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State capital Düsseldorf

Düsseldorf, state capital
North Rhine-Westphalia

590,000 inhabitants

470,000 employees

40,000 companies

Municipality Düsseldorf

9.100 administrative employees

6.600 IT-workplaces

47 agencies and institutes

440 public buildings
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Most innovative and future-oriented cities in Germany

Düsseldorf – World-class for business and living

Source: PROGNOS 2007. Only cities with more than 500,000 inhabitants were tested.

Hamburg

Munich

Düsseldorf
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The innovation project at a glance

Pooling of 
services

Virtual SME office

Single point of contact

Infoline Düsseldorf /
citizens’ hotline 115

Competence Centre 
eGovernment

Modernisation of
administration

EU Services Directive 
as engine

Reduction in 
Bureaucracy/release

New service philosophy

Involvement and 
strengthening of 
business

Technological 
innovations 

Integrated product and 
process model (IPP)

Service-oriented 
architecture (SOA)

Transferrable 
concepts/technology

Electronic process 
handling

High-tech / 
Low-cost approach

Integration of existing 
resources

Scientific 
accompaniment

Innovative
modelling tool

Use of open source tools
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Düsseldorf company portal as 
an element to strengthen its 
status as a business location

Company portal

Complete electronic process 
handling for companies 

(portal/process optimisation)

Single point of contact for citizens and 
companies from the end of 2009 as an 

obligatory measure in Europe

Results of the Düsseldorf innovation 
project can be used for other 
administrations (CC eGovernment)

SERVICE
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Düsseldorf company portal as 
an element to strengthen its 
status as a business location

Company Portal

Complete electronic process 
handling for companies 

(portal/process optimisation)

Single point of contact for citizens and 
companies from the end of 2009 as an 

obligatory measure in Europe

Results of the Düsseldorf innovation 
project can be used for other 
administrations (CC eGovernment)

SERVICE
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Usability study

Likes

Very clear and transparent 
formats. 

Icons lighten up the page and 
highlight the respective menu item. 
The icons are mostly described as  
appropriate.

Wide  variety of information 
and services. 
The content appears complete at 
first glance.

‘Off the top of my 
head, I don’t 

miss anything for 
the moment; 

everything that 
you need seems 

to be there.’
‘Very clearly 

structured with the 
little pictures.’

‘Am positively 
surprised’

SERVICE
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Pooling of 
services

Virtual SME office

Single point of contact

Infoline Düsseldorf /
citizens’ hotline 115

Competence Centre 
eGovernment

Modernisation of
administration

EU Services Directive 
as engine

Reduction in 
Bureaucracy/release

New service philosophy

Involvement and 
strengthening of 
business

Technological 
innovations 

Integrated product and 
process model (IPP)

Service-oriented 
architecture (SOA)

Transferrable 
concepts/technology

Electronic process 
handling

High-tech / 
Low-cost approach

Integration of existing 
resources

Scientific 
accompaniment

Innovative
modelling tool

Use of open source tools

MODERNISATION 



1123.09.2009Performance Improvement in Public Service Delivery

New service philosophy

New service philosophy 
established in 
administrative culture

More than 200 products 
are structured and 
categorized 

MODERNISATION 

EU Services Directive as engine for 
reduction in bureaucracy and 
modernisation of administration

Innovative approach in project 
development 
(science – administration – business)
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Innovative approach in project 
development 
(science – administration – business)

EU Services Directive as engine for 
reduction in bureaucracy and 
modernisation of administration

Integrated Virtual SME office in the center

New service philosophy 
established in 
administrative culture

More than 200 products 
are structured and 
categorized 

MODERNISATION 

Enterprises One-Stop-
eGovernment
for Enterprises

Portal for
Enterprises

Single point
of contact

Internal
tracking

Basic 
philosophy

Qualifi-
cations
concept

Virtual
SME office
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Service orientated architecture

Use of service-oriented 
architecture in public 
administration (SOA technology)

Interoperability of the components 
developed (portal architecture, 
back-office integration)

Complete electronic process 
handling for companies in 
Düsseldorf

TECHNOLOGY

Development, conceptual planning 
and implementation of an Integrated 
Product and Process model (IPP)
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Service orientated architecture

Use of service-oriented 
architecture in public 
administration (SOA technology)

Interoperability of the components 
developed (portal architecture, 
back-office integration)

Complete electronic process 
handling for companies in 
Düsseldorf

TECHNOLOGY

Development, conceptual planning 
and implementation of an Integrated 
Product and Process model (IPP)

Service-based architecture

Portal component

Product model

Process model
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Modelling with oEPC

EU Services Directive as engine for 
reduction in bureaucracy and 
modernisation of administration

Use and reorientation of 
existing resources (personnel, 
organisation, technology)

Faster work results through 
modelling language  used 
(30% time savings)

More than 200 
administrative processes 
are recorded and optimised 

COSTS
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SUMMARY
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Personnel development concept 
expanded: components to increase 
the service quality for companies

Impact

SUMMARY

More than 200 administrative 
processes are recorded and optimised 
with the open source tool

New service philosophy of the 
‘Virtual SME Office’ established 
in administrative culture

Complete electronic process 
handling for companies in Düsseldorf  
has been implemented
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Transferability

SUMMARY

New portal functionalities can be 
transferred directly to citizen services 
(electronic processing of forms)

Open-source tool can be 
used in all service-oriented 
sectors

Results of the Düsseldorf innovation 
project can be used by other 
administrations (CC eGovernment)

Interoperability of the components 
developed (portal architecture, 
back-office integration)
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High acceptance of Düsseldorf’s company portal (1)

Visitors per day (from going live to EPSA submission)

Impact

SUMMARY
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Impact

SUMMARY

Great interest in Düsseldorf innovation project
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New service philosophy: what it was like yesterday

Cartoon : Thomas Plaßmann

I would like to create a 
few jobs!

Just a moment!

On cupboard door: 
Regulations –
Conditions –
Guidelines
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Düsseldorf innovation project: New service quality

Cartoon: Thomas Plaßmann

New service quality

I would like to 
create a few jobs!
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Synergies for citizens and companies through the pooling of competences

Wilfried Kruse

Commissioner for 
Business Develop-
ment, IT, Organisa-
tion and Personnel, 
project management 
eGovernment, reduc-
tion in bureaucracy, 
modernisation of 
administration

Frank Hogrebe

office management, 
Department for 
Business Develop-
ment, IT, Organisa-
tion, overall coord-
ination eGovernment

Prof. Dr. 
Markus Nüttgens
University of 
Hamburg
Research focus 
information systems/ 
eGovernment

Beate van Kempen

Consultant for IT, 
technical coord-
ination e-
government, system 
technology

Andreas Brauer

Project coordinator 
business develop-
ment, further devel-
opment of company 
portal 

Business and administration as synthesis
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Many thanks for your attention!
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Copyright

This work is licensed under the Creative Commons licence: ‘Attribution – Noncommercial –
No Derivative Works 3.0 Unported’. The licence can be viewed under:
http://creativecommons.org/licenses/by-nc-nd/3.0/deed.de
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