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What do e-Citizens expect from e-Government?

Modernising government

nd_interactiv rticipation by introducin new_partnership between citizen an vernment.

This is to be achieved by giving more responsibility and choice to citizens. As far as the Dutch

their new role, the e-Citizen Programme has developed an instrument: the so called e-Citizen
Charter.
'e-Citizen Charter

This charter is deliberately written form the citizens” perspective and consists of 10 qualit

is not only a a customer of services, but also a user of provisions, a subject of law and a

participant in policy-making

T rter is meant for b iti vernment. It allows citizens Il their
vernment t unt for the quality of digital services. Government can use the charter t

examine_external quality of its public_performance

The e-Citi rter is b research i Xisti uality s ms several surv f

itizen's expectations. The findings wer nsolidated and presented for public scrutiny in 2004.
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Development

T rter summarizes neral future view on government as a whole. It is not meant t

dictate strict conformity but should be adaptable to different government levels and policy

they will meet in the future. Citizens will request why this is the case.

At present the charter is not mandatory, but is based on the principle: Comply or Explain. In

mark. Althou v f in the Netherlands. the e-Citizen Charter sily b t

implemented in other countries.

_ |Workbook

The e-Citizen Charter is to be further developed in order to make the quality requirements

information can be found on www.burger.overheidnl

Matt Poelmans

Director, e-Citizen Programme
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________|The 10 topics of the e-Citizen Charter

The charter deals with the major topics of e-Government, which are categorised as follows:

1 Choice of Channel

Transparent Public Sector

Comprehensive Rights and Duties

o~ o o

Personalised Information

Convenient Services

Comprehensive Procedures

Trust_and Reliability

o N o o

Considerate Administration

Accountability and Benchmarking

10 Involvement and Empowerment

first_explained in more detail.




1 Choice of Channel

As a citizen I can choose for myself which way to interact with government. Government

ensures multi channel service delivery, ie. the availability of all communication channels: counter

letter. phone. e-mail. internet

Explanation

vernment organisations it is true that their digital offi ts more visitors than t sical

one. rdingly. attention is right! id to the development of electroni ntacts (e-mail

this is not only because som le ar t familiar with t | s anvb

personal help in certain circumstances, but also because grabbing the phone sometimes is more

practical than starting your computer

Itisam r_of principl i f channel is rer ive of ustomer.

Commercial service providers like banks and insurance companies have rightly understood

. . voect Thot

Si u sical shops. after havi rsu lar umbers clients to shifl inter

banking. Likewis vernment bodies should introduce smart ways of channel management. An

application forms.




This means for my organisation:

This requirement is only feasible when:




2. Transparent Public Sector

s a citizen I know where t ly for official information and public services. Government

guaranties one-stop-shop service delivery and acts as one seamless entity with no wrong doors.

Explanation

When a citizen needs information. a_permit or a_subsidy. he is supposed to find his way to

n 't want to be bothered b ministrative divisions and segment ifferences. Ev

logue of public services. which gives descriptions ss Il of Xistin

rendering the required service or referral to the competent agency.

10




This means for my organisation:

This requirement is only feasible when:

1



3_Comprehensive Rights and Duties

s a citizen I know which services I am entitled to under whi nditions. Government ensures

that my rights and duties are at all times transparent.

Explanation

Each citizen is supposed to know the law. but in everyday life it is not at all easy to be sure

field of pensions).

Digital government can lower thresholds by way of one-stop-shop models, clustering services

f servi rovi ir_personal re stored i safe w mselves

can decide in which cases this information is to be used. It's been called an e-file with access to

a secure digital safe

12




This means for my organisation:

This requirement is only feasible when:

13



4. Personalised Information

s a citizen I am entitled to information that is complete, up t te an nsistent.

Government supplies appropriate information tailored to my needs.

Explanation

imply convertin er bureaucracy into digital bureaucracy will not satisfy many people.
0 . . Jor ; bility. Public inf: :

be available in several forms. First of all. the basic information i mocratic society (lik

laws. regulations and proceedings) should be digitally available in full text. As of 2 in th

www.overheidnl provides ss Il_governm ies their services. Interestingl
the Treaty of Aarhus stipulates that government publish environmental information actively in

digital form

rt from distributi igitally publis riginal uments, e-Governm makes i ssibl

to_shift from a supply driven way of information provision to a demand oriented method. By

ld responsible for mistakes or omissions i ble from i f view ubli

information should be accurate and up to date at all times.

14




This means for my organisation:

This requirement is only feasible when:
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5. Convenient Services

s a citizen I can se to provi rsonal data on nd to be served in a proactive way.

Government makes clear what records it keeps about me and does not use data without my

consent

Explanation

ssar fill_in forms with much of sam rticulars. However, this will only b ssibl
if an organisation is ready t ly_electronic customer (citizen) relationshio management and

workflow management

time. The Inland Revenue in several countries is an example.

final step is proactive service delivery. In this case the service is rendered on the basis

imoor rerequisite i r ures are transpar I sily fi ut w

data is stored b vernment, and for what purpose. A websit scribing all sorts of exchanges

introducing a unified citizen number).
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This means for my organisation:

This requirement is only feasible when:
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6. Comprehensive Procedures

s a citizen I can easily get to know how government works and monitor progress. Government

keeps me informed of procedures I am involved in by way of tracking and tracing.

Explanation

Even well educated citizens who know their way around in government, can get lost in the

incompr sible or un ssaril mplicated. Therefore, by providing insight as to whi

steps have to be taken and how decision making is organised, government might enable better

s proven to be very successful (ordering books, buying tickets on line, sendin rcels S

n). It prevents extra phon lls, saves time (and mon nd enhances consumer satisfaction.

untries wi less stabl litical system, web bled services al n ranspar

rocedures prevent or reduce the risk of irregularities. bribery and corruption. Examples of'

18




This means for my organisation:

This requirement is only feasible when:
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7. Trust and Reliability

s itizen I presum vernment to be electronicall mpetent. vernment guarantees

secure identity management and reliable storage of electronic documents.

Explanation

The shift of contacts from traditional to virtual ways implies that we become more and more

that public authorities are responsible for roads, su responsibility is not usual as far as t

digital highway is concerned (even now that this is a real alternative). In electronic banking a

for collectively. However, fraud or abuse in public matters (imagine electronic voti is not

acceptable and certainly should not be treated lightly.

websites was tr light-heartedly. After protests by citizens action was tak rem

ivil servants should be trai r igital files carefully. This also holds for knowl

bout what to d inst_hacking. phishing and spam. vernment ncy monitors and alerts

archiving.

20




This means for my organisation:

This requirement is only feasible when:
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8. Considerate Administration

s a citizen I can file ideas for improvement and | mplaints. Government compensates for

mistakes and uses feedback information to improve its products and procedures.

Explanation
complaint is an advice which you don't have to for. A learning organisation uses mistakes
v xt_time. It i iti ' i
ustomer friendliness also helps to improv rform _However, thinki rganising from

the perspective of a customer is still a mgjor culture change for the public sector. Because
v | iscipli whi i W

change. other incentives are necessary.

first step is a digital complaints procedure which lowers barriers compared to submittin

rocedure. Although this might lower the threshold for complaints. handling th ssible larger

quantities is easier done electronically

22




This means for my organisation:

This requirement is only feasible when:
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9 4 biity and Benchmarli

s itizen I am able t mopar: k and measur vernment outcome. Government

actively supplies benchmark information about its performance.

Explanation

For many collective services (like pensions. job search. health care. energy supply) which are

ices themselves. To b untable to clients, public feedback m nisms to be in pl

In commercial services a number of methods to compare products and prices are available.

uali nd_service in form of consumer ratings. | report cards ar xampl |

parents to select education institutions. Nowadays this is done in the Netherlands to support

the magjor privatising operation of health insurance and care

Perform [so support a ki f citizens’ role which is call ri | ki

Instead of civil servants monitoring whether companies abide by the rules, private citizens

has suffered because of the fear of terrorism and the accompanying focus on safety and

security
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This means for my organisation:

This requirement is only feasible when:
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Government supports empowerment and ensures that the necessary information and

instruments are available

Explanation

internal efficiency. Is also holds promises in matters of involvement rticipation.

The very methods which improve service delivery can surely be used to promote empowerment.

T i i WWw wij Vi
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This means for my organisation:

This requirement is only feasible when:
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e-Citizen Charter

- As a citizen I can choose for myself which way to interact with government. Government

ensures multi channel service delivery. ie. the availability of all communication channels: counter., letter, phone, e-mail

internet.

Government guaranties one-stop-shop service delivery and acts as one seamless entity with no wrong

doors

consistent. Government supplies appropriate information tailored to my needs.

i rvices - As a citizen I can choose to provide personal data once and to be served in

consent.

| Comprehensive Procedures - As a citizen I can easily get to know how government works and monitor

compensates for mistakes and uses feedback information to improve its products and procedures.

bili d rking - As a citizen I am able to compare, check and measure government

my interests. Government supports empowerment and ensures that the necessary information an

instruments are available
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O burger@overheid

Burger@overheid

The e-Citizen Programme is an independent platform which stimulates the development of
e-government from the citizen’s point of view. To that end it involves citizens, advises government
bodies and monitors progress. Burger@overheid regularly conducts surveys with its own People’s
Panel, annually grants the Web Wise Awards for good practices and at present develops the e-
Citizen Charter with quality requirements for e-government. Burger@overheid is an initiative of the
Ministry of the Interior. The bureau (Director: Matt Poelmans) is part of ICTU, the Dutch implemen-
tation organization for ICT and government. A Steering Committee representing citizen’s interest
groups supervises the proceedings.

e-Citizen Charter

What can citizens expect when e-government is finally implemented? The e-Citizen Charter
provides the answer. This charter consists of quality standards that define the digital relation-
ship between citizen and government (both in the field of information exchange, service delivery
and political participation). These standards are formulated as rights citizens are entitled to, and
matching obligations by government bodies. They are in the interest of both citizen and govern-
ment. It allows citizens to call their government to account for the quality of online contacts.
Government can use the charter to examine the external quality of e-government. Thus the
charter is an instrument to stimulate the further development of e-government from the citizen’s
perspective.

e-Government Award

Burger@overheid annually grants awards for the best government websites. There are two
awards: one granted by the public, and the other is granted by a jury. The award stimulates
government institutions to continuously improve their website. The 2005 winner was the national
Student Grant Authority for meeting best the requirements of the e-Citizen Charter. There is
also an award for the worst government website, the so-called ‘webflop’. In 2005 it was given to
the Second Chamber of Parliament for not succeeding in bridging the gap between citizen and
government.

e-Citizen Panel

A citizen’s panel is used to gather the experiences and opinions of citizens on Dutch e-govern-
ment programmes. This panel consists of 2300 citizens that represent the Dutch population con-
cerning age, education and geographical location. The panel is set up by a specialized research
institute and is consulted several times a year using online questionnaires. Recent topics were:
e-mail response, internet security, transparency, e- voting, e-file. Citizens can also get involved
through the website www.burger.overheid.nl where they can send in ideas and take part in online
discussions.
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