











“Citizens must come first in the next wave of
e-government services in the EU."

Commissioner Viviane Reding,

European Commission Commissioner on the Information Society



" Each year, we must improve
public services with no additional
resources. So, each year the gap
between our budget and the
resources we need to provide
public services grows. The only
way we can close the gap is to
work more productively.”

Sue Beauchamp
Director of Finance and

Information Systems, Royal Borough
of Kensington and Chelsea

Business Challenges

Managing the Twin Challenges of Service Delivery on
a Budget whilst Stimulating Economic Development

Today's customers expect
information and service on
demand. By investing in a modern
approach to customer service,
local councils can deliver what
customers want and make
efficiency savings at the same
time. The challenge is in
determining priorities for service
development to get the maximum
benefits in customer service and
efficiency terms.

Pressure on budgets across many functions of
government has been immense over recent
years and particularly within local government.
The resulting drive to improve and extend
customer service and choice requires a new
way of thinking and the concept of “"doing
more with less” is not alien or new to local
government, but is a way of life.

The largest percentage of interaction between
government and business and citizens, occurs
at the local level. On a daily basis, and in daily
business processes, local governments deal
with business registrations and permits; new
building applications; building inspections;
health inspections of local cafes and beauty
salons; building and repairing roads in the local
area; and community workers delivering
services to the elderly, job seekers and families.
The local government therefore has

a very close and detailed knowledge of
business, community, residential, economic and
demographic dynamics within its area.

In many ways, local government is
synonymous with service delivery.

Service delivery - from departmental
stovepipes to citizen centric

Delivering services focused around the needs
of those receiving them should be automatic,
although often the reality can be very different.
Councils can be described as a conglomerate

of small businesses, all serving customers in the
same locality but with different remits,
processes, cultures and even IT systems.

Transforming and integrating the
back office

Positively changing the culture of local
government to support this changing landscape
is a vital step in delivering improvements that
can reach from the front to the back office of
local councils. IT as a service itself is well suited
to dealing with and understanding the benefits
of change. However, making back office
change holistic and delivering benefits directly
to the citizen is the challenge facing many
councils today.

E-Democracy and inclusion

E-Democracy and the broader digital inclusion
campaigns offer increasingly interesting ways
for technology to support new ways of engaging
and maintaining relationships with the
community at large. Constituent participation
in local politics and building closer ties between
citizens and the local community is central to
many councils plans to increase civic pride,
encourage urban and rural renewal and reduce
crime and anti-social behaviour.

Joint working and information sharing

The ability to collaborate and share
information between government agencies,
community and voluntary bodies, as well as
the private sector, is becoming increasingly
important in delivering end-to-end services.
Information sharing and collaboration is critical
for providing these services across the
traditional boundaries of government bodies.
IT can facilitate these new ways of working, by
providing the tools to collaborate, share and
review information across disparate systems.

Performance management and
statutory obligations

Councils in many countries are becoming
increasingly burdened by the statutory
obligations being laid down by regional and
national government. The requirement is often



on the Local council (as the primary interface
with citizens) to deliver these obligations and
laws. These obligations tend to be expensive to
implement, maintain and report on, and hence,
managing costs in such an environment is a
challenge for many councils.

Staff productivity

One of the key areas where savings can be
realised directly is by increasing staff productivity.
This can be done both by improvements to
existing IT systems as well as to the business
processes themselves. As councils are required
to deliver more effective front line services to
citizens the common maxim of "doing more
with less” has never been more true and this
especially applies to mobile staff when
supported with the right technology.

Economic infrastructure

Creating a vibrant level economy is normally
a high priority for councils, through effective
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business friendly policies and services, as well
as infrastructure support such as transport and
waste management. Again technology can
assist in achieving these goals through
technologies such as Radio Frequency
Identification (RFID), provision of broadband
and WiFi access.

Revenue collection

Every council has a number of revenue streams
which it collects from both citizens and
businesses. These may range from the council
and business taxes through to entrance fees
charged to access local amenities such as
leisure centres. Typically each of these systems
is isolated from the others and the council’s
challenge today is to integrate these
seamlessly. Additionally, IT has the potential to
drastically reduce lost income due to poor
administration and even fraud.
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"By joining information systems,
councils can realise the benefits
of joint working, which will result
in major benefits to citizens from
the services that they supply.
Connecting the information,
software and the technology
is vital."

Bob Griffith
International Secretary, SOCITM UK



The Connected Government
Framework is about enabling
governments to connect
seamlessly across functions,
agencies, and jurisdictions to
deliver effective and efficient
services to citizens and business.

Putting It Into Practise

The Connected Government Framework for

Local and Regional Government

As governments at all levels aspire to the single
view of the customer, so do citizens and business
demand a single view of government. Efficient
service delivery at the local level increasingly
requires deeper connections with government
agencies and functions at local and national
levels - cross-jurisdictional service delivery,
whether this involves a community case worker,
a local tourism business, or first responders in
an emergency situation, requires agencies to
be able to connect to deliver efficient, seamless,
citizen focused services.

However, government systems have typically
been purchased on a solution-by-solution basis,
driven by a need to acquire the best solution
for one very specific purpose. The result of this
approach is the creation of a wide range of
separate information and data islands spread
across government - with no easy way of
unlocking the valuable information assets they
collectively contain so as to support more
useful and productive processes.

Interoperability by design

An increasingly preferred model followed by
government to enhance service enablement is to
consider a software oriented architecture (SOA).
Embracing SOA helps promote a well-structured
approach favouring interoperability of data and
systems to help open up these data and
information silos and enable information to be
exchanged more easily and usefully between
systems. Business applications can then take
advantage of that integrated information to
provide greater insight, better control and
improved operational efficiency in information
handling which in turn enables better-informed
and more timely decisions as well as related
cost savings.

Some of the underlying drivers for implementation
of interoperability programs in government
include the desire to deliver on policies such as:

- citizen centric services: ensuring the provision
of public services and information in ways
that make sense to citizens

- operational efficiency: enabling government to
streamline business and technology processes
and work more effectively as a collective
organisation rather than a set of separate silos

+ delivering a return on investment: interoperability
between new environments and existing
systems enables any move to new platforms
to be gradual, efficient and evolutionary.

Microsoft Connected Government Framework

The Microsoft Connected Government
Framework for local and regional government
provides local governments with the standards,
tools, and ‘how to’ to enable their IT environment
to evolve to support a vision of true seamless
service delivery. This framework provides local
governments with a roadmap to scale as their
needs evolve over time, and is supported by best
practice examples on measuring and realising
the benefits of connected government.

The Microsoft Connected Government
Framework describes the many challenges
involved in achieving successful interoperability
programs - and offers the tools, technologies
and standards that help make this possible. It
also describes a core model for interoperability,
expressed across six distinct pillars:

« Infrastructure and Networking
+ Data Access

« Service and Component

« Service and Process Integration

« Security and Identity

Common infrastructure

Providing a common infrastructure shared
by multiple e-government services produces
a series of benefits for both constituency
and government:



Constituency (citizen,
organisation, intermediary)

The benefits for the “clients” of e-government
services include:

single online identity sign-on giving access to
multiple government services

enable online transactions in a consistent,
reliable fashion reducing cost and
processing time

hidden complexity and multiplicity of back-end
systems interactions at the point of delivery,
presented as a single online interaction

simplified processes for interacting with
government across silos, including the
potential for “joined-up” services

faster access to services

secure two-way communication between
clients and government services

an always-available 24x7 service presented
to customers.

Government

For governments, the common

e-government infrastructure:

* provides a common user identity management
model for all government services

distribute common costs across government
agencies rather then repeating expenditure
multiple times by duplication of identical
pieces of core infrastructure for each

online service

enables innovative, joined-up services

provides a single, consistent access path for
government services

accelerates the delivery of e-government
services by providing reusable common
components needed for online service delivery

scales to meet the growing demand

« drives the take-up of e-government services.

Overall benefits

The overall benefits from the common
e-government infrastructure include:

- accelerated time-to-market for new services

common, consistent building blocks such as
user ID management, authentication, and
authorisation across all government services

improved user experience - one sign-on for
all government services regardless of who
provides them, and interaction across the
whole of government rather than separately
with each of its silos

improved developer experience - provides a

consistent set of interfaces and specifications
to adhere to, regardless of which departments’
services their application routinely interacts

limited resource requirement, rather
than duplication of common components
and infrastructure

a standards-based, interoperable solution —
which can integrate easily with systems
running on a wide variety of platforms.

With the technology of the Internet, mobile
communications, and powerful yet affordable
computers becoming commonplace, government
at all levels have an unprecedented opportunity
to improve the way many public services are
delivered. Microsoft technologies are designed
to help government move towards a series of
easily available, interconnected, reliable and
efficient services. The Microsoft Connected
Government Framework (CGF) is a proven
model on which such solutions can be built.

Government constantly adapts and
refines the range of functions and
services it provides - and

the amount of interaction with
customers that is required - to
match the ever more complex
society in which we live.

The Connected Government Framework

Portals



The Connected Government
Framework for Local Government
ensures that IT does not continue to
support ‘'stovepipe’ developments
but enables the provision of key,
common services that will support
the whole council’s needs. The
function and services diagram
depicts depicts these service layers
and how they integrate across all
local government service areas to
form a connected, secure and
flexible infrastructure based on
Microsoft software.

Real World Examples

Specific Customer Experiences

A rich citizen connection

With the realisation that all the citizen contact
points have to be integrated and consistent,
comes a pressing need to deliver integrated
channel and customer relationship management
strategies. While the Internet is a very efficient
means of transacting some processes, it does
not operate in isolation from more traditional
face-to-face and telephone contact channels.
The Microsoft Digital Cities Platform allows
councils to offer their citizens, companies and
civil servants a collection of informational and
transactional services that can integrate around
the citizen's world.

County of Girona, Spain

Business issue

The county of Girona, Spain, identified that it
needed to make improvements in productivity
within and between councils in the region. This
meant focusing on staff productivity, lowering
costs and bringing service delivery closer to
citizens and businesses.

Solution

The project provides a platform where 221
councils will have citizen, civil servant and
business portals that will allow them to interact
and integrate with each other to support
improved services for citizens and businesses.

A secure managed infrastructure

Providing a secure infrastructure might seem
an obvious thing to have in place but the more
common experience is that many local councils
have a legacy of different, often incompatible,
networks and systems. This makes it difficult
and costly to; manage and secure data, provide
single uniform logon for users, offer secure
transparent access to citizens, and ensure that
management and operational costs are kept
under control.

Kalamar, Sweden

Business issue

Traditionally Kalmar local authority has had a
highly decentralised decision-making process.
The individual departments and companies have
always had a significant influence. The result has
been that the IT environment which evolved
within the local authority was very diverse, both
from a hardware and a software perspective, and
was therefore difficult to coordinate and manage.
The authority was looking to migrate its central
administrative system to a single, secure platform.

Solution

The authority chose Microsoft® Windows® XP and
the standardised platform Microsoft Kommun
design, MSKD. This enabled the provision of a
standard, highly secure and flexible platform to
support their business transformation plans.

Enabling business integration

Many of the critical elements in using new
technology to improve customer service and
motivating staff are found not just at the point
of service but also nearly always include the
back-office processing. It is therefore important
to be able to integrate legacy systems into the
new customer focused service processes.

City of Siegburg, Germany

Business issue

The city had a multitude of back-office systems
and applications that needed to connect to the
front office to enable e-government and fully
automate workflows to improve service
delivery to citizens.

Solution

The e-government Starter Kit (eGSK) has been
developed jointly by Microsoft and its partners
specifically for public administrations that need
to implement electronic inter-departmental
services to improve the efficiency of workflows.



Improving case worker productivity

Many local administrative functions are
associated with the town hall, but in reality
much of the council's work is actually
completed within the community with case
workers such as social workers, planners or
housing inspectors handling casework.
Traditionally these roles have been centered on
the office where cases are initiated, followed
by visits to clients and finally documentation
being completed back in the office. However,
operating in this way is extremely inefficient
and there are many opportunities for IT to
provide a direct benefit in terms of mobile and
broadband technology.

Municipalities in Denmark

Business issue

By 2007, the Danish municipalities of Sonderso,
Bogense and Otterup, will be joined as one
municipality. The three municipalities needed
to find a case and document management
system for all their common business processes.
This included support for consistent work
procedures, a distributed work environment
and integration with an Internet portal to be
able to easily publish information to citizens.

Solution

The municipalities jointly decided that GoPro.net,
the case and document management system
for the Microsoft .NET platform, was the only
one that met all their demands. This solution
allowed them to meet their future IT
infrastructure requirements which would be
created by the structural reforms needed when
the Danish municipalities merged.

Integrating performance management

Pulling together key performance information
is essential to maintaining control of budgets,
staff resources, organisational performance as
well as project planning and reporting. This
core competency of the CEO office is the basis
for the local government’s external reporting
and stakeholder responsibility. The Microsoft
Balanced Scorecard Platform is a set of
resources and technology which can be used
to create highly effective performance
management and KPI reporting systems.

Molde Kommune, Norway

Molde Kummune in Norway have benefited
from the use of the Balanced Scorecard Platform,
to improve its management of key processes and
provide early visibility of management actions
required. This allows the processes to be more
tightly controlled thus saving costs and effort.

I CEO (Head Civil Servant)

| Council Executive Committees (Departmental Heads)

) Elected Officers (Elections, Committee Minutes, Applications, Approvals, Regulation & Policy)

Public Transport & Fleet Management
Environmental Health & Protection

I Economic Development &Tourism
I Town &City Development & Planning

I Airports & Ports

I Culture, Museums & Libraries
I Local Roads

I Countryside & Parks

I Sports,Leisure & Recreation

I Local Policing (Regional & Community)

Welfare Services (Social Care & Housing)

Vocational Training (Reskilling)

Education (Schools & Colleges)

I Local Taxation, Permits & Licenses

Main Office - (e.g. Town Hall or Marie) Shared Public Services e.g. Complaints & Enquiries

I Emergency Services (Fire & Mountain)

I Public Health

The range of local and regional government activities
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We recognise that software and a
software company has to live
within an ecosystem, one that
delivers the value and creates
benefits for the customer. This is
why we depend upon some
200,000 business partners and
37,000 independent software
vendors (ISVs) in Europe, Middle
East and Africa (EMEA) to reach
our customers. We also serve
some 82,000 software developers
who are registered with our
Microsoft Developer Network in
the region, and participate in
industry forums such as the World
Economic Forum’s Global Digital
Divide Initiative Taskforce (GDDI).

Microsoft also takes part in a
number of initiatives to widen
access to IT through a number
of programmes relevant to local
government agencies.

Citizenship

Building Community

eris@ Membership

Microsoft is a member of the European
Regional Information Society Association
(eris@) and contributes towards issues such as
IT skills, capacity building and the impact of IT
decision makers, all of which is on remote
communities and the digital divide. President
of eris@, Herve Le Guyader comments "Microsoft
plays a critical role in helping our organisation
to network both the public and private sector
together for the good of regional communities.”

European Union Grants
Advisor programme

Despite the EU providing a significant funding
pool to support SMEs, surveys show that
awareness and take-up of the EU funds is
generally low. The European Union Grants
Advisor programme, launched in February
2005, aims to help tackle this challenge
through practical support. Launched as a pilot
programme in Poland, Spain and Hungary, the
EU Grants Advisor is now being expanded
across all 25 EU member states. The goal is to
help SMEs, as well as local and regional
governments, to better understand and
benefit from EU funding opportunities at the
international, national and regional level.

Solution Sharing Network

Solution Sharing Network (SSN) is an online
community of peers and experts whose
members have the ability to view, modify, and
redistribute the source code of applications
submitted by other members. This helps
governments and organisations lower costs by
enabling them to share information, provide
mutual help and support, and reduce
redundant efforts. Members can contribute,
and take existing solutions and knowledge
from the SSN, at no charge. Academic
institutions can also use the SSN as well, to aid

education and research related to application
development. Currently there are over 10
SSNs in operation across EMEA from Ireland to
Finland and the UK.

Unlimited Potential

Microsoft Unlimited Potential (UP) aids global
workforce development by providing
technology skills training to disadvantaged
young people and adults through community
technology learning centres (CTLCs). Today in
the EMEA region we are supporting 98
projects, working with more than 200 partners
in over 1000 community-based technology
learning centres.

Software Availability and Accessibility

Despite incredible advances in innovation and
the proliferation of personal computers over
the past decade, 90 percent of the world’s
population still lacks access to the technology
tools they need to compete in today's
"knowledge economy”. Microsoft is actively
partnering with NGOs, governments, and
others to find innovative product and/or
community investment strategies that can
increase technology access and software
availability for individuals and communities
around the world including:

* Local Language Program

» Windows XP Starter Edition
« PC Refurbishment

+ Accessibility

« Accessibility and the Aging
Workforce - SeniorNet.



"With this technology,” he adds,

"we now have a completely
automated end-to-end workflow,
without any human intervention
to re-enter data into the back
office. We can have fewer and
faster processes, which gives us a
very quick return on investment.”
Bernd Lehmann

IT Manager at the
Municipality of Siegburg

Platform Overview

The local government landscape
is challenged and driven by the
vision to deliver a wide range of
complex integrated services,
cost-effectively. The Microsoft®
Connected Government Framework
provides a set of solution scenarios
designed to solve the needs of a
particular aspect of a local
government'’s IT requirements.

Each of these solutions has been developed
based on Microsoft's core technology platform.

Microsoft Digital Cities Platform

The citizen connection platform consists of a
collection of technology solutions and best
practise to enable local government to deliver
highly effective citizen contact portals. In addition,
Microsoft partners have developed a series of
advanced offerings that extend and enhance
this platform.

E-Government Starter Kit

The E-Goverment Starter Kit is built to support
back office integration. The kit comes with a
reference implementation that demonstrates
two local government services working
together, out of the box. The solution provides
a customisable framework which can be used
by independent software vendors, systems
integrators, and developers as a starting point
when solving similar business problems for
local councils.

Microsoft Case Worker Platform

The Case Worker platform consists of a collection
of technology solutions and best practise to
enable local government to deliver integrated,
mobile enabled applications. In addition, Microsoft
partners have developed a series of advanced
offerings that extend and enhance this platform.

Microsoft Kommun Design

Microsoft Kommun Design is a prescriptive
technology architecture which enables local
councils to provide the infrastructure for
e-government services. This supports the
rationalisation of ICT systems to maximise
efficiencies, and support the integration of
resources, management and secure networking
technologies to enable remote access and
out of office working.

Microsoft Balanced Scorecard Platform

The Microsoft Balanced Scorecard Platform is

a set of services which enables the provision

of performance management reports in a
flexible and automated format. This means that
on-screen reports can be customised to the
specific user and refreshed automatically with
real time information. This enables council
executives to stay abreast of the many
performance and compliance metrics which
have to be delivered.



...Is to deliver a solution which enables local
councils to sustain communities whilst
operating in a cost efficient and compliant
manner. This empowers case workers, back
office staff and executive management to
concentrate on their professional roles whilst
Microsoft software automates the information
flows and provides the infrastructure to allow
work to be carried out wherever the service

is required.

...is to provide a platform with ready made
building blocks which enable councils to meet
the specific needs found in local government
situations. These are platforms to empower
case workers, better integrate the back office,
provide a stable infrastructure, improve
performance reporting and most importantly
to enable a richer connection between the
council and its citizens.

...is based upon Microsoft standard software
components which will integrate with existing
legacy systems and can adapt to future
requirements. These technologies are based
upon industry standards and provide a high
degree of integration and compatibility thus
reducing costs and improving business
flexibility.




Partner Solution

Market Place

World Class Solution for the Public Sector

Partner Solution Marketplace (PSMP) aims

to help public sector buyers to identify and get
in touch with qualified software developers
and solution providers. Simultaneously, it also
provides a showcase for independent software
vendors (ISVs) and system integrators (Sl's) to
present proven and bespoke solutions targeted
towards the public sector IT decision makers.
All of which is designed to help reach goals
faster and maximise return on IT investment.

The following list of partners have contributed
to the framework by building around the
Microsoft platform described in the document
or provide key solutions for local and

regional government:

leEurope www. leeurope.ch
Aggresso WWW.agresso.com
Artemis www.artemiscorp.com
Econet www.econet.de
ESRT www.esri.com
Getronics www.getronics.com
GoPro WWW.gopro.net

Hewlett Packard www.hp.com

Gasso Gestio Local www.gassogl.com

K2 www . k2workflow.com

Logica CMG www.logicacmg.com

Meridio www.meridio.com
PC Ware WWW . pC-ware .com
Solidsoft www.solidsoft.com
Visionware www.visionwareplc.com

The Microsoft Public Sector Partner
Solutions Marketplace (PSMP) is a
one-stop, online, interactive tool
to assist public sector buyers to
identify the right solutions for
their needs. The MarketPlace is
an ambitious effort to create an
ecosystem of technology
providers — system integrators
(SI's), independent software
vendors (ISV’s), and consulting
and training firms that understand
the needs of governments and
governmental agencies.

www.partnermarketplace.com
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