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2 E-Government Development Index - E~Participation Index
E-Government . : Top 20 Countries Top 20 Countries
sesalin, : Country Index Country Index

Republic of Korea 0.9283 Netherlands 1.0000

Netherlands 0.9125 Republic of Korea 1.0000

UK and Northern Ireland 0.8960 Kazakhstan 0.8474

Denmark 0.8888 Singapore 0.8474

United States 0.8687 UK and Northern Ireland 0.9211

France 0.8635 United States 0.8211

Sweden 0.8589 Israel 0.8847

Norway 0.8583 Australia 0.7632

Finland 0.8505 Estonia 0.7632

Singapore 0.8474 Germany 0.7632

Canada 0.8430 Colombia 0.7368

Australia 0.83%0 Finland 0.7368

New Zealand 0.8381 Japan 0.7368

Liechtenstein 0.8264 United Arab Emirates 0.7368

— — Switzerland 0.8134 Egypt 0.6842
"UN E-Government Survey Israel 0.8100 Canada 0.6842
in the News Germany 0.8079 Norway 0.6842
Japan 0.8018 Sweden 0.6842

Luxembourg 0.8014 Chile 0.6579

Estonia 0.7987 Russian Federation 0.6579

Please click here to view the full list

E-Government for the People

The United Nations E-Government Survey 2012: E-Government for the People was completed in
December 2011 and launched in February 2012. The 2012 edition of the survey was prepared in a context
of multiple challenges of an open, responsive and collaborative government for the people. The report
examines the institutional framework for e-government and finds that the presence of a national
coordinating authority can help overcome internal barriers and focus minds on integrated responses to
citizen concerns — an important lesson for sustainable development actors. The Survey also argues that
e-government orovides administrators with nowerful tools for aranplina with oroblems of social eauitv and



Electronic Government

« Aimed at Efficiency and Cost Reduction

. Building the Digital Highway:
« Access: Contact Centre, My Page, Web Guidelines
. ldentification: elD, Citizen Service Number

« Common Registers: Persons, Houses, Cars, etc.

« Exchange: Secure Networks, Interoperability Framework
« Supply Oriented and Focussed on Service Delivery
« Citizen as a Passive Consumer



Collaborative Governance

Aimed at Quality and Participation

Using the Virtual Infrastructure:

« Mobile Technology
« Open Data

o Cloud Computing
. Social Media

Shift to Demand Orientation and Interaction
Citizen as an Active Co-Producer



An Inconvenient eTruth

Each Public Organization does its Utmost
However, Insufficient Take Up
Reason: Reinventing the Wheel

_ack of Standardization and Cooperation

How to Think & Act from the Citizen's Perspective?

Citizen Awareness Requires Paradigm Shift



“Burgerlink” Engagement Model

« Merging Public Sector Reform & Civil Society
Innovation

« New Rules of Engagement
« ‘Burgerlink” 3-step Engagement Model:

« Define Quality Requirements
« Measure Citizen Satisfaction
« Facilitate Citizen Participation

ELST




1. Quality Requirements

10 Quality Requirements for Public Performance
Stating Rights of Citizens & Obligations of Government
Covering Information, Transaction, Participation

Not Mandatory, but Adopted as a Standard

Basis for Measurement of Citizen Satisfaction
Incentive for Business Process Redesign

Translated in 23 languages
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Choice of Channel
Transparency Public Sector
Overview of Rights and Duties
Personalised information
Convenient Services
Comprehensive Procedures
Trust & Reliability

Considerate Administration
Accountability & Benchmarking

Involvement & Empowerment

Good Practice Label 2007

epractice.cu

e-Citizen Charter

Europeanyemocracy Award



Citizenlink

e-Citizen Charter

BurgerServiceCode
XapTMﬂ SNIEKTPOHHOIO rpaxgaaHunHa

1.

Bbi6op kaHana - Kak rpaxxgaHuH, 8 Mory cam BblbupaTh, Kakum 06pa3om ocyLLeCTBNATb
B3auMOeNCTBME C NpaBUTENbLCTBOM. [1paBuTenscTBO obecneunsaeT MHOroKaHasbHbIN
AO0CTYyN K ycriyram, T.e. JOCTYMHOCTb BCEX KaHANoB KOMMYHUKaLUN: LUEHTP 0OCNy>XMBaHUSA,
noyra, TenedoH, anekTpoHHas noyta, HTepHeT.

lNMpospavyHOCTb rocyfgapCcTBeHHOro cekTopa - Kak rpaxxgaHuH, 8 3Hato, Kyga obpalyaTtbes
AN nonyyeHus ocuymnansHon MHopMaLum 1 rocyaapcTBeHHbIX yenyr. [NpaButensLcTeo
rapaHTUpyeT npegocTaBneHne ycnyr rno npuHUMny 0gHOro okHa n eNCcTByeT Kak equHoe
Leroe, B KOTOPOM HET «HernpaBUrbHbIX ABEPEN».

O630p npaB 1 065A3aHHOCTEN - Kak rpaxkaaHuH, s 3Hato, Ha NonyyYeHne Kakux yeryr s
MMeEIo NpaBo U Ha Kakux ycrosusx. [1paButenbcTBo obecneynsaeT Npo3pavyHoOCTb MOUX
npas 1 06a3aHHOCTEN.

lNMepcoHanusupoBaHHaa nHgopMauua - Kak rpaxxgaHuH, 8 UMero nNpaBo Ha nonyyeHue
MOJTHOW, aKTyarnbHOW N HENPOTMBOPEYMBON MHopMaumn. [paBUTenLCTBO NpegocTaBnseT
MHe nHopMauuio B hopme, aganTUpoBaHHOW K MOUM HYXXOaM.

YOoOHble ycnyru - Kak rpakaaHuH, S Mory npeocTaBUTb CBOM NIMYHbIE AaHHbIE OOUH pa3
N OXnaaTb akTUBHOWN 3aUHTEPECOBaAHHOCTU rocyaapcTBa Npu NpegocTaBneHU MHe YCIyr.

MpaBUTENBLCTBO ACHO AAET MOHSATb, KAaKUe UMEHHO AaHHble 060 MHEe XpaHATCS B apXuBe, U

He UCcnonb3yeT AaHHble 6e3 Moero cornacus.




10.

MoHATHBbIE npoueaypbl - Kak rpaxkaaHvH, st erko Mory y3HaTtb, kak paboTtaeTt
NPaBUTENLCTBO, U CNEANUTb 3a Ero AeATENbHOCTLIO. [TpaBUTENBCTBO MHPOPMUPYET MEHS O
npoueaypax, KoTopble MeHS 3aTparMBaloT, MOCPEACTBOM UHAUBUAYANbHOIO MOHUTOPUHTA.

[NoBepue n HageXHOCTb - Kak rpa)xgaHuH, s npeanonarato, YTo NpaBUTENBCTBO
KOMMETEHTHO B 00MacTu SNEKTPOHHbIX TEXHONOIMI. [paBUTENBCTBO rapaHTUpyeT
©e3onacTHOCTb yrpaBreHus UAEHTUMUKALMOHHBIMU AAaHHBIMU U HAZEXHOCTb NMpU
XpaHEeHUM 3NEKTPOHHbIX JJOKYMEHTOB.

BHuMaTenbHaa aaMUHUCTpaUmS - Kak rpaxkgaHuH, 8 Mory npeanaraTte UAEU no
COBEPLLUEHCTBOBaHMUIO U NoAaBaTh Xanobbl. [1paBUTENLCTBO KOMMNEHCUPYET NocneacTBUS
OLLUMOOK 1 UCMONb3yeT OT3bIBbl MPaXXaaH A1 COBEpPLUEHCTBOBAHUA NPOAYKTOB U NpoLeayp.

NMoooT4yeTHOCTb U KOHTPOIJIb - Kak rpaxXgaHwH, 4 MOry cpaBHUBaTb, NPOBEPATb U
N3MEPATb pe3yrbTaTbl AEATEJIbBHOCTU MNMpPaBUTESIbCTBA. npaBMTeﬂbCTBO aKTUBHO
npenocTtaBiide€T CpaBHUTESIbHbIE AaHHbIE O cBoOeMu OEATEIIbHOCTU.

BoBne4yeHue n HageneHne NOMMHOMOYUAMM - Kak rpakaaHuH, S NpUrnaLleH K y4acTuio B
NPUHATUN PELLEHUIA N B NPOABWKEHUN CBOUX UHTEPECOB. [1paBUTEeNbLCTBO HAAENSAET MEHS
nonHoMounsiMu 1 obecneumBaeT JOCTYN K He0b6XxoaMMOor UHpOPMaLMK U UHCTPYMEHTaM.



2. Citizen Satisfaction

Evaluation by Citizens how 55 Life Events are being served
Actual Experience in Real Contacts

e-Citizen Charter as Criterion for Evaluation

Discovers Delivery Chain Deficiencies

Lack of Communication and Coordination

Prority Matrix helps to select Solutions

Customer Journey Mapping to Implement



Priority Matrix Citizen Satisfaction
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3. Citizen Participation

Involve Citizens in Improving Service Delivery, Civil
Society & Public Policy

Shift from One-sided (e)Participation
Use Social Media: Linkedln, Facebook, Twitter, ....
Create Platform & Accomodate Interaction

Combine Representative & Participative Democracy






Citizenvision 2.0

New Rules of Engagement:

Channel: Website no longer default Channel, substituted by Platforms for
permanent Interaction

Information: Apart from Providing Information, Public Sector Data will be
Released for New Usage

Transaction: Apart from Delivering Standard Services, Third Parties will
Provide Solutions

Participation: One way Initiatives under Conditions set by Government will
be supplemented by Interaction initiated by Civil Society

Collaboration: Cross Border Cooperaton & Sharing Information becomes
easier via Social Media & Cloud Computing



Collaborative Governance

Creating a Collaborative Governance Model for:

« Reforming Public Sector: Integrating Participative
Democracy in Service Delivery & Policy Development

« Solving Debt Crisis: Rallying Support for Innovative
Change & Austerity Measures

« Fighting Against Corruption: Supporting Transparency
& Enhancing Social Accountability



Links

""“I!; www.pblg.nl

www.citizenvision.nl
www.mattpoelmans.nl/blog/burgerservicecode

www.twitter.com/burgermatt



