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9th European Quality Conference 
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HILTON MALTA 

 
 

JOINING FORCES AND BREAKING SILOS TOWARDS A BETTER 
PERFORMING AND INCLUSIVE PUBLIC ADMINISTRATION 

 
 

 
SHORT CASE SUMMARIES AND LEARNING OBJECTIVES 
 

SUB-THEME 1 

HUMAN RESOURCE MANAGEMENT IN THE PUBLIC SERVICE 

SESSION 01:  COMPETENCY MANAGEMENT 

AT1 – Austria, Police Competence Training 

Case Summary 
 
The project “Police Competence Training” is about developing a police competence profile for 
a uniform police service, which meets current societal requirements and ensures the 
protection of human rights based on scientific results.  This project came to life in 2014 with 
the objective of integrating human rights as a fundamental part of the general police training.  
The development of curricula and supporting training maps and learning portfolios relies on 
the active incorporation of current research results and empirical data that are matched with 
relevant day-to-day situations of police (policing) work.  Pilots of the new curriculum started in 
January 2016 in Graz and Vienna and since December 2016 the competence training has been 
rolled out in all police schools throughout the whole country. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How a training profile for a professional group can be developed. 
2. Methodological procedures for the implementation of human rights issues in personnel 

development processes. 
3. The conception and implementation of a holistic competence-oriented personnel 

training. 
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NO1 – Norway, Regulation in Practice – better support and guidance to comply with 

 legislation at local level through improving the skills at national level 

Case Summary 
 
This Norwegian case is about competency and skills development in the education sector.  By 
strengthening its own competences at the national level, the Norwegian Directorate for 
Education and Training, in cooperation with the County Governors, improved their support 
and guidance to local schools’ owners and leaders, and thus achieved a higher compliance by 
schools across the country to legislative requirements and national curricula. The success of 
this project, which was carried out during the period 2014 - 2016, is dependent on a good 
understanding of the reality on the ground by involving the target group (school 
owners/leaders), jointly identifying their needs, developing communication networks and 
channels more adapt to the needs of the schools and in strong horizontal administrative 
cooperation.  
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How to establish learning arenas for government officials, involving local school 

administrators. 
2. How to communicate legislation through networks and dialogue rather than traditional 

one-way communication. 
3. How to develop communication and online information more relevant to the needs of 

schools. 

 

SESSION 02:  MANAGE THE MANAGERS 

IE1 – Ireland, Senior Level Mobility – an Irish case study 

Case Summary 
 
Mobility at the most senior levels of the civil service is a means of breaking down cultural silos, 
expanding diversity and skills, and providing an opportunity for talent across the system to be 
deployed more effectively in pursuit of common Governmental and civil service goals and 
priorities.  In this context, a Mobility Protocol for the Senior Public Service (SPS) was 
introduced in 2012.  Since then, 48 posts have been advertised under the SPS Mobility 
Protocol, with 40% of these posts being filled though mobility, resulting in greater gender 
diversity and diversity of experience in government departments. To date, senior level 
mobility has been voluntary; however, managed mobility has now been introduced to support 
talent management initiatives, reflecting the value attached to having broad experience at the 
most senior levels. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. The experience of the Irish Civil Service in introducing and implementing a mobility 

protocol for senior civil servants. 
2. The impact of senior level mobility from the Irish perspective. 
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3. How the Irish Civil Service is further embedding mobility by introducing managed 
mobility to support talent management. 

 

FR1 – France, Pool and talent management for senior and executive managers 

 

Case Summary 
 
This initiative is about a comprehensive pool and talent management policy for senior and 
executive civil servants in the French State administration. A managers’ pool was created in 
2012 as a major innovation and was reformed in 2015 with the aim of strengthening talent 
detection, de-compartmentalise pools, professionalise nominations and foster managerial 
culture building.  The policy now relies on a number of initiatives such as managerial plans for 
each ministry, a standardised selection process, hearing committees for the nomination of 
candidates as well as training, coaching and peer-to-peer reviews at inter-ministerial level for 
pool members.  It is designed as a combination of steps towards enhancing transparency in 
new appointments, favouring gender equality and spreading skills throughout State 
administrations. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. About a policy designed to favour the detection and the promotion of talents for 

appointments to top management positions in State administrations. 
2. About the different components of a comprehensive pool management scheme. 
3. About an initiative that intends to foster inter-ministerial mobility, gender equality and 

transparent appointment processes. 

 

SESSION 03:  PEOPLE MANAGEMENT AND LEADERSHIP 

BE1 – Belgium, “Stratego”: organise HR in a matrix fashion to provide the right service to 

the right customer 

Case Summary 
 
The “Stratego” project is about re-organising the HR department of the Belgium Federal 
Pensions Service in alignment with its values and objectives: customer-orientation; the 
humane face of the organisation; quality; efficiency; and audacity.  In order to put their clients 
(employees, managers) at the centre of attention, the HR department has been set up in a 
matrix structure and is now organised into multidisciplinary teams (customer groups) who 
work as single point of contact for employees for all HR aspects.  In addition, special HR-
partners provide direct support to public managers and a strategy team is responsible for 
developing the HR strategy and vision of the organisation.  This re-design of the department 
led to a more efficient service provision while increasing its service quality. 
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Learning Objectives 

If you attend this Session, you will learn: 
1. How to organise your HR services to address the client’s needs and abiding by established 

business processes. 
2. How to create an effective management support function for the implementation of HR 

processes. 
3. How to free up resources to focus on the development of HR policy. 
 

FI1 – Finland, Shared Leadership 

Case Summary 
 
This initiative is about the open and inclusive governance structure of the Vaskivuori Upper 
Secondary School. The school is led by a Governance Group including four teachers, the 
Principal and the Vice Principal.  Members of the Student Council also attend the Governance 
Group meetings.  In this way, school staff can continuously participate in the decision-making 
and development of the organisation.  This model focuses on systematic development with 
collaborative methods, which has resulted in a culture of trust and commitment as well as 
positive functional results.  
Learning Objectives 

If you attend this Session, you will learn: 
1. How to build a school organisation where all its members, students and teachers are 

committed to developing the school to be a forerunner of upper secondary education 
both nationally and internationally. 

2. How to increase students’ wellbeing and teachers’ overall control of their work when 
they can take part in decision making processes. 

3.  How to build a positive atmosphere where students believe in their learning skills.  
 

 

SESSION 04:  TRAINING AND DEVELOPMENT 

 

EE1 – Estonia, Development of mid-level managers:  joining forces and promoting common 

 values 

Case Summary 
 
This case presents the centrally coordinated training and development programme for middle 
managers across the Estonian central administration.  Since 2012, middle managers are seen 
as key players for implementing change and for spreading common values across the Estonian 
decentralised administration.  The training programme targets especially the cooperation 
between managers from different institutions and enhances their people management and 
change management competencies.  Through a joint team effort, middle managers work on 
real-life cases and challenges of the Estonian public administration. 
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Learning Objectives 

If you attend this Session, you will learn: 
1. How to create networks between different governmental organisations by offering 

training programs and individual development support for managers. 
2. How to combine training activities and practical policy-making to create a win-win 

situation for all parties involved. 
3. How to manage risks of a decentralised public service system and cope with the 

challenges of an increasingly complex external environment. 
 
 

RO1 – Romania, Train4Europe 

Case Summary 
 
Train4Europe presents the results of a European Social Fund co-financed project on 
optimisation, sustainability and competitiveness of the public administration in the Vâlcea 
county, which was implemented during 2013-2015. The training involved 90 public 
administrations, which entered into an informal partnership with the Vâlcea County Council. 
Training programmes, which placed the target group at the centre of attention, were carried 
out in local development training spaces to enable a high participation rate of public servants 
due to the elimination of some costs (transport, accommodation etc.).  Around 80% of the 
public administration in the county was involved.  This cooperation is the basis for new 
synergies and projects. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How “breaking silos” is carried out with a “bigger picture approach”. 
2. How to manage training programmes jointly with the support of a substantial informal 

partnership. 
3. How to manage a successful project with a small budget and create synergies. 

 

SESSION 05:  STRENGTHENING RESPONSIBILITY THROUGH DECENTRALISATION 

 

MT1 – Malta, Transition from HR Office to People and Standards; Reform of HR Service: 

  goal was to bring people and standards together 

Case Summary 
 
Based on the 4 Pillar Model for Quality Service – The Listening, The Design, The Service 
Delivery and Accountability, the Malta case is part of a strategy that sees a more efficient 
Public Service capable of meeting the aspirations of its main stakeholders, the citizens and its 
officers. 
 
Firstly, a gradual transformation of what is traditionally known as Human Resources to People 
as central, for they are our main resources. Secondly through a number of delegations and de-
centralisation measures, line ministries are tasked to increase their responsibilisation and 
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hence accountability. Performance Management, regular audits to monitor compliance and 
development of the people would support the transformation aimed at a main objective - a 
Service of Excellence to the citizen. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How the power of delegation increases responsibility and accountability and brings 

cohesion between delegation and auditing.  
2. How assessment ensures a sustainable quality service. 
3. How Business Process Analysis contributes to meeting customers’ expectations, 

increasing efficiency and improving effectiveness. 
4. The benefit of training people to serve people. 

 
 

 
SUB-THEME 2 
 
COOPERATION AND INCLUSIVENESS IN POLICY MAKING AND 
IMPLEMENTATION 

 

SESSION 06:  GENDER EQUITY 

 

AT2 – Austria, Graz Goes Equal 

Case Summary 
 
This initiative is about implementing (gender) equality at the organisational level of the City of 
Graz, which has been a focus area since 2001.  The topic of gender equality was introduced in 
internal HR processes and structures, e.g. raising the percentage of female senior staff or 
ensuring a better compatibility of working and private life, as well as in considerations 
regarding external products and services, e.g. improved accessibility of services or new service 
offers.  All these measures and diligent work led to gender equality being now the mainstream 
in areas such as city planning, construction, public space transport routes and service 
provision. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How local municipality effectively puts gender equality in the mainstream. 
2. How management is responsible for considering differing but equal needs of all citizens. 
3. How products and services offered by the municipality affect citizens’ lives. 
4. How training programs and awareness raising measures can be successful. 
5. The importance of local, national and international networking. 
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FR2 – France, Gender equality for senior and executive management positions 

Case Summary 
 
This case is about enhancing gender equality through a policy providing for balanced 
appointments to senior and executive positions in the French Civil Service.  The mechanism 
was adopted in 2012 to address the insufficient representation of women in the highest 
positions of the French Civil Service.  Following a progressive entry into force, since 1 January 
2017 a mandatory requirement is a proportion of 40% of each gender group for every new 
appointment to senior and executive positions.  The implementation of the policy is 
guaranteed by a financial penalty mechanism as well as actions of sensitisation.  This policy, 
which was rewarded in 2015 by the UN Public Service Award, has led to tangible results: the 
goal of 40% is expected to be reached in the course of the year 2017 as required by law. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. The concept of a policy intended to establish gender equality in top management 

positions in all public administrations. 
2. The different components adopted to ensure compliance and follow-up of a gender 

equality policy for senior and executive management positions. 
 
 

SESSION 07:  GOAL MANAGEMENT AT CORPORATE LEVEL 

 

BE2 – Belgium, Goal management and performance measurement of the Flemish 

 Government 

Case Summary 
 
This case is about the implementation of a goal and strategic management system in the 
whole Flemish government.  The aim of this initiative is to integrate a goal cascade, to 
strengthen the PDCA (plan-do-check-act) cycle across all levels of the administration and thus 
to increase the efficiency of the policy process and the quality of policies.  The new 
management system is used for developing strategies, for translating them into operational 
actions and for moving to a performance-based budgeting approach.  Processes and goals are 
monitored to keep track of its effectiveness and further improvements. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How the Flemish Government increases the efficiency of the policy process. 
2. About the long path towards a more efficient way of monitoring and evaluating goal 

management.  
3. How to change your organisation from within. 
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EC1 – European Commission, Performance Management and Participation 

Case Summary 
 
This initiative is about participatory performance management (increased collaboration, peer-
learning and the exchange of good practices in the different services) at the European 
Commission.  It was adopted in 2007 in view of the increasing complexity when it comes to 
the need to provide evidence and to monitor not only expenditure but also policy 
achievements.  The Strategic Planning and Programming Community of Practice (SPP CoP) was 
established, which still serves as a vivid platform for learning as well as for simplification 
today.  This approach brought staff from all involved departments closer together and 
improved the shared understanding of the performance practice.  It also enabled more 
inclusion and swifter adaptation to change when needed. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How you can actively engage your staff and stakeholders in setting targets and 

objectives. 
2. How to create an atmosphere of mutual learning and trust for difficult management 

issues.  
3. How to create a core group of more dedicated allies to help innovate the system. 

 

SESSION 08:  PARTNERSHIPS AND COOPERATION 

 

LV1 – Latvia, The Memorandum of co-operation between non-governmental organisations 

 and the Cabinet of Ministers (Latvia) 

Case Summary 
 
The Memorandum of Co-operation between non-governmental organisations and the Cabinet 
of Ministers was introduced in 2005 with the aim of promoting the effective work of the 
public administration in the public interest, while ensuring the development of civil society 
and its involvement in the political decision-making processes.  As of today, 424 NGOs have 
joined the Memorandum.  The Memorandum is enforced through the Council for 
Implementation of the Memorandum of Co-operation, in which participating NGOs and 
government are represented in equal parts.  The Council is an advisory body to facilitate 
continuous consultations between the public administration and is the main cooperation 
platform between the government and NGOs in Latvia. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How NGOs are performing a watchdog role for government. 
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2. The assessment of stakeholder engagement and NGO participation in drafting 
legislation and planning policy. 

3. How to implement policies affecting NGOs. 
4. How to address issues raised by NGOs. 

 

SI1 – Slovenia, Partnership for Change (PZS) 

Case Summary 
 
The “Partnership for change” initiative is about establishing collaboration between the public 
and the private sector for enhancing mutual understanding about the respective realties, 
establishing knowledge-transfer via employee exchange between the two sectors and for 
jointly addressing common challenges in mixed teams.  The project started in 2015 as a “social 
experiment” which does not follow a traditional project management approach, but 
encourages free and open methods with emphasis on creativity, and experimentation.  In 
2017, this partnership includes 76 employees from 6 ministries and 37 national and 
international companies. 
Learning Objectives 

If you attend this Session, you will learn: 
1. How a simple idea can turn into a fast-growing attractive programme, where people 

truly cooperate, with the aim of creating a better future, and have fun while doing so. 
2. What are the key success factors for motivating and engaging public and private 

employees to co-create. 
3. What are the mechanisms for breaking the silos and overcoming a historically deep 

divide between the private and public sector full of stereotypes, in order to successfully 
address common challenges. 

 
 

SESSION 09:  POLICY DEVELOPMENT AND IMPLEMENTATION 

 

IS1 – Iceland, Smarter Buyer 

Case Summary 
 
The “Smarter Buyer” initiative is about joining forces with the private sector for improving 
procurement policy and thus for delivering better results in Iceland.  Based on the observation 
that the public procurement system was deficient and that the private sector had a higher 
performance, the Icelandic Government appointed a committee which contained 
procurement experts from both sectors in order to analyse the current situation, to learn from 
private sector best practices and ultimately to cooperate in developing a new policy.  This new 
public procurement policy foresees, among others, long-term procurement plans connected 
with the budget or joint procurements.  Thanks to this cooperation, it is perceived that 
considerable gains of as much as 50%-60% compared to former framework agreements is 
achieved. 
 
Learning Objectives 

If you attend this Session, you will learn: 
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1. Policy co-developed with public private partnership.  
2. Successful implementation of private sector best practices in the public sector.  
3. Savings achieved by analysing the supply/value chain. 

 

SK1 – Slovakia, Process optimisation based on life events 

Case Summary 
 
This case is about the strategy and necessary steps to achieve improvements in service 
delivery across the Slovak national administration by optimising processes based on life 
events.  It includes the creation of business process architecture in public administration as 
well as a catalogue of life events from the citizen and business perspective.  The transparent 
framework and common methodology for mapping processes across ministries will lead to 
standardisation, interoperability and horizontal integration of services. 
 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How to effectively create business architecture and process model of public 

administration.  
2. A structured approach for creating and up-to date keeping of a life events 

catalogue.  
3. Practical guidelines the Do and Don't, for process optimisation of public services. 

 

SESSION 10:  INCLUSIVE POLICY DEVELOPMENT AND IMPLEMENTATION 

ES1 – Spain, EMPLEA-DIS Project:  to foster the job inclusion of the intellectually disabled 

Case Summary 
 
This initiative, which started in 2008, is about fostering the inclusion of intellectually disabled 
people by giving them on-the-job training at municipal worksites belonging to Madrid Salud 
(the autonomous local public health authority of the Madrid City Council).  This project creates 
a win-win situation by giving disabled people insights into real life working environments and 
by opening the minds of employees and making them aware of issues people with disabilities 
face.  The project has a very positive impact on the disabled people and their families in terms 
of increasing their quality of life as well as on the work climate and on a more humane job 
environment in the municipal worksites. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. The integration of disabled people in public administration workplaces. 
2. How working with people with different abilities creates a more humane work 

environment. 
3. How inclusiveness leads to a win-win situation. 
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SUB-THEME 3 
 
INNOVATIVE SERVICE DELIVERY TO CITIZENS AND BUSINESSES TO 
SATISFY CUSTOMER NEEDS 
 

 

SESSION 11:  PRODUCT DEVELOPMENT IN A SPECIFIC SECTOR 

 

NL1 – The Netherlands, Waste Management and Environment 

Case Summary 
 
This case is about service innovation in the waste management and environmental sector 

carried out by the Dutch waste collection company “Avri”.  This public company underwent a 

drastic policy and business change process in 2010 and turned into a socially engaging, 

sustainable and commercial organisation by investing in staff and technologies. This was 

achieved through a strategic plan, formulated together with staff, which contains ambitious 

and measurable objectives.  Some of the exceptional results achieved are:  a sharp drop in 

costs of waste collection for the last five years (approximately 35% reduction); an innovative 

service development for the management of public space; transparent operational 

management; corporate social responsibility; and sustainability. 

Learning Objectives 

If you attend this Session, you will learn: 
1. How Avri, a governmental organisation, managed to reduce costs by 35% despite the 

fact that it lacks the pressure of competitors.  
2. How Avri transformed itself from a collector of waste to a collector of raw materials.  
3. How Avri invested in people, taking into consideration the social and physical aspect. 

 
 

EL1 – Greece, Development and application of innovative services in the Directorate of 

 Transport and Communications, Region of Crete 

Case Summary 
 
This case regards the modernisation of services in the Directorate of Transport and 
Communications in the Region of Crete.  Faced with multiple challenges such as low 
performance indicators and the absence of modern IT practices, the Directorate of Transport 
and Communication decided to embark on a transformation process and excel in becoming an 
exemplary public sector organisation relying on the pillars of: a customer-focused approach; 
process efficiency; transaction transparency; and an optimal use of available resources. Four 
action lines were implemented to reach this objective: paper record digitisation; business 
process optimisation and standardisation with the involvement of all stakeholders; the 
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development of intelligent e-services; and the design of administrative and back-office 
applications. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How to address bureaucratic processes from the 60’s:  a “Back to the Future” concept.  
2. How to adopt new ethics: Transparency, Service Quality, Process Efficiency. 
3. A step by step guide towards service transformation. 
4. How long waiting queues belong to the past. 
5. How to provide input validation on official government documents. 
6. The importance of digitisation towards avoiding errors in the form-filling process. 
7. Quantification of employees’ productivity. 
8. Why to involve citizens/customers in the service re-engineering process. 

 
 

SESSION 12:  E-SERVICES FOR ALL 

 

IT1 – Italy, e-Prescriptions 

Case Summary 
 
This initiative by the Ministry of Economy and Finance relates to the development and 
implementation of an e-prescription system in order to monitor public healthcare expenditure 
for pharmaceutical and specialist care provisions and to guarantee health care prescriptions’ 
suitability and appropriateness.  Since 2009, this system covers the whole national territory.  
About 50%-80% of all prescriptions are issued digitally nowadays.  This digital system also 
allows patients to check online their healthcare expenditures.  Since 2015, the e-prescription 
system has been used for the registering of patients’ electronic health records.  
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How “e-prescriptions” has been implemented and is actually fully operational on the 

entire Italian territory. 
2. How “e-prescriptions” simplified the access by patients to public health. 

 
 

MT2 – Malta, One Stop Shop addressing the digital divide and 24/07 

Case Summary 
 
The Malta case will focus on the how an innovative service delivery was designed and 
implemented, keeping the citizen needs in mind.  A number of different channels have been 
identified to address different citizen needs.  These have been implemented in a timely 
manner to bridge the digital divide as well as, in parallel, provide 24x7 government services. 
At the same time, in the background, a new fresh image has been given to service delivery and 
also inter-ministry interactions. 
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Learning Objectives 

If you attend this Session, you will learn: 
1. How Malta was innovative to short-circuit the digital divide. 
2. How innovation influenced the Process, Product and Service aspects of service delivery. 
3. The different citizen-contact channels implemented in Malta 

 
 

SESSION 13:  ONE STOP SHOPS 

 

PT1 – Portugal, Citizen Spots: a new model of bringing online public services closer to 

 citizens 

Case Summary 
 
This is an experience by the Portuguese Administrative Modernisation Agency and concerns 
the implementation of “Citizen Spots” - nation-wide single points of access to a wide range of 
online public and private services in order to bridge the digital divide.  There are 418 Citizen 
Spots throughout Portugal, and in Paris.  These Citizen Spots bring online services closer to 
citizens through trained “citizenship-mediators”.  The creation of Citizen Spots was possible by 
numerous entities working together and breaking silos, reviewing back offices and rethinking 
the way of delivering services.  The project increased efficiency of service provision as well as 
effectiveness by reducing waiting time and increasing performance with a take-up of nearly 2 
million users since implementation. 

 
Learning Objectives 

If you attend this Session, you will learn: 
1. The transformation “digital” beings in public service delivery. 
2. How to engage stakeholders at different government levels. 
3. The importance of promoting proximity, digital education and digital inclusion. 

 
 

LV2 – Latvia, Better customer service by cooperation between national and local 

 governments (Latvia) 

Case Summary 
 
This initiative is about offering state and local services through One Stop Shops across Latvia. 
This Network of State and Municipal Unified Customer Service Centres enhances accessibility 
of service provision through multi-channel delivery and the application of the “once only” –
principle. 56 centres were set up at local municipalities and 3 at regional municipalities 
between 2015 and 2016 and around 42,000 applications registered.  With this project, Latvia 
ensures the service provision in rural areas, as many areas have a population density below 10 
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people per km2, which makes adequate service provision under current constrained budgets a 
challenge. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How accessibility to services was enhanced in small municipalities. 
2. How local and state services (cooperation) unified customer centres.  

 
 

SESSION 14:  CENTRAL E GOV POLICIES 

 

NO2 – Norway, More successful public ICT projects – through help and advice from an ICT 

 Council 

Case Summary 
 

This case is about the set-up of an ICT Council in Norway for reducing the risk of failure of ICT 
projects.  This Council consists of 8 CEOs and CIOs from the public and the private sector and 
meets once a month to advise top leaders from state agencies on ongoing ICT projects. In 
addition, the Council issues recommendations on best practice project management and 
change management, and thus encourages learning from best practices. The Council was 
established in 2016.  Since then, advice has been provided on approximately 20 projects and 
the feedback received from project leaders has been very positive.  
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. Why IT projects fail. 
2. How to assist state agencies to achieve successful IT projects. 
3. How to spread lessons learnt and IT knowledge in the public sector. 

 
 

IT2 – Italy, E-Government Large Area – Metropolitan Area of Bari 

Case Summary 
 

This case is about an open standard e-Government framework for the provision of online 
services in 30 municipalities of the Metropolitan Area of Bari.  In order to achieve this 
framework, a network among Municipalities of the Bari Metropolitan Area had to be 
developed with the objective to share standards, technological infrastructures and digital 
services.  Through digitisation and simplification of administrative procedures, this initiative 
contributes to improving services and their efficiency and the digitisation of municipalities.  
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How to apply and define standards in the value chain of e-government service delivery. 



 

 

 

 

 
Email: 9qc@gov.mt 
 

 
 

9QC Organising Team 
 

2017 Maltese Presidency of the Council of the EU 

Website: 9qc.gov.mt 
 

Page 15 

 

  

 

2. How to leverage and homogenise services in all municipalities. 
3. How to share cloud infrastructures and services among municipalities. 

 

SESSION 15:  FACILITATING INNOVATIVE SERVICE CREATION 

 

FR3 – France, Openness and platform state through State Start-ups 

Case Summary 
 

This case explains the creation of a Digital Service Incubator by the French Government, which 
started in 2013.  In this new set-up, an entrepreneur from the public sector is chosen to work 
6 months with freelancers, civil society and agencies on developing a digital solution to a 
specific challenge.  Over 25 solutions were developed in such a fashion by this incubator, 
including the new version of the French Open Data Portal - an application that also assists 
citizens to identify benefits they are entitled to.  These services, their source code and their 
processes are freely available and used by different organisations in other countries. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How to engage agencies in their digital transformation. 
2. How to co-design a public service efficiently with different stakeholders. 
3. How to overcome the difficulties most likely to be encountered in replicating an 

incubator setup. 
 

 
SUB-THEME 4 
 
OPEN AND TRANSPARENT GOVERNMENT AS A SOLID FOUNDATION 
 

 

SESSION 16:  TRANSPARENT PERFORMANCE 

 

NL2 – The Netherlands, Transformation of “Statistics Netherlands” 

Case Summary 
 

This case describes the transformation of “Statistics Netherlands” into an information 
processor and a news organisation.  Statistics are issued as news in a client-oriented manner: 
the agency offers value by describing phenomena within a complex context and creating links 
with current affairs, by sharing data and making information accessible, by innovating through 
cooperation with businesses, governmental and non-governmental organisations and by 
developing statistics using Big Data.  All these initiatives make “Statistics Netherlands” one of 
the world’s top performing statistical agencies.  
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Learning Objectives 

If you attend this Session, you will learn: 
1. How to transform official statistics into operational intelligence for society. 
2. How national statistics and cities collaborate. 
3. How to post statistical story-telling in a post-truth society. 

 
 

CZ1 – Czech Republic, Friendly Office Contest 

Case Summary 
 

The “Friendly Office Contest” describes a voluntary survey/contest carried out in 2016 among 
all Czech municipalities for evaluating the quality of the provided services and for encouraging 
them to improve their service offer.  The high participation rate of around 80% of all 
municipalities certifies their interest in improving their services.  Additionally, best practices 
were identified and made available in a publication for inspiration for other municipalities or 
municipal offices. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. How to motivate municipalities to offer modern and high-quality public services. 
2. About the challenges faced in implementing the “Friendly Office Contest”. 
3. Good practice. 

 
 
 

SESSION 17:  OPEN GOVERNMENT 

ES2 –Spain, Transparency portal of the General Council of the Judiciary 

Case Summary 
 

This case portrays the creation of the transparency portal “José Luis Chacón” of the General 
Council for the Judiciary of the Kingdom of Spain. This portal gives citizens access to: 
information on the General Council for the Judiciary as a constitutional body of self-
governance of the Spanish Judiciary; its economic activities including the use of public funds; 
the agendas of the meetings of the Standing Committee of the Council; and the decisions 
adopted by the said Committee.  The disclosed information also covers the process of 
appointment of Supreme Court Justices and other holders of high judicial offices in Spain (such 
as Court Presidents) and other matters of public interest within the scope of competences of 
the Council. The information provided through this portal is in line with the legal requirements 
for disclosure and responds to a convention framework signed with Transparency 
International Spain, making transparency a guiding principle of the Council.  
 
Learning Objectives 

If you attend this Session, you will learn: 
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1. How the Transparency Portal of the General Council for the Judiciary, the Spanish 
constitutional body responsible for the self-governance of the Judiciary, was created. 

2. How the public’s lack of trust in the institution is being addressed by the General 
Council for the Judiciary. 

3. How accountability is covered by the Transparency Portal. 
 
 

EL2 –Greece, A standardised smart city:  the case of Trikala 

Case Summary 
 

This initiative presents the reorganisation of the structure of the Municipality of Trikala in the 
framework of its smart city strategic agenda for 2025.  On the one hand, a "Smart City Unit" 
was created to carry out strategic management, re-engineer government processes and 
standardise and monitor the entire city processes supervised by the municipality; and on the 
other hand new sets of information systems were installed that integrate organisational units 
and deliver cross-functional services encouraging the co-creation with citizens in service 
development. 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. A concept for municipality’s internal re-organisation based on project based 

management, information cross-border flow and standardisation. 
2. A model for local stakeholders’ collaboration based on accepted standards. 
3. How to enhance internal efficiency through business process reengineering, 

performance monitoring and internal mobility. 
 

SESSION 18:  PARTICIPATIVE GOVERNMENT 

 

RO2 –Romania, “People from Roman Decide!” – assessing citizens satisfaction and their 

 involvement in decisional process 

Case Summary 
 

This project is about citizen involvement in public policy processes at the local level.  Within 
the framework of the campaign “The People from Roma Decide!”, the City of Roman carried 
out a satisfaction survey, which was available online and electronically.  The objective of the 
questionnaire was to involve citizens in decision-making, promote efficiency, effectiveness 
and transparency, and obtain citizens' views on the quality and integrity of public services, 
developments and initiatives.  The answers of the survey were used to identify institutional 
priorities, to formulate objectives, action plans and specific measures to improve activities.  

 
 
Learning Objectives 

If you attend this Session, you will learn: 
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1. Advanced practices and experiences in developing and implementing policies in the 
public service. 

2. The importance of establishing a network with representatives of similar institutions from 
different countries. 

3. Innovative ways of achieving quality results. 
 
 

PL1 –Poland, Transparent management and co-operation with local NGO 

Case Summary 
 
This project was introduced by the Municipality of Morawica to engage civil society in local 
decision-making processes and policy implementation.  The Municipality and citizens jointly 
implement projects with the active participation of citizens in programmes fostering local 
democracy, especially in the area of education and cultural life.  Concrete initiatives included: 
“little schools”; nurseries; local community centres managed by associations; cultural and 
sport activities commissioned by the Municipality and carried out by local civil society 
organisations.  Citizens are involved in local decision-making processes, and are empowered 
to determine investments to be made in their village. 
 
 
Learning Objectives 

If you attend this Session, you will learn: 
1. About local administration in the Municipality of Morawica in Poland. 
2. The importance of cooperation between citizens and NGOs. 
3. About open and transparent governance. 

 
 

SESSION 19:  STAKEHOLDER INVOLVEMENT 

 

PL2 –Poland, “Your City, You Decide” – social participation umbrella programme of the 

 City of Lublin 

 
Case Summary 

 
This umbrella programme is holistically fostering participation by citizens, civil society 
organisations and district councils in local policy-making and city co-development.  The 
programme has contributed to building a constantly evolving and flexible platform of 
cooperation with various stakeholders.  Learning experiences have enabled continuous 
improvement and the introduction of new mechanisms such as the Green Participatory 
Budgeting mechanism.   
 
Learning Objectives 

If you attend this Session, you will learn: 
1. The importance of involving NGOs in the development of policy. 
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2. How participatory budgeting contributes to a better quality of urban space. 
3. The benefits of integration. 
 
 
 

BE3 –Belgium, “Stakeholders join us at the helm” 

 
Case Summary 

 
This case outlines the extensive participation of internal and external stakeholders of the 
Belgian Federal Public Planning Service for Social Integration in their strategy and decision-
making processes.  The aim of this stakeholder-centred way of working is to assist its partners 
(mainly Public Social Welfare Centres) more efficiently in providing a better service to citizens 
who slip through the gaps in the social safety net.  Areas of this strong involvement include: 
the participation and co-design of employees in the institution’s strategy development; 
regular and strategically embedded stakeholder consultations; and the participation of 
persons in poverty in the institution’s strategies to fight poverty. 
 

Learning Objectives 

If you attend this Session, you will learn: 
1. How internal and external stakeholders are involved in the strategic planning 

process of the Belgian Federal Public Service for Social Integration. 
2. How stakeholders’ involvement is structurally embedded through strategic 

partnerships. 
3. How clients’ needs are being assured through their involvement in user groups. 
4. How innovative strategies in the fight against poverty are incorporated through 

participation of experts in the field. 

 

 

SESSION 20:  INTRA-EUROPEAN COOPERATION ON IMPROVING PUBLIC SECTOR 

 PERFORMANCE 

 

EC2 –European Commission, Toolbox 2 and peer learning platform:  European 

 Commission’s support to Member States in good governance 

 
Case Summary 

 
This presentation explains the European Commission’s instruments, initiatives and practices to 
improve public administration in Europe.  In this respect, the fully adapted 2017 edition of the 
“Quality of Public Administration – A Toolbox for Practitioners” will be presented for the first 
time. It contains new or expanded themes such as managing and motivating staff in an era of 
agile administration and automation, informed policy-making or making positive change 
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happen. The in-depth workshop will further discuss the role - and opportunities and 
challenges - of the EU in improving Quality of Public Administration across Europe. The focus 
will be on the value added of transnational cooperation and we will present the case of the EU 
Environmental Implementation Review as an example of “teaching silos to dance” to improve 
policy coherence. 
Learning Objectives 

If you attend this Session, you will learn: 
1. How the EU supports “quality of public administration” in Member States. 
2. About interesting new themes, topics and cases in the 2017 edition of the EU Quality 

Public Administration Toolbox.  
3. How the European Commission tries to foster transnational networking, learning and 

exchange for improving public administration. 
4. How better to promote “good governance and administration” in the future. 
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