Fund
Board under the Ministry of
Social Security and Labour

Address Konstitucijos Ave. 12
09308 Vilnius
Country Lithuania

Web address http://epts.sodra.lt

Contact Person Valdas Zekonis

Function Head of Informational System
Development Section
Email valdas.zekonis@sodra.lt

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
6-10

Type of sector
Social security

Key words of project
Introduction of an electronic certificate of incapacity
Lithuanian health care institutions

Case description

Sickness- or maternity leave benefits can only be allocated after
submission of the following documents to the administration of the State
Social Insurance Fund (hereinafter — the Fund Board): Sick note or
maternity leave certificate issued by the doctor sustaining the temporary
incapacity to work of the person; Document issued by the employer,
containing information on the time period not worked, and sickness
benefit for first two days allocated from the employer’s funds; Person’s
application to allocate the benefit.

During the project, the Electronic Sick Notes and Maternity Leave
Certificates Management application system (hereinafter — EPTS)
was developed and deployed in order to computerise the issuing
process of sick notes and to improve the services provided by the Fund
Board for the insured, doctors and insurers. It enables the healthcare
establishments to automatically receive information about a person’s
insurance, previously registered periods of incapacity to work and
other data required to create the electronic sick notes, sign them with
a qualified electronic signature and automatically transfer them to the
information system of the Fund Board. Since 1 July 2010, paper sick
notes are no longer accepted.

During the project the previously created systems of electronic services —
Electronic Insurers’ Service System (hereinafter — EDAS) and Electronic
Population Service System (hereinafter — EGAS) — were extended with
new functions. With the assistance of EDAS, the employers (insurers)
can obtain information on the sick notes issued to employees, to form
and supply the electronic documents to the Fund Board justifying the
period not worked by the employee and sickness benefits paid by the
employer to the employee. Using the EGAS the beneficiaries can view
the information on the sick notes issued to them, and submit to the Fund
Board the electronic applications to allocate the relevant benefits. The
implementation of EPTS has modified the benefits allocation process
and all the required processes can be performed on the internet. If the
doctor deems the person as temporarily incapable to work, he prepares
the electronic sick note with the assistance of EPTS and submits it
to the Fund Board electronically. Customarily, the sick person, after
being declared as temporarily incapable to work by the doctor, called
or contacted by email his employer informing about his sickness. Now,
in case it does not happen, the employer has the possibility to connect
to the EDAS system and view the periods of temporary incapacity to
work of his employees established by their doctors. The individual may
always view his sick notes data by accessing the EGAS. If the person
wants to receive the sickness benefit, he shall submit electronically to
the Fund Board the application to obtain the benefit.

In the past, a sick person had to visit his doctor at least twice — during
the first visit it was identified whether the person was sick and to register
the beginning of the period of sickness leave, and during the second —
to register the end of this period. Now there is no need to visit the doctor
again and ‘to close’ the sickness period, submit the certificate to the
employer and to the territorial division of the Fund Board.
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MORE WITH LESS / MEER MET MINDER

Submitted by Province Zeeland

Contact details of lead applicant

Provincie Zeeland

Postbus 165, 4330 AD Middelburg
the Netherlands
www.energieloket.nl/zeeland/thuis

Organisation
Address
Country
Web address

Contact Person C.M. van Campen
Function Spatial Planner
Email cm.v.campen@zeeland.nl

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
6-10

Type of sector
Regional policy and development, decentralisation

Key words of project

COz2 emission, economic regional impulse, regional
and national budget for private house owners,
cofinancing by decentral government, online service
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Case description

The ‘More with Less’, or in Dutch ‘Meer Met Minder’, project focuses on
CO2 emission by giving an impulse to private house owners in Zeeland
to implement energy-reduction measures in their dwellings. This is due
to a co-financing system in which the Province of Zeeland provides
50% of the budget and the other 50% comes from the municipalities. All
the municipalities of the Zeeland region are involved. The co-financing
system is based on so called ‘Label jumps’. The energy-reducing labels
are related to European directives on energy efficiency. For instance:
due to energy-reducing measures, private house owners can make a
shift from label E to C, or even better from C to A. Besides the regional
budget (municipality + province), private house owners can obtain a
part of the national budget for energy reduction. The ‘More with Less’
project not only focuses on CO2 emission, but also on giving an impulse
to the regional economy. This is achieved by involving local building
contractors who are working with the up-to-date ‘More with Less’ energy-
reduction measures, for example new orders for building contractors to
add insulation materials, better heating systems or HR++ windows in
private houses.

The online registration system (www.energieloket.nl/zeeland/thuis),
where the contractor applies for the private house owner, is a unique
system in the Netherlands. Thanks to this portal people are aware
of what can be added or changed in their houses (insulation, etc.),
to achieve energy reduction (and as a result, low electricity bills).
The website provides up-to-date information as well as having a
registering database. Municipalities, the Province of Zeeland and the
‘Meer Met Minder’ Foundation have direct access to the database behind
this online registration system. Information and news will be put on the
website to give an actual overview of energy-reduction, measures, rules
and the latest news about meetings. Furthermore a helpdesk (by phone)
can be reached for particular questions. Both, the Province of Zeeland
and the municipalities have organised special information meetings
about this project and how it works. Furthermore, announcements in
regional newspapers were used. The regional TV channel (Omroep
Zeeland) will broadcast a programme called ‘Klus je Rijk’ during spring
2011. In this programme, families will be followed along their journey
to incorporate the ‘More with Less’ energy-reducing measures in their
dwellings.

In short:, the ‘More with Less’ project leads to a reduction in CO2
emissions, impulse to the regional economy and gives the inhabitants
of Zeeland a unique website with both information about energy
reduction and registering access. In fact, due to a regional (province
and municipality) and national (‘Meer met Minder’ foundation) budget,
private house owners will get an (financial) impulse to implement energy
reduction measures in their houses. The project started on 6 July 2010
following the signature of the ‘More with Less’ agreement by involved
municipalities, the Province of Zeeland and the ‘Meer Met Minder’
foundation. The project will officially end on 31 December 2011, but an
extension to 2012 has not been excluded.
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BUREAUCRATIC SIMPLIFICATION OF SOCIAL ASSISTANCE

Submitted by Dutch Ministry of the Interior and Kingdom Relations

Contact details of lead applicant

Organisation Dutch Ministry of the Interior

and Kingdom Relations

Address Schedeldoekshaven 200
2511 EZ the Hague
Country the Netherlands

Contact Person Milan Jansen
Function Program Manager
Email milan.jansen@minbzk.nl

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector

Public health and social welfare/affairs; Public
administration, modernisation, institutional affairs,
reform

Key words of project
Compliance costs, high trust, efficiency, bureaucratic

simplification, administrative burden reduction, public
service delivery, social assistance

.

Case description

In 2007, the 4th cabinet under Prime Minister Balkenende committed
itself to a real, noticeable reduction of administrative burden to citizens
by resolving the ten major bottlenecks experienced by citizens in their
contacts with the government, one of the most prominent being the
process of applying and accounting for social assistance benefits.
At municipal level, this process accounted for roughly 40% of the total
administrative burden placed on citizens. Four themes were identified
that were crucial in improving the social assistance delivery: Less burden
of for proof of eligibility; Speeding up procedures; Legality; Control and
accountability.

Emphasis was placed on the ‘noticeability’ of improvements: not only
would a reduction of total minutes spent by the public be judged a success,
but a marked change in the experience of the individual claimant would
also have to be realised. A project to bring about these changes was set
up by the Ministry of the Interior and Kingdom Relations, in cooperation
with a large number of municipalities all over the Netherlands. Objectives
of the project were manifold: noticeably improving the quality of social
assistance services by municipalities, reducing administrative burden
for citizens applying for and receiving socials assistance benefits, but
also bringing about a change in the culture in which social assistance
applications were assessed. This involved moving from a system of
suspicion and control, in which every claimant was viewed as potentially
fraudulent, to a system of so-called ‘high trust’, were applications are
viewed as principally legitimate. One notable specific objective was the
abolishment of the monthly entitlement form.

The ministry adopted a ‘seduce and support’ approach, whereby
municipalities, which have responsibility for social assistance, were
persuaded to implement improvements by showing them the advantages
and the progress made in other municipalities. This was done ata number of
workshops and conferences, and through widely disseminated brochures
detailing best practices throughout the country. Regional Red Tape
Ambassadors were deployed to assist municipalities in the implementation.
All the while, the project was part of a much wider effort to reduce
administrative burden on citizens, professionals and administrations.
In terms of measuring results, the main quantitative indicator used was
the Standard Cost Model for citizens — a tool which enables the
quantification of administrative burden on citizens in both time and
monetary costs. Results of the project were substantial on an individual,
local and national (aggregate) level. For individual social assistance
claimants, administrative burden was reduced by as much as 40% in time
and 20% in out-of-pocket expenses. For the total administrative burden
placed on citizens in the Netherlands, this translates to a reduction of
about 3,500,000 hours. At municipal level, yearly savings of between
€100,000 and €1,000,000 million can or have been realised, depending
on the size of the municipality and the degree of implementation. More
than 60% of municipalities now no longer require the monthly entitlement
form. The ministry continues to monitor administrative burden placed on
citizens by municipalities, and many municipalities are conducting follow-
up projects to the ones described here.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

INDIVIDUAL AUCTION OF MOBILITY — DISABILITY AIDS AND

HOUSEHOLD SUPPORT

Submitted by Gemeente Spijkenisse / Municipality of Spijkenisse

Contact details of lead applicant

Organisation Municipality of Spijkenisse

Address Raadhuislaan 106

3201 EL Spijkernisse
Country the Netherlands
Contact Person Annemiek Roerhorst
Function Advisor
Email a.roerhorst@spijkenisse.nl

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
6-10

Type of sector
Public health and social welfare/affairs

Key words of project

Optimally market-driven, allocation, innovation,
efficiency, rewarding good service
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Case description

Since the Law on Social Support, in Dutch: Wmo, was passed on
1 January 2007, the city of Spijkenisse has been using a reverse
eAuction to purchase household assistance. Spijkenisse wanted to
carry out a responsible, customer-friendly and future-proof policy, and
in the past four and a half years the system has proven to yield the
desired results. The delivery of certain mobility and disability aids (from
now: MDAs) has become the responsibility of the city of Spijkenisse
since 1997: i.e. wheelchairs, power wheelchairs, bath and toilet aids
(for instance: bathroom chairs and toilet seats), mobility scooters,
patient lifts, adaptive bicycles (for instance: tandems and tricycles).
These devices used to be purchased from one supplier.

Because of the success of the eAuction for household support and the
Best Practice Certificate received at the EPSA 2009, it was decided
that the MDAs should be purchased using a similar auction system.
To this end, an innovative tender system was introduced. In the usual
tender, a certain quantity of MDAs is granted to the winner of the tender
for a specific number of years. In Spijkenisse the object of the tender is
formed by the admittance to the internet auction through a framework
agreement. The framework agreement will be granted to all suppliers that
agree with the maximum all-in monthly rental price for the different MDAs
and that meet the quality demands in the specifications. The individual
applications for the MDAs are put on the internet auction and contracted
suppliers can offer discounts on the all-in monthly rental price, which has
been maximised in the tender beforehand by the city council. In this way,
suppliers themselves can try and obtain their desired market share in
the city. The reverse auction can be seen as an awarding of contracts
at customer level. How the reverse auction works: The personal details
of the customer are not visible in the auction. Suppliers only see the
requested MDA, the necessary options, information about the required
sizes of the MDA and the first three digits of the postal code. Based on
this information, they decide on their price. In order to prevent a situation
in which customers are not catered for (which is unlikely, because there
is always one supplier interested in the order), all suppliers are obliged to
bid on every application. If the application does not appeal to a supplier
(because, for example, they do not have a matching second-hand MDA in
their depot), they can offer a minimal discount.

The concept of the internet auction is that the MDA is bought at a price
that conforms to the market, and that second-hand MDAs which are
still in a good condition will be used. The system offers the opportunity
to include robot variables (additional criteria) that may lead to a
supplier other than the cheapest. Experience shows that adding any
extra criterion results in a (slight) rise in cost. At this point, the average
customer satisfaction is an additional criterion.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE al

INNOVATION IN ACQUISITION, DEVELOPMENT AND DISTRIBUTION

OF DIGITAL LEARNING RESOURCES
Submitted by NDLA — Norwegian Digital Learning Arena

Contact details of lead applicant

Organisation NDLA

Address Hordaland Fylkeskommune
Ndla V/@ivind Hgines
P.O Box 7900, 5020 Bergen
Country Norway

Web address http://ndla.no

Contact Person @ivind Hgines

Function Chief Executive Project Manager
Email oysteinj@cerpus.com

Administrative level of lead applicant
Regional

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Education (higher and lower), training and learning

Key words of project
Innovation, smart delivery, increased volume and
value, complexity, distributed organisation

Case description

The overall goals of the Norwegian Digital Learning Arena (NDLA)
initiative are to develop open, high quality digital learning resources
for all, and to involve teachers and students in active and participatory
learning processes. The specific objectives are to develop open and
accessible digital learning resources in all upper secondary education
subjects that can be accessed free of charge for everybody; to facilitate
upper secondary education characterised by interaction and sharing;
to engage teachers and students in active and participatory learning
processes; to use communities and networks as a driving force in the
development; and to develop and contribute to a marketplace that
delivers content and services attuned to the needs of teachers and
learners.

In 2010 NDLA had a total operating budget of 62 MNOK. This equals
approximately 20% of the total allocation of public funding for learning
resources in upper secondary education in Norway. NDLA is co-owned
by 18 county councils in Norway out of 19. The further operation and
sustainability of operations, development and innovation capacity will
be secured through political process involving all 18 county councils.
NDLA is fully owned by the 18 county councils behind the initiatives. All
political self-governments on county/regional level have made identical
political decisions to anchor this joint ownership. The 18 county councils
agree on the level of budget and ambition for the NDLA collaboration.
All county councils have an administrative contact point for NDLA.
As a public entity, NDLA transfers the legal entity from one of the county
councils. NDLA has no permanent employees; those working for NDLA
are lent out from their respective employers, i.e. county council. NDLA is
a virtual organisation without physical headquarters. Necessary support
systems are available through a county council or via ICT tools such as
Skype, Jira and Google Apps.

NDLA s a unique collaboration between a large number of county councils,
enabling and empowering them to carry out a task they are obliged to
carry out according to the education and training legislation of Norway.
NDLA has evolved as a virtual organisation with a small administrative
core. The administrative resources are pooled from existing resources
in order to keep the need for investments in administrative software and
services to a minimum. Within the current level of expenditure NDLA
has increased the volume, diversity, the perceived quality and the
awareness among NDLA constituents. This unique collaboration has
managed to balance growth, innovation, participation, complexity and
quality. Some of the key results achieved by NDLA are that the number
of subjects has risen from 2 in 2007, to 37 subjects in 2011, of which
29 are accessible via the NDLA website. The user statistics show an
increase in traffic over the last year in by approximately 50%, with a daily
number of visitors reaching approx. 16,000. Awareness among teachers
has increased considerably: more than 70% of the teachers are aware
of NDLA. The number and scope of services have also increased, which
allows for sharing, co-creation of content, re-use and the phasing in of
user-generated content.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

BETTER ACCESS TO ADVANCE PAYMENTS FOR
THE BENEFICIARIES OF THE POLISH OPERATIONAL PROGRAMME
INNOVATIVE ECONOMY 2007-2013

Submitted by Ministry of Economy

Contact details of lead applicant

Organisation Ministry of Economy

Address Plac Trzech Krzyzy 3/5
00-507 Warszawa
Country Poland

Contact Person Matgorzata Potocka

Function Specialist in the European Funds
Department
Email malgorzata.potocka@mg.gov.pl

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Economic affairs, competition, SME

Key words of project
Advance payments, Polish Operational Programme
Innovative Economy
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Case description

In Poland, the European Funds for the period 2007-2013 have been
implemented within the framework of the National Cohesion Strategy
(NCS). The main objective of NCS is to create conditions for the
improvement of competitiveness of the economy based on knowledge
and entrepreneurship, ensuring the increase of employment and the
higher level of social, economic cohesion. The NCS is implemented
via Operational Programmes managed by the Ministry of Regional
Development (the so-called Managing Authority). One of the
responsibilities of The Ministry of Regional Development is to set some
common rules for the process of co-financing the expenses within
the projects. These questions have been covered by the ministerial
Regulation issued in September 2007. Several rules of the above
Regulation concerned paying advances to the Beneficiaries of a
project on the account of their future expenses. The possibility for the
Beneficiaries to be paid in advance had existed, to some extent, since
the beginning of implementation of Programmes, nevertheless, the
application of the advanced payments was very limited because of the
relatively high cost of collaterals (e.g. bank guarantees, etc).

The attempt to facilitate and broaden the usage of advance payments
was implemented in the beginning of 2009. However, the Polish
Ministry of Economy, acting as the Intermediate Body in the process
of implementation of the Axes IlI-VI of the Operational Programme
Innovative Economy, had observed that, until the middle of 2009, the
interest of Beneficiaries to take advantage of this solution had still been
minor. The entrepreneurs couldn’t afford securing advance payments.
This became a barrier for implementation of their projects particularly
during the period of the economic crisis. They had to face the
unfavourable trends of financial markets, poor economic performance of
certain business branches and depreciation of Polish zfoty, influencing
raise of cost of investments. The Ministry of Economy observed such
difficulties particularly with regards to those projects implemented within
the framework of the Operational Programme Innovative Economy that
required constant access to financing.

As a response to the threat for implementation of projects, in the
beginning of 2009 the Ministry decided to propose a change to the rules
concerning the security coverage of the advance payments. In particular,
it proposed to raise the threshold of the amount of advance payment, for
which the bill of exchange in blanco provided by the Beneficiary would
constitute a collateral (from ztoty 4 to 10 million).The proposition of the
Ministry of Economy was implemented and the amended Regulation
entered into force in July 2009. The amendment allowed more
Beneficiaries of the Operational Programme Innovative Economy to be
paid in advance. This, in turn translated into an increase of their financial
liquidity, which is crucial for the implementation of projects particularly
during the period of turndown in the world and Polish economy.
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INCREASE OF THE ALLOCATION FOR THE ACTION 4.4 OF THE POLISH OPERATIONAL
PROGRAMME INNOVATIVE ECONOMY AS A MINISTRY OF ECONOMY’ RESPONSE TO

NEGATIVE TRENDS IN THE ECONOMY IN THE PERIOD 2008-2009

Submitted by Ministry of Economy

Contact details of lead applicant

Organisation Ministry of Economy

Case description

The Polish Operational Programme Innovative Economy 2007-2013

Address Plac Trzech Krzyzy 3/5 is co-funded by the European Regional Development Fund (ERDF).
00-507 Warszawa The overall objective of the Programme is to stimulate development of
Country Poland the Polish economy based on innovative enterprises. The Managing

Contact Person Malgorzata Potocka

Authority of the Programme is the Ministry of Regional Development.
Three intermediate bodies: the Ministry of Economy, the Ministry

Function Specialist in the European Funds of Science and Higher Education and the Ministry of Interior and
Department Administration, in cooperation with several Implementing Authorities,
Email malgorzata.potocka@mg.gov.pl share the responsibility for implementation of the particular Priorities

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Economic affairs, competition, SME

Key words of project

Operational Programme Innovative Economy,
facilliation of implementation

of the Programme. In the beginning of 2009, the Ministry of Economy
observed that a threat for proper implementation of projects appeared
within Action 4.4 of the Programme: new investments of high innovative
potential. For instance, the Polish Agency for Enterprise Development
— Implementing Body of the Action, received several requests from
Beneficiaries to postpone starting dates of implementation of their
projects and increase their co-financing due to difficult economic
situation. Particularly, Beneficiaries put stress on the unfavourable trends
of financial markets, poor economic performance of certain business
branches and depreciation of the Polish ztoty, influencing raise of cost
of investments. These factors affected specifically projects co-financed
within the framework of the Priority Axis 4 of the Programme — requiring
relatively significant financial contribution along with maintenance of
enterprises’ liquidity. Knowing that responsibility for the above difficulties
had not lied on the Beneficiaries’ side and that these problems were
effects of a general slowdown in the world and Polish economy, the
Ministry of Economy decided to request the Managing Authority to
introduce certain solutions to this issue in the implementing system.

In reply to the request of the Ministry of Economy, the Ministry of Regional
Development not only allowed the starting dates of implementation of
the projects to be postponed, but also agreed to increase the allocation
of funds for those Beneficiaries of the Action 4.4 who had not been able
to predict the economic crisis and the euro currency fluctuations at the
moment of application for co-financing. It was therefore agreed that
allocation amount for this Action for 2008 would be raised by 5%. It was
decided that it would be possible to grant additional co-financing for a
project only on the individual request of its Beneficiary, and that these
requests would be analysed case by case.

The change of institutional practices in the implementing system
concerned: Increased elasticity of payments during the period of
implementation of projects that required relatively high constant financial
inputs; Introduction of the possibility of extra co-financing, compensating
negative effects of the economic crisis while maintaining intensity of
support.

With the sources allocated additionally for the Action 4.4 in 2008,
approximately 90 Beneficiaries of the Action 4.4 of the Operational
Programme Innovative Economy took advantage of the extended
co-financing and received in total zt 103,7 million in order to continue
with the implementation of their projects.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

CKIl — COORDINATION AND INFORMATION CENTRE

Submitted by Krotoszyn Municipality

Contact details of lead applicant

Organisation Krotoszyn Municipality

Address Ul. Zdunowska 12
63-700 Krotoszyn
Country Poland

Web address www.cki.krotoszyn.pl

Contact Person Agata Kajewska

Function Adviser
Email cki@krotoszyn.pl

Administrative level of lead applicant
Local

Size of organisation
1-25

Number of people involved in the project
1-5

Type of sector
Regional policy and development, decentralisation

Key words of project
Coordination and information
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Case description

The CKI association was established as a result of cooperation
between the community represented by the municipal self-government
and local entrepreneurs. The association realised the project ‘Forge
of Entrepreneurship’, managed local trust fund for business start-
ups, promoted Krotoszyn companies’ products, organised local fairs
and exhibitions. Another activity was to help the unemployed; these
issues are dealt with ‘By fits and starts Work Agency’ and Work Club.
The association, in partnership with Krotoszyn Municipality and Krotoszyn
District Authorities, acquired an EU grant for a project entitled ‘“The third
sector to support local initiatives’ under the PHARE 2003 program ‘NGOs
for Sustainable Development’, the implementation of which lasted until
August 2006. The budget amount was directed to NGOs and helped to
create the Coordination and Information Centre for NGOs (CKI). Under
the CKI, two bureaus were opened: Project Office with advisers for
EU-fund applicants and NGOs organisations and Krotoszyn Volunteering
Centre. Another association — Krotoszyn ‘Amazons’ Club and Polish-
Turkish Cooperation Society ‘Bosphorus’ found a place in CKI’s seat.

The aims of the association are, among others, to support the
development of initiatives for activation, self-organisation and integration
of local communities; to build local partnerships and alliances to solve
key problems in the community; to activate local residents focused on
the development of human capital, education, qualifications, public
awareness to meet certain social, cultural, economical and sport tourism-
related needs; to contribute to the growth of economic competitiveness,
entrepreneurship and the labour market etc.

Currently, the CKI pursues the project ‘Local cooperation opportunity for
development’ under the open tender process announced by the Mayor
of Krotoszyn. Office personnel are responsible for free information and
advisory services to local representatives of the sector Il and I, applying
for grants, project management, or the registration of associations;
running the CKI website, with up-to-date information about currently
advertised programmes and contests to which one can apply for grants;
assistance in completing applications for grants; assistance in the
implementation of funded projects; organising informational meetings
about the possibility of applying for grants, etc. The Association was also a
partner in the project ‘From the circular letter to a mail’ implemented by the
European Social Fund - Human Capital Operational Programme, Priority
IX. Development of skills and competences in the regions; Measure 9.5
Bottom-up education initiatives in rural areas. The association carried
out a project entitled ‘Plan your future’ an educational programme for
low-income people from rural areas. The project was financed by the
Rural Development Foundation. Together with the District authorities,
they organised ‘Support for Third Sector Krotoszyn District’. This project
was financed by the Fund for Civil Initiatives. Thanks to those funds, the
Information Point for NGOs was opened, where NGOs can get free help
and information on opportunities to acquire external funding (including
from the European funds, foundations and organisations and public
institutions supporting third sector activities, etc.), competitions and grant
programmes; project preparation, filing of applications for grants and the
implementation of funded projects; management of projects; creation and
registration of new associations and foundations.
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ON THE SPOT HOUSE

Submitted by Instituto dos Registos e do Notariado, I.P. / Institute of Registries and Notary

Contact details of lead applicant

Organisation Instituto dos Registos

e do Notariado, I.P.

Address Av. D. Jodo Il, 1.8.01D
Edificio H, Campus da Justica
Apartado 82, 1803-001 Lisboa
Country Portugal

Web address www.casapronta.pt/CasaPronta

Contact Person Filomena Rosa

Function Advisor
Email filomena.s.rosa@irn.mj.pt

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional

affairs, reform

Key words of project
Ecoveyancing, single window service
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Case description

‘On the spot house’, or in Portuguese, Casa Pronta, is a public service
which allows all the necessary formalities to be performed for the
purchase and sale of homes (buildings), with or without a mortgage,
the transfer of a bank loans to purchase a house and other housing
contracts, in a single window service.

Before the implementation of the ‘On the Spot House project’, to perform
legal transactions on immovable properties, such as the purchase and
sale or simple loan with mortgage, citizens and companies had to contact
several public entities, such as: tax authorities; notaries; land register
office; municipal services; entities responsible for the management of
the historical and cultural patrimony; commercial Register Office and
Civil Register Office. For a simple purchase and sale of a property it
was necessary, for example, to obtain several certificates from the Land
register office, the Commercial Register Office or the Municipal Council.
In addition, a property’s tax document from the Revenue Office was
also required. It was also necessary to conclude a deed in the notary
office and to request and wait for the registries and the availability of
the certificates, since the registries are carried out immediately and the
certificates delivered to the interested parties.

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

This project was based on the analysis of the then existing situation,
evaluating the need of each formality associated with businesses in
immovable properties, in orderto eliminate useless steps and to concentrate
the ones which were necessary into a single place, thus avoiding
repeated dislocations, saving time and money. There is a Simplification
Commission in the Ministry of Justice, essentially for representatives of
all civil society areas, including employees’ and employers’ associations,
legal practitioners and representatives of several economic activities. This
commission identified excessive bureaucracy associated with businesses
in immovable properties as an important barrier to the economic activity,
with costs to citizens and companies. Once the problem was identified, a
work group was created within the Portuguese Ministry of Justice, which
included registrars from the land registry and other experts from the
Portuguese Institute of Registries and Notary, and it became the entity
responsible for rethinking the process within the land register offices
and proceeding to the respective re-engineering, as well as, as a result,
preparing the necessary legislative amendments. At the implementation
stage, this work group was also integrated by ITIJ technicians, for the
design of technological solutions supporting the project. This service
became available on 24 July 2007, at seven land register offices, five
Portuguese municipalities, covering only purchase and sale, simple
loan and any other credit and financing contracts concluded by credit
institutions, mortgage and transfer of credits.
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ON THE SPOT FIRM / EMPRESA NA HORA — ENH

Submitted by Instituto dos Registos e do Notariado, I.P. / Institute of Registries and Notary

Contact details of lead applicant

Organisation Instituto dos Registos

e do Notariado, I.P.

Address Av. D. Joao Il, 1.8.01D
Edificio H Campus da Justica
Apartado 8295, 1803-001 Lisboa
Country Portugal

Web address www.empresanahora.pt/ENH/

sections/EN_homepage

Contact Person Filomena Gaspar Rosa
Function
Email filomena.s.rosa@irn.mj.pt

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Justice, police, human rights and security

Key words of project

Single window service for companies creation,
one-stop-shop for companies, simplification of
companies’ incorporation
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Advisor of IRN President’s Cabinet

Case description

The ‘On the Spot Firm’, or in Portuguese Empresa na Hora, initiative
makes it possible to create sole quota-holder companies, public limited
companies and private limited companies on the spot, in just one office
(one-stop office) in a single day (36m). Interested parties no longer
have to obtain in advance a certificate of company admissibility from
the National Registry of Companies (RNPC). Nor it is necessary any
longer to sign a public deed. During the incorporation procedure, the
definitive legal person identification card will be handed over, the Social
Security number will be given, and the company will immediately receive
its memorandum and articles of association and an extract of the entry
in the Commercial Register.

Procedure for incorporating a firm:

1. Aname must be chosen from the list of pre-approved names given on
this site, or check the list that is available at the ‘Empresa na Hora’
desk. The name chosen will only be kept when you get to the desk
and start the setting-up process. And so the name that you want to
use, even though it might be available on this site or on the list
provided, may not be available when you arrive at the desk. A phrase
alluding to the object of the company can always be added to the
pre-approved name. For instance, if the chosen name is ‘ABCDE’,
and the company is going to be involved in the catering sector, the
name can be changed to ‘ABCDE- Catering’. From January 2006 the
use of Certificates of Admissibility of a Name will be allowed;

2. Choose one of the pre-approved standard memorandum and articles
of association packs, available on this site and in the portfolio of packs
available in the offices;

3. The members of the future company should go to an ‘Empresa na
Hora’ desk to start the incorporation process. A list of available desks
can be found in the Contacts area of this site.

ltems needed: If the members of the future company are private
individuals, they will need to take with them their tax identification
card, an identification document (identity card, passport or driving
licence), and their social security card (optional). In the case of legal
persons/corporations, they need to show the legal/corporate person
tax identification or identity card; a current extract of the entry in the
Commercial Registry; and the minutes of the general meeting granting
powers of company incorporation. This service costs €360. This amount
is payable at the time of incorporation, in cash or by cheque. For firms
whose company object is technological development or research the
cost of the service is €300.

The memorandum and articles of association will be prepared and
the registration of the company will be carried out there and you will
then immediately be issued with a copy of the entry in the commercial
register, the legal/corporate person identification card and the social
security number of the company.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE “

ONLINE COMPANY / EMPRESA ONLINE

Submitted by Instituto dos Registos e do Notariado, I.P. / Institute of Registries and Notary

Contact details of lead applicant

Organisation Instituto dos Registos

e do Notariado, I.P.

Address Av. D. Jodo Il, 1.8.01D
Edificio H Campus da Justica
Apartado 8295, 1803-001 Lisboa
Country Portugal

Web address https://www.portaldaempresa.pt/

cve/Login.aspx?page=1

Contact Person Filomena Gaspar Rosa
Function Advisor of IRN President’s Cabinet
Email filomena.s.rosa@irn.mj.pt

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Justice, police, human rights and security

Key words of project
eGovernment, creating a company online

Case description

Since 30 June 2006 it is possible to start up commercial companies
through the internet. Through this service it is possible to anonymously
create commercial and civil societies in the form of trade, the type of
quota shares and individual ownership via the internet without going
to any public service. Since 27 September 2007, there is also the
possibility to obtain a Trademark at the time of establishment of an
online company that, in the case of incorporation, is equivalent to the
firm chosen. This service also allows the incorporation of companies
following a merger or division.

This service may be used by lawyers, solicitors and notaries with a
digital certificate. It is also available to any citizen, provided that they
carry the Citizen Card (in this case, it is clarified that all members must
be holders of a Citizen Card, so that they can digitally sign the pact)
and it is not necessary to attach documents beyond the social pact.
The interested parties must have a digital certificate and authenticate
at the site. Then, they choose a company name from the pre-approved
list or use instead a certificate of admissibility. A pre-approved standard
memorandum and articles of association can be used, or one made by
the interested parties which will be analysed at the register office. After
entering and validating all the information about the company, an email
and SMS is sent to the interested parties confirming the incorporation
request and another one is sent once the incorporation is successfully
completed. The social security number is immediately generated.
The Permanent Certificate access code is sent by the commercial
register office to the interested parties. The collective person’s card is
sent by post.

An automatic domain name registration starts with the chosen
company name, free of charge for one year. With this service it is
cheaper to start up companies: the formation of an ‘Online company’
costs €180, publication included (plus stamp duty) if you choose a
model memorandum and articles of association. The establishment
of an ‘Online company’, whose purpose is to promote technological
innovation, research or development, costs only €120, publication
included (plus stamp duty). This service is available at the site: www.
empresaonline.pt.

Until February 2011, a total of 18,518 companies had been created
online.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

SIMPLIFIED CORPORATE INFORMATION

Submitted by Instituto dos Registos e do Notariado, I.P. / Institute of Registries and Notary

Contact details of lead applicant

Organisation Instituto dos Registos

e do Notariado, I.P.

Address Av. D. Joao Il, 1.8.01D
Edificio H Campus da Justica
Apartado 8295, 1803-001 Lisboa

Country Portugal

Web address www.ies.gov.pt/site_IES/site/
home.htm

Contact Person Filomena Gaspar Rosa
Function Advisor of IRN President’s Cabinet
Email filomena.s.rosa@irn.mj.pt

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Simplified Corporate Information (IES), single
declaration, process reengineering, legal framework
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Case description

In 2007, Portugal created the Simplified Corporate Information (or in
Portuguese, Informagdo Empresarial Simplificada, IES). This project is
a public service which allows, in a single act, fulfilment by companies of
four legal obligations that were previously scattered. Until the entry into
force of IES, companies were required to provide the same information
on their annual accounts to various entities, through various means:
they had to make a deposit of annual accounts and registry, on paper,
in the Commercial Registries; they had to make delivery of the annual
accounting and tax information to the Ministry of Finance (Directorate
General of Taxes); they had to submit annual accounting information on
their annual accounts to Statistics Portugal (INE) for statistical purposes;
and they had to submit annual statistical nature of information about
their accounts to the Bank of Portugal. Now, with the IES, all obligations
are performed only once and submission of accounting information on
companies is fully electronic.

The IES is a new form of fulfilment, exclusively through an electronic
and totally intangible process, of these legal obligations. This measure
has significant impact on businesses and the public administration
departments responsible for collecting this information are now able to
direct the available resources for purposes of added value thanks to the
reduction of charges associated with the paperwork.

Forms are available at the following sites: www.ies.gov.pt; www.dgci.
min-financas.pt; www.portaldasfinancas.pt. The only obligation which is
integrated in the IES is paying the deposit accounts. After the electronic
submission of IES, a reference is automatically generated that will allow
payment upon registration of the ATM or through home banking, within
five working days. The price that companies pay only for the registration
of accountability is €85 — cheaper than the price paid by the deposit of
paper bills at the Commercial Registry Office.

As the process is exclusively electronic, there is no need for entrepreneurs
to physically go to the various state agencies. Entities that are subject
to checks and balances are: commercial companies and civil societies
in commercial form; European stock corporations; public enterprises;
companies with headquarters abroad and permanent representation
in Portugal; and the establishment of limited liability. The Institute of
Registries and Notaries, IP (which belongs to the Ministry of Justice)
is responsible for the registration of accountability. As stated above,
following this registration, no physical document is necessary. Models
that are filled out and submitted in electronic form, condense information
regarding the following documents: minutes of approval of the account
of the exercise and application of results; balance sheet, income
statement and balance sheet and attached to the income statement;
statutory audit; the opinion of the supervisory board, if any.

IES is a good example of a model of proactive approach and an
innovative project of a public institute that is recognised by those who
are involved with it.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE l]

DEVELOP RURAL AREA IN ALBA COUNTY — NEW STEPS TOWARDS
GOOD PRACTICES AND SUSTAINABILITY

Submitted by Alba County Council

Contact details of lead applicant

Organisation  Alba County Council

Address I.C. Bratianu Square 1, Alba lulia
Alba County
Country Romania

Web address www.investalba.ro
Contact Person Oprean Lorena

Function Counsellor

Email lorenaoprean@yahoo.com

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
6-10

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project
Public service delivery, cold economic climate, good
practices, sustainability

Case description

The project included the following activities: promo materials, nine
seminars, field visits, information point at 22 temporary markets,
an information stall at Apulum Agraria Fair, the Conference ‘Not for
farmers but with them — ways of approach of CAP in Romania’, an
audio-visual production 'Alba rural — another way of farming’. The nine
seminars dealt with carrying out the agricultural activities according to
European rules, meaning application of CAP in the specific branches
of Alba County agriculture. The theoretical approach was completed
by examples of good practices from Alba County, Romania and/or the
European Union, presented by experts. Seven of the nine seminars
were followed by field visits to local farms that meet European standards
in order to promote the European model of agriculture that reach closer
to the farmers. The information point at the 22 temporary markets from
every Friday organised in the June-October 2010 period in Alba lulia
was the framework where information on the CAP and its application in
specific branches of Alba County agriculture were disseminated to the
farmers and also to the general public. The specialists from Alba County
Directorate for Agriculture, Agency of Payments and Interventions in
Agriculture and Alba County Chamber of Agriculture, offered consultancy
on specific agricultural problems. Leaflets with general information on
the CAP and folders with information on the CAP in specific branches of
Alba county agriculture were distributed to the buyers and farmer sellers.

The information stall at Apulum Agraria Fair, on 18-19 September
2010, allowed the representatives from Office for Payments for Rural
Development and Fishing in Alba County, Agency of Payments and
Interventions in Agriculture and one of the public relations assistants
from the management team, to inform the visitors and exhibitors about
the opportunities that CAP offers in the field of direct payments and rural
development. The Conference 'Not for farmers but with them — ways of
approach of CAP in Romania’, concluded on the application of the CAP
in Alba County, on the challenges ahead of farmers and other relevant
stakeholders in order to ensure a sustainable agriculture, on the farmers’
role in the sustainable development of rural areas. On this occasion
the audio-visual production ‘Alba rural — another way of farming that
includes good practice models of implementing CAP in Alba County’,
was presented focusing on the development prospects in specific
branches of Alba County agriculture. At the conference brochures were
distributed that include the most frequent questions and answers on the
CAP, previously identified in the seminars conducted in the project.

Through this project farmers achieved required standards and acquired
experience in the practice of the European model of agriculture, while
having opportunities for contacts between farmers and acquiring
new knowledge about the used technologies, modern machinery and
equipment, farm management, etc. The fact of working mainly with
professional associations guarantees the multiplier effect of information.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ADVANCED TECHNIQUES TO PROVIDE EFFICIENT SERVICES
TO CITIZENS IN CONDITIONS OF MAXIMUM SECURITY

Submitted by Cluj County Directorate for Persons Records

Contact details of lead applicant

Organisation Cluj County Directorate for

Persons Records

Address Aviator-Badescu Str. 7-9
Cluj-Napoca, Cluj County

Country Romania

Contact Person Police Chief-Commissioner
Viorel Sirca

Function Executive Director

Email djepcluj@mail.rdscj.ro

Administrative level of lead applicant
Local

Size of organisation
25-50

Number of people involved in the project
>15

Type of sector
Public administration, modernisation, institutional
affairs, reform

Key words of project

Modernisation, Phare funds, pilot project, new
informational technology, advanced techniques,
efficient services, citizens, virtual private network,
identity document, civil status, person records,
county database, mobile station
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Case description

For years, there have been attempts to reduce the number of people who
do not have a valid identity card, but this work has been hampered by
the lack of a proper infrastructure and by the impossibility of movement
in some areas of Cluj County. As a consequence of the analysis of the
current situation regarding personal records within Cluj County, a series
of problems have been identified: Lack of concrete data of the people
in the territory required by the database of population recordkeeping;
An increased number of people without identity documents; The existence
of a large number of citizens within Roma communities who do not
have identity documents or civil status certificates; A large number of
unregistered Roma citizens, especially children. Before the application
of the Virtual Private Network (VPN) it was necessary for every Head of
the local community public service for person records to go to the Cluj
County Office for Person Records and Database Management and bring,
on electronic devices, the documents required to complete identity card
applications, returning after a few days to get the identity cards and hand
them to the applicants. This work of issuing identity documents was time-
consuming and required many resources, both human and financial.

The Cluj County Directorate for Person Records in collaboration with Cluj
County Office for Person Records and Database Management decided to
create a Virtual Private Network (VPN) to facilitate the connection between
the existing local community public services for person records in Cluj
County since 2006, including also the possibility of extension to other local
community public services. Since March 2007, the Virtual Private Network
(VPN) runs in good condition, with Cluj County being chosen for the online
testing of the pilot project of updating the National and Local Register of
Person Records. The RJEP.EXE application reduced the time required
to issue identity documents, achieved a real-time updating of the central
database of person records and led to efficient and qualitative services
towards citizens. In the future, as the VPN will also be implemented in
other counties, this project will be expanded nationwide.

The development of the pilot project of modernising the National
Information System of Population Records (SNIEP), through the
Virtual Private Network (VPN) and through the new infrastructure for
communication between Cluj County Directorate for Person Records
and the local community public services for person records in the county,
gave this institution the possibility to issue, since 14 January 2010,
identity cards for the residents of the county, according to the law. Another
fundamental target was also testing and analysing the performance
of the new computing applications, aiming at the same time at solving
some special cases as well as at supporting non-transportable citizens
or those interned in social care institutions or who live far away from the
premises of the local community public services. The main objective of
the proposed actions carried out by workers of Cluj County Directorate
for Person Records is to reduce the number of people possessing
unavailable documents; identify citizens without civil status certificates or
identity documents; and support people of this social category to obtain
such documents. Another objective of this action aims at the legality of
Roma communities from the same point of view. In order to achieve even
better results, the Directorate keeps in touch with all stakeholders dealing
with Roma citizens.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE l]

DIFAIN CSA — INITIAL DECREASE OF THE CURRENT PHENOMENA
ENCOUNTERED IN SUPERVISING CHILDREN LEFT HOME ALONE

Submitted by lasi Municipality — Primaria Municipiului lasi

Contact details of lead applicant

Organisation lasi Municipality

Address Stefan cel Mare si
Sfant Boulevard 11, lasi
Country Romania

Web address www.singuriacasa.ro

Contact Person Sisiiac Oana
Function Communication Adviser
Email oana.sisiiac@primaria-iasi.ro

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
>15

Type of sector
Education (higher and lower), training and learning

Key words of project

Children left home alone, development issues, poor
academic performance, school drop, community
development, diversification of social services,
community centre for kids, social and educational
assistance.

Case description

Situated close to the Eastern border of Romania, lasi has become, after
Romania’s accession to the EU, the main development pole of the Eastern
part of the European Union. The Republic of Moldavia and Romania are
part of the countries of South-Eastern Europe that have a wide range of
differences in terms of low levels compared to Western standards. Border
cooperation and partnership are complex tools, which are absolutely
necessary to harmonise the communication mechanisms and to promote
regional development. The project falls within the contemporary priorities
targeting the common problems of the two border regions: increased
absorption of severe social exclusion, and liquidation of extremely serious
social problems with devastating moral impact. Both Romania and the
Republic of Moldavia are facing serious problems regarding children left
home alone who do not benefit from social programmes.

Legal or illegal emigration from Romania and Moldova is accompanied by
problems and disorders, and children abandoned by parents that leave
temporarily to work abroad, represent a dilemma. The situation of 80,000
children (according to data of the National Authority for Child Protection)
or 170,000 according to the estimates of a recent research (Soros
Foundation Romania) is troubling, considering the effects that the lack
of a parent or both has: low school performance, truancy, dropping out of
school, deviant behaviour or the risk of being abused. In areas affected
by massive migration, the school dropout rate is significantly higher in
families where at least one parent works outside the country. Education
is not highly valued and high social status is obtained by accumulating
more material values. An imposing house or possession of performance
cars translate into a model for migrant children. These children feel
abandoned and isolated, become irritable and are convinced that a great
injustice has been done. The lack of parental affection may have long-
term consequences and can influence a child’s normal development, both
physical and psychical.

The project is a response to the problems of children whose parents are
working outside the country, by improving conditions and psychological
effects of this phenomenon seen both in lasi and Chisinau. Its specific
objectives are community development and diversification of social services
on both sides: Romania and Republic of Moldavia; to set up an internet
centre and a library; to reduce emotional, intellectual, communication
and behaviour problems of the children; and to improve school results.
The expected results are: improvement of the psychological, emotional,
communication of children, finding creative solutions to the problems
faced; easier integration in social and school community; the development
of the communication skills and communication on the internet — the ability
to see their parents online; intervention in crisis situations. The teachers
will develop their consultancy skills for children and parents, will recognise
more easily children with emotional deficiencies and will become more
receptive to and tolerant with this group of children. Another result with
a trans-frontier impact will be a portal for kids and for specialists, which
includes educational components (interactive games, encyclopaedias,
skill tests, multimedia applications) and a forum for communication,
interaction and advice.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ONE DESK OFFICE THROUGH THE IMPLEMENTATION OF AN
INTEGRATED INFORMATICS SYSTEM AT THE LEVEL OF CARACAL

CITY HALL
Submitted by Caracal City Hall

Contact details of lead applicant

Organisation Caracal City Hall

Address Piata Victoriei Str. 10, Caracal
235200 Olt County
Country Romania

Contact Person Sorina Varia
Function Inspector Caracal City Hall
Email varia.sorina@yahoo.co.uk

Administrative level of lead applicant
Local

Size of organisation
>100

Number of people involved in the project
1-5

Type of sector
Public administration, modernisation, institutional

affairs, reform

Key words of project
One desk office, eAdministration
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Case description

The objective of this project is to set up a ‘One Desk Office’ through
the implementation of an Integrated Informatics system to manage in
a unique manner all categories of data and information available within
Caracal City Hall (PMC), to address all requests sent by any of the
departments, services or directions, and to provide correct, complete
and timely information to citizens.

The introduction of the ‘One Desk Office’ system will contribute, on
one hand, to improving transparency and efficiency in the relationship
between local government and the citizen, and on the other hand, it will
provide quick access to all administrative information in a short period
of time. The idea is to relieve citizens of the effort they have to make
in order to obtain the documents that support the resolution of their
claims. In the ‘One Desk Office’, citizens will be welcomed, receive the
requested information and be informed about the procedures.

The general objective of the project is to contribute to the realisation
of local public administration reform priorities connected to the public
services decentralisation and relaxation through stepping up the
administrative capacity of Caracal City Hall and optimising material
and human resources within the City Hall, thus to be harmonised with
EU standards and values of transparency, predictability, responsibility,
adaptability and efficiency promoted by it. The specific objectives of
the project are: increasing institutional capacity of Caracal City Hall
in fulfilling its specific attributions, in the context of public services
decentralisation and necessity to harmonise with EU standards,
through the extension of a modern information management system
at all levels of the City Hall and for all its administrative procedures;
improving services quality and accessibility through the development
of local public administration capacities; modernising instruments and
mechanisms to improve public services management; and developing
communication and information systems for citizens.

The accomplishment of 'One Desk Office’ through the implementation
of an integrated informatics system will contribute to the development
of local government by introducing new tools, procedures and
mechanisms that will lead to good management of public services.
The concept of 'One Desk Office’ places people (users) in the centre of
local government, so that the quality of services and user satisfaction
become the main concern. The key to success lies in providing quality
service to the citizen.



SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

ACT — ACT FOR COMPETENCE IN TRAINING

Submitted by EIR — European Institute of Romania

Contact details of lead applicant

Organisation EIR
Address Elisabeta Blvd 7-9
Country Romania

Contact Person Gabriela Dragan
Function General Director
Email gabriela.dragan@ier.ro

Administrative level of lead applicant
National

Size of organisation
25-50

Number of people involved in the project

6-10

Type of sector

Education (higher and lower), training and learning

Key words of project

Methods to develop training activity with scarce

resources

Case description

Act for Competence in Training (ACT) is an initiative of the European
Institute of Romania to develop training services and enlarge revenues
in order to improve professionalism in training and sustainability.The
purpose of the project is to raise visibility of the EIR in the training area
on EU affairs and other subjects related to training. The project included,
among others, organisation of the training programmes based on yearly
planning and needs assessment of the public administration; developing
partnerships with the European Studies Centre from Strasbourg, the
French Embassy in Romania, the French Institute of Bucharest and EIPA;
developing the partnership with the Association for Professional Training of
the Adults to organise certified training programmes; campaign of trainers’
recruitment; applying for certification of two new training programmes to
be included in the EIR curricula. The resources allocated to the project
were the internal resources of the departments involved in the project
(Translation Department and Training Unit), whose personnel worked on
the project as part of the job at the institute. There were no funds allocated
for this project, the project was seen as a solution to the scarce budget
and to the reduced allocations from the public sources. The change of
the vision in EIR started with the change of the statute which made it
possible to have other sources of funding independent from the public
budget. This meant that EIR could charge for training, for books published
and to sell its studies. It also meant a change in paradigm from a passive
institution to a proactive one, capable of predicting the market trends and
able to respond to market needs. This entailed the delivery of training
sessions appealing also to target groups other than public bodies, to have
interesting study themes and to cooperate with institutions that would pay
for the translation service.

ACT has been viewed as a project that would increase the visibility of
the European Institute of Romania to private bodies and civil society
and attract these institutions as clients. ACT is a method to decrease the
dependency level on the public funds and diversify activities and projects.
The development of alternative training programmes with various granting
sources is a committed activity of EIR in order to pass over the crisis
period and improve the training offer to its beneficiaries. In quantitative
terms, the implementation of ACT made it possible to increase the main
indicators of quality in terms of measuring the performance of training
activities — number of days of training, number of sessions, and number
of participants. Although increasing, the share of self-generated revenue
versus the budgetary allocation is still in favour of state resources.
In 2010, during ACT implementation, the self-generated revenues were
20% of the total budget and 86% of the funds came from training activities.

The aim for EIR in the following years is to change that share and have
the self-financed activities be the major component of its budget, thus
creating as little a need as possible for state financial support, without
losing its focus of delivering quality services related to European Affairs
to the Romanian public administration. EIR is also focused on opening up
new avenues for collaboration and involvement with as many institutions
as possible — universities, similar research institutes in Romania and in
other countries, private sector partnerships or civil society engagements.
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SMART PUBLIC SERVICE DELIVERY IN A COLD ECONOMIC CLIMATE

KEP — KNOWLEDGE-BASED ECONOMY PROJECT

Submitted by Ministry of Communications and Information Society, The Project Management Unit

Contact details of lead applicant
Organisation Ministry of Communications and
Information Society, The Project
Management Unit

Address Libertatii Blvd. 14, Sector 5
050706, Bucharest
Country Romania

Web address www.ecomunitate.ro

WWW.MCSi.ro

Contact Person Diana Voicu
Function Director
Email diana.voicu@mcsi.ro

Administrative level of lead applicant
National

Size of organisation
>100

Number of people involved in the project
11-15

Type of sector
Information society, technology, media and
audiovisual

Key words of project

Knowledge-based Economy Project (KEP), Local
Communities eNetworks (LCeNs), Public Point of
Access to Information (PPAI), digital access, digital
literacy, eCommunity, eGovernment, information
society, innovation, knowledge disadvantaged
communities

&
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Case description

The ‘Knowledge-Based Economy Project’ (KEP) is a strategic pioneering
project for the knowledge society in Romania, developed and carried
out by the Ministry of Communications and Information Society (MCIS).
The project is financially supported by a loan worth $60 million from
the World Bank, with a participation of the Government of Romania of
$9.4 million. Since its beginnings in 2006, the project aimed to support
a better use of knowledge by reducing the digital information gap that
exists in villages and small towns in Romania.

By its primary objective — ensuring social development by supporting
digital access to information for creating knowledge capital with the help
of ICT, the KEP selected 255 Romanian communities with a population
less than 30,000 inhabitants. Targeting 1.8 million inhabitants and
approximately 20% of rural Romanian population with low and very
low access to knowledge and ICT skills, KEP is determined to sustain
the digital revolution in the current rapidly changing social, economic
and environmental context and become a part of the strategy of the
European Digital Agenda 2020 by implementing knowledge, competitive
local development and digital inclusion. The primary step was reducing
the digital divide between urban and rural society by developing
a Communication Infrastructure. KEP financed the establishment
of 255 Local Communities eNetworks (LCeNs) in order to provide
support for the social and economic development of the community,
the implementation of the ICT tools for digital literacy, introducing ICT
in the process of education in schools, promoting and providing local
eGovernment services, stimulating entrepreneurial initiatives and local
businesses.

The KEP is an alliance between the strength of the knowledge-based
economy vision and the results already achieved by this project, which
put Romania on the list of best practices in Europe. To this end, KEP
formed a strong coalition within each of the 255 communities who
benefit from the Project, between four important nodes: school, li