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3. Cambio organizativo & modernizacion del
front/mid/back-office (re-estructuracion)

4. Papel de la administracion (regional, local y
nacional, Europeo) en las TICs

5. Ildentificacion de “mejores practicas” y datos
estadisticos de las TICs
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e Condicionantes politicos: El ciclo electoral y las
repercusiones en la opinion publica condiciona los
objetivos y el “timing” de los procesos evaluadores.

David Sancho, UPF, 2006
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- Diferentes estrategias y falta de una lista de
prioridades acordada a nivel trans-regional/
nacional limitan la disponibilidad/calidad de

datos y resultados validos y comparables.

- eftc.
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EIPA

Barcelona

Perspectivas nacionales en
Bélgica, Austria, Alemania y Espana

Proyecto de investigacion/valoracion (finalizada 2009):

“*Systemic change of the identification of citizens by
government — Electronic identity management as a
complex technical innovation and its organisational,

legal and cultural matching in selected European

countries” ® ®
| ifib
Con el apoyo de la Fundacion o
Volkswagen, dentro de su el R
programa Innovacion y Sociedad He=mee-Gmb

Lead Partner: Institute for Information Mgmt. at Bremen University
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http://eur-lex.europa.eu/en/index.htm
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Contexto de la analisis sobre el elD

Son muchos los

temas que se

encuentran

SCtbu al m en te en Digitaler Personalausweis
ebate: e

temas técnicos:
seguridad,
codificacion,
certificados

temas politicos y
sociales: seguridad, , |
pr|VaC| da d, ; \ . > \ PKI andCeniii:::;:sageinEumpe
comodidad, vigilancia )\ i reenmERs

temas filosoéficos:
cambio de identidad

Existen
recopilaciones
descriptivas, pero
ninguna
investigacion ni
comparativa ni
cientifica




Seleccidon de paises por comparacion

. Vorhanden

Bélgica ya contaba con una amplia
difusion y su aceptacion era
prometedora. Pero el elD belga no
incluia ninguna autenticacion
biométrica, mientras que en Alemania
Si que estaba planeado incluirla.

Espafa, Portugal e Italia decidieron
incluir la autenticacion biométrica.
Entre estos tres paises es Espaia el
gue mas ha avanzado.

El elD al no tener que utilizarse
exclusivamente en un solo documento
puede establecerse en otro tipo de
tarjetas como podemos ver en el
interesante caso de Austria.



Principales funciones de los cuatro
ejemplos de tarjetas elD
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Diferencias entre las tarjetas elD

AT BE GE ES
Tarjeta de Idéntica al documento nacional de — X X X
informacién identidad
Caracter de la tarjeta |Obligatoriedad/edad — <12 <16 <14
Funcion de la tarjeta autgntlcacmn X X X X
(online)
au_tentlflcacnon i X X X
(visual)
Firma electronica X X* X** X
Caracteristicas de la|Numero nacional de registro SsPIN X — X
tarjeta Datos del usuario:
o direccion X*** - X X
o Fotografia ) Salioll X X X
. L Chip de contacto / sin contacto contacto | contacto RFID | contacto
opt-out solucién
** gopt-in-solucion £ i 2
+= depende de Cadigo PIN para proteccion de X X X X
la tarjeta de Datos
informacién
Biometria facial B B X
Huellas dactilares — — X**




Diferencias entre los cuatro eIDMS
Personalizacion v distribucion

acceso

BE ES AT GE
Uno/Varias Tarjetas =1 =1 > 1 =1
Personalizacion Central Local Central Central
Solicitud y recogida Municipios 256 oficinas | Diferentes Municipios
locales en agencias locales
comisarias
de policia
Fuente de informacion ID Registro Registro Registro Registro local
central central central
Firma electrénica
Num. de CAs 1 >1 1 >1
Num. de RAs lgual que para | Agencias Agencias Agencias
elD diferentes diferentes diferentes
Modo en tarjetas elD opt out opt in opt in opt in
Solicitud de certificado de No No Si Si




Sistema de interaccion:
Duracion del proceso

Timeline of Development and Rollout

—ES—@----------- 44— Rollout >
| ¢————BfF———$ Rollout 0Rene|wa|
| | | | | | | | | | | | >

1909 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010

@-----& =Interruption




Las iniciativas provenian de los programas de
eGobiernos, pero fueron otros los que se
hicieron cargo

BE ES AT GE
Programa inicial | “The way to 21t | Info XXI, 2000, e-gobierno e-gobierno 2.0,
e-gobierno century 1999” Ministerio de Cancilleria 2005. Ministerio
Ministerio de Administraciones | federal del interior
Administraciones | Publicas
Publicas
Especificacion | FEDICT Direccion IKT Ministerio del
Agencia nacional | General de la Cancilleria Interior
para el Policia en el federal
e-gobierno Mlnlgterlo de
Interior
Marco legal 2003 Ley del Decreto real e-gobierno Ley sobre
Documento sobre tarjetas ID | | ey 2005 tarjeta personal
Nacional de en 2005 Revisién 2007 elDy
Identidad autenticacion.

2009




Diferencias segun la influencia de los
diferentes campos politicos

En los 4 paises:

La autenticacion en
los servicios online
del eGobierno fue
una de las
motivaciones
Iniciales, pero en
algunos paises los
actores de otros
campos politicos
intentaron
aprovecharse e
influenciar en el
desarrollo para el
beneficio de su
campo politico (ej.
seguridad)

Importancia de los demas campos politicos
(1=baja, 3=alta)

Campo politico BE | ES | AT |GE
Administracion publica 3 5 3| 2
Seguridad publica 1 | 31| 3
Industria/Comercio 1 2 111
Economia y financias 1 1 1|1
Social/Salud 2 1 2 |11
Gobierno/Ministerios 1 2 1




La tarjeta ID no erala primera opcion

La tarjeta ID no era la primera opcion para la funcion de autenticacion elD. Pero los intentos
por adoptar otra tarjeta, en particular las tarjetas de la seguridad social, fracasaron.

BE ES AT GE
Tarjeta seguridad Desde 1996 ? Desde 2005 Aun no
social disponible
Intentos de utilizar la | Si, 1999 No Si, en 2001 fracasé. | Consideracion de
tarjeta de la Desde 2005 es una integracion de la
seguridad social opcion tarjeta ID en
como tarjeta para el 2005
elD
Validez de la tarjeta | 10 10 - 10 afnos
ID
Motivo de fracaso Diferentes Diferentes
responsabilidades responsabilidades
Ministerio de Ministerio de
Asuntos Sociales Asuntos Sociales
Esperaban

problemas de
aceptacion




Difusio

Ny uso (ritmo de adaptacion)

BE ES AT DE
Difusion en 2009 | 8 milliones, 90% 13 milliones, 8.4 milliones de tarjetas Aln no

de la poblacion 33%de los electronicas, 100%de

belga autorizada | espafoles con todos los ciudadanos

derecho a tarjeta
ID
Funcién elD No necesario No necesario Approx. 74000, 0.9% de | Adn no
activada los que aprox 20000
oficinas para tarjetas ID

Tasa de uso en 24% 21% 25.7% AUn no
la declaracion
de larenta
electrénica
Tasa de uso de 3.6% de las 0.1% de las 0.7% de las aplicaciones | AlUn no
elD en la aplicaciones aplicaciones electrénicas
declaracion de electronicas electronicas
la renta
electronica
Difusion de 15% de usuarios Aln no
lectores de de Internet, 50%

tarjetas

lo utilizan




Evolucion y situacion actual en Espaina

Distribucion del DNI electronico
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> Actualmente se ha sobrepasado la cifra de los 13
millones de DNI electronicos (12/2009).

> Se espera llegar a los 20 millones finales de 2010y a
una cobertura total en 2012.



eGobierno y el eDNI en Espaina

01-jul-2005 01-jul-2006 03-jul-2007 29-jul-2008

Declaraciones de Renta

Entidad Certificadora

FNMT 2.483.410 2.815.121 3.139.763 3.681.193
AC Firmaprofesional 5.928 9.692 12.678 13.976
Autoridad de Certificacion de la Abogacia 600 3.172 6.702 11.208
ANF CA 793 2.554 5.143 9.012
ACCV-CA2 General 1.522 8.261
CAGVA Generalitat Valenciana 2.961 4.198 6.146 4.350
AC Camerfirma Certificados Camerales 730 1.423 2.426 3.192
AC DNIE 56 390 2.833
EC-IDCat Agencia Catalana de Certificacio 193 507 1.139 2.308
PSC Banesto Clientes 181 820 1.366 1.816
Herritar eta erA - 1zenpe SA 3 1 11 226
ANCERT 47 87 161 163
EC-AL Agencia Catalana de Certificacio 2 2 18 33
EC-SAFP Agencia Catalana de Certificacio 2 10 20 20
EC-UR Agencia Catalana de Certificacio 4 3 3
Total 2.494.850 2.837.647 3.177.488 3.738.594

Fuente: Agencia Tributaria




€Europe Awards

El ejemplo de /os
eEurope Awards —

eGovernment Awards
Los Premios eEuropa
para eGobierno

(2003-2007)




¢Europe Awards

Objetivos

Promover el intercambio de mejores practicas en Europa
en el campo del eGobierno.

Contribuir con la investigacion y divulgacion de resultados
relativos a los Premios eEuropa.

Seleccionar candidatos de éxito para demostrar y exponer
en una conferencia de alto nivel a una audiencia de
Ministros Europeos y otros altos cargos.

Los mejores candidatos recibieron un premio, presentado
por el Comisario de Sociedad de la Informacion en las
conferencias respectivas.

Institut Européen
_ dAdministration Publique

EurEbean Institute
of Public Administration

E |



¢Europe Awards

Flowcharts de los procesos
claves durante los
Premios
eEurope/ZeGovernment
2003-2007

Institut Européen
= dAdministration Publique

h Euf?ibea?l_ Institute
of Public Administration



€Europe Awards

El Proceso

#1 CALL FOR APPLICATIONS & SUBMISSION

#2 APPLICATION ENTRY QUALIFICATION
#3 APPLICATION TO EVALUATOR ASSIGNMENT
#4 EVALUATION & SUMMARY SCORES

#5 DETERMINATION OF WINNERS / EXHIBT PARTICIPANTS & PUBLICATION

Supporting Process: Helpdesk

O HELPDESK — RECEIVING & PROCESSING REQUESTS

& Institut Européen

= dAdministration Publique
Euﬁ:ea; Institute
of Public Administration



€Europe Awards

1. CALL FOR APPLICATIONS & SUBMISSION

o
Administration of
Award Information

l

Publication on the
eAwards WEB-Site

l

Participants enter
application via
PDF- Form (web-site)

Application is stored
within the eEurope
Awards System

- T o= #2
o Institut Européen
= dAdministration Publique
EuEI:-‘i:ea-ﬁ Institute
of Public Administration




€Europe Awards

El Proceso

#1 CALL FOR APPLICATIONS & SUBMISSION

#2 APPLICATION ENTRY QUALIFICATION

#3 APPLICATION TO EVALUATOR ASSIGNMENT
#4 EVALUATION & SUMMARY SCORES

#5 DETERMINATION OF WINNERS / EXHIBT PARTICIPANTS & PUBLICATION

Supporting Process: Helpdesk

O HELPDESK — RECEIVING & PROCESSING REQUESTS

& Institut Européen
= dAdministration Publique

Euﬁ:ea; Institute

of Public Administration



€Europe Awards g %
M,
2. APPLICATION ENTRY QUALIFICATION
#2
Application Status , Automatic email
,Created" notification

|

Application
Checked by PMS NO ,0n-topic*?
(letter of refusal) N
A
i YES
Letter of AR ves
clarification to <+—
participant Data Quality of
i Application adequate?
NO YES
Clarifications
recieved in v
h time? e
Application Status Agp“‘iat('ﬁn Status . 43
B R ,Not Granted" »narante

o Institut Europeen
= d’Administration Publique

European Institute
of Public Administration



€Europe Awards

El Proceso

#1 CALL FOR APPLICATIONS & SUBMISSION

#2 APPLICATION ENTRY QUALIFICATION

#3 APPLICATION TO EVALUATOR ASSIGNMENT

#4 EVALUATION & SUMMARY SCORES

#5 DETERMINATION OF WINNERS / EXHIBT PARTICIPANTS & PUBLICATION

Supporting Process: Helpdesk

O HELPDESK — RECEIVING & PROCESSING REQUESTS

& Institut Européen

= dAdministration Publique
Euﬁ:ea; Institute
of Public Administration



€Europe Awards

Institut Européen
= dAdministration Publique

European Institute
of Public Administration

3. APPLICATION TO EVALUATOR ASSIGNMENT

#3

!

Deadline for
Applications passed

:

All Entry
Qualifications done

'

Automatic Assignment
of Evaluators to
Applications

Assignment is stored
within the System

'

Manual Corrections
possible

'

Clearance of
Assignments

I

#4




€Europe Awards

El Proceso

#1 CALL FOR APPLICATION & APPLICATION SUBMISSION
#2 APPLICATION ENTRY QUALIFICATION

#3 APPLICATION TO EVALUATOR ASSIGNMENT

#4 EVALUATION & SUMMARY SCORES

#5 DETERMINATION OF WINNERS / EXHIBtorsS & PUBLICATION

Supporting Process: Helpdesk

O HELPDESK — RECEIVING & PROCESSING REQUESTS

& Institut Européen
= dAdministration Publique

Euﬁ:ea; Institute

of Public Administration



€Europe Awards

e o

4. EVALUATION & SUMMARY SCORES

#4

:

Evaluators login at the
.Eval-Area“ of the
WEB-Site

List-view of all
assigned applications

'

Detail view for every
application

/

Enter Scores in the

Score-Sheet (PDF-form) )

Scoring l
finished? NO

Local saving of score-

l YES

Submit score-sheet.

> sheet for further
scoring

\ 4

=~ data is stored within

Institut Bl the system
_ dAdministration Publique

European Institute
of Public Administration

#5

T

Determination of
Final Scoring and
Comments

Determination of
Consensus Criterias

T

All score-sheets
finished



€Europe Awards

El Proceso

#1 CALL FOR APPLICATIONS & SUBMISSION
#2 APPLICATION ENTRY QUALIFICATION
#3 APPLICATION TO EVALUATOR ASSIGNMENT

#4 EVALUATION & SUMMARY SCORES

#5 DETERMINATION OF WINNERS / EXHIBT PARTICIPANTS & PUBLICATION

Supporting Process: Helpdesk

O HELPDESK — RECEIVING & PROCESSING REQUESTS

& Institut Européen
= dAdministration Publique

Euﬁ:ea; Institute

of Public Administration



€Europe Awards

Metodologia de la Evaluacion

Institut Eu

ropéen
= dAdministration Publique

European Institute
of Public Administration



€Europe Awards

Criterios de Eleqgibilidad

e Origen geografico de la aplicacion (i.e. UE,
paises candidatos, EEA paises y Suiza)
e Cumpliendo con los temas del concurso

e Los candidatos deben ser instituciones o
autoridades del sector publico (local, regional,
central o pan-Europeo)

e E| formulario de solicitud completo

e Confirmacion de la entrega de la aplicacion
(i.e. numero de registro)

Institut Européen
d’Administration Publique

Euraiaea; Institute
of Public Administration

e



€Europe Awards

Evaluacion

Proceso:
e Fair e independiente

e (Cada solicitud estaba evaluada por 3 expertos
Independientes

e 1. fase: base remotal!
e 2. fase: Llegar a un consenso (reunion de los expertos)
e 3. fase: jurado final

e Los expertos hacen un ranking segun los criterios de
evaluacion (en caso de desacuerdo se puede consultar
al rapporteur del tema u a otro evaluador)

& Institut Européen
= dAdministration Publique

European Institute

of Public Administration



€Europe Awards

Criterios de valoracion/Zseleccion

e Elusodela TIC !l

e [nnovacion

e La gestion de la implementacion de eGobierno
e Resultados practicos e impacto real !!!

e Funcionalidad

e Visibilidad

e Puntos de aprendizaje y transferibilidad

Institut Eu

ropéen
= dAdministration Publique

Eur?ibea-ﬁ_ Institute
of Public Administration



€Europe Awards

— Novedad e innovacion: algo diferente que vaya al menos mas
alla de lo que existe en la actualidad y que pueda convertirse en
un precursor en su campo.

— Efectividad, funcionalidad y visibilidad: los ciudadanos
deben disfrutar de su valor anadido y debe tratarse de algo
visible y distintivo al menos en el pais o region de los usuarios.

— Resultados de impacto real y practico: se busca un beneficio
real para un numero suficiente de usuarios (no insignificante!),
asi como una reduccion considerable de los costes economicos.

— Transferibilidad y “learning points”: Debe proveer ejemplos
clave para mejorar el e-gobierno en otros lugares o campos. Se
buscan “Good Practices”.

& Institut Européen
= d’Administration Publique

European Institute
of Public Administration
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EIPA== European Public e
Sector Awards (EPSA)  ==EP/A2009

Performance Improvement New Forms of

in Public Service Delivery Partnership Working

Citizen Involvement Leadership & Management for Change

The EPSA 2009
Institutional &

Il Wl &

I

Co-financing ermany Austria =
Partners: * Spain * Poland -
« ltaly | * Romania i1

- Cyprus - Sweden —+—

Switzerland

* Lithuania e
Further Information in: www.epsa2009.eu
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- European Public
Sector Awards (EPSA)

==EP/A2009

STEP 4. Jury meeting
to select and decide on the EPSA winner(s) per theme
Period: 7 July 2009 (tbc)

STEP 3: On-site validation visit
to a limited number of projects for verification
Period: June 2009

STEP 2: Consensus meeting
to reach a commonly agreed list of ranked projects per theme
Period: 25-26 May 2009

STEP 1: Individual Online — evaluation
by each evaluator in isolation and remote based
Period: 20~-24 April 2009

for decision based on the 3 previous steps.

The EPSA 2009 team
will provide a provisional
ranking list based on the
total and mean scores.
You will receive the
results before the
consensus meeting.

© EIPA-ECR 2010 - ALH - slide 38



Taller: Trabajo en Grupo EIPA

- Por favor, debata y valore en los proximos 60
minutos y segun los criterios tratados las 3
aplicaciones distribuidas.

- En este contexto, intente identificar los puntos
fuertes del proyecto asi como los puntos a
...... MEjorar.

| g | l
:EE_P/:A}.’OOQ Showcasing and Rewarding European Public Excellence © www.epsa2009.eu




EPSA 2009- Evaluation Summary Notes (ESN)

M A RS

Guichet.lu

Submitted by Service eLuxembourg —
Ministere de la Fonction publique et de la Réforme administrative

EPSA 2009179
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Strengths of Project (1)

= The project is innovative because it contains a comprehensive online
realisation of public services with an interactive platform, electronic
identification, problem-related navigation system etc. which has a special
innovative degree because of the enrichment of the internet services.

= The project has a relatively high public concern because it intends to
diversify access to public services, to improve the value & quality of
public services and to make the administrative tasks easier for citizens.
In addition, it offers a transparent access on 2 levels namely information
& transaction level.

= The project has a high relevance because it involves many institutions
and has thus a platform.

= The overall feedback from the users is very positive, nonetheless it is still
too early to properly evaluate the impact.

= The high innovation degree makes learning and transferability possible.

ENEENE
EENEE
L |

EEE_P/:A;.’OOQ © www.epsa2009.eu



© www.epsa2009.eu
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Weaknesses of Project & Room for Improvement

= The project is still in the mainstream, thus it will
demonstrate its real impact in the course of time.

= [t was difficult to evaluate the balance between economy
& quality because of absence of the financial data,
however the bancs of Luxembourg have practiced the
system.

= Finally, it is not entirely clear how the back office and its
real engineering will be linked to this new front office.

EEE_P/:AZ’OOQ © www.epsa2009.eu



EPSA 2009- Evaluation Summary Notes (ESN)

A A RS
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WebDIV: Online vehicle registration

Submitted by the Belgian Federal Public Service
Mobility and Transport

EPSA 2009042
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Strengths and weaknesses of Project (I)

= Online KFZ permission for insurance, leasing enterprises and agents is a
considerable step in the context of e-government with substantial
innovative value.

= Public concern is moderately appreciated because the application is
only relevant for a specific situation, but nonetheless it constitutes an e-
government tool both useful for companies and individuals.

= High significance because the project stands out by the inclusion of a
particularly large number of participants like insurance companies,
agents, brokers and leasing companies that register their clients’ cars
online.

= The successful results of the project can be found in having reached the
objective of 50% of the registrations in 5 years: the vast majority of DIV
clients have adopted WebDIV: 98% of leasing companies, 75% of
iInsurance companies and 60% of brokers - high impact.

ENEENE
EENEE
L |

EEE_P/:A;.’OOQ © www.epsa2009.eu



Strengths and weaknesses of Project (ll)

= The project has a substantial innovative elements and
technique which represents good learning &
transferability potential.

= Regarding the theme specific criteria of the involvement of
citizens, the project is aligned to interests of citizens, but
does not include these into the process.

= A normal influence on society can be seen in: constant
attention to the outcome to be rendered, the practical result
adjustment and radical simplification of administrative
burdens.

= The balance between economy & quality has resulted in
a better quality with the same economy.

IIIIIII

EE:E_P}.'AZOOQ © www.epsa2009.eu



Room for improvement

= With regards to the score, there is particular room for
Improvement in terms of involvement of citizens and
outcome orientation.

EEE_P/:AZ’OOQ © www.epsa2009.eu



EPSA 2009- Evaluation Summary Notes (ESN)

A A RS

Regional platform of e-services for all,
e-Bourgogne

Submitted by Grouping of Public Interest (GIP) e-Bourgogne
EPSA 2009099

| ]} n
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Strengths of Project (1)

= On the different general criteria it was evaluated with high or excellent.

= |t scored excellent on innovation because all public institutions in a region join
and create an e-market place. The services are user-oriented and tailored in
function of expression of needs, given by the working groups. The GPL license
allows other regions to take benefits of the work already performed without
having to pay connected fees. It is thus innovative in terms of its approach.

= Public concern has been highly evaluated, because the development of the
virtual marketplace responds to a requirement of rationalisation and
simplification of the administrative procedures, by developing e-commerce, using
IT instruments in the economic operations and providing electronically the
administrative services. It is on the agenda of other European public
organisations as actions and priorities. E-procurement can save public money
and facilitate the purchase of quality products & services. The model could even
be adopted throughout the world.

ENEENE
EENEE
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Strengths of Project (ll)

= High/excellent significance, because the modernisation of public
administration has become a reference for France through the use of e-
Bourgogne, involving the stakeholders from the public and private sector.

= Excellent scoring on impact because it has reduced the administrative
expenditures; it has increased the quality of services, development of e-services
and the number of users; it has improved the performance of public
administration.

= Excellent learning capacity and transferability because e-Bourgogne was
entrusted by the European Commission to check adaptability and transferability
of its model in other European Regions via the e-TEN procure project.

= As it reduces the administrative expenditures and saves paper work the project
was considered to have a high balance between better quality and cheaper
economy.

ENEENE
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Weaknesses of Project & Room for Improvement

With this particular project only very few weakness have been noted.

The project shows room for improvement in the involvement of citizens but e-
Bourgogne shall launch in next months a public-private partnership to go further in
enabling modern exchanges between public administration and citizens in
upcoming years.

EEE_P/:AZOOQ © www.epsa2009.eu



E I r H uropean Cenre
for the Regians

Barcelona

Para consultar:

| Home | Bookmark | Contact us |

EIPA

European Public Sector Award
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