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They are at it everywhere. At work, at home, on the train, even in the aisles of supermarkets,
there are people staring at those tiny screens, swiping and flicking their way through emails,
playing games and downloading the latest app.

The smartphone brings convenience, connectivity and instant communication to every citi-
zen. And now is the perfect time for cities across Europe to get smart too.

We don’t mean that every municipality should spend their precious funds developing smart-
phone apps. No, cities need to be much, much smarter than that!

When we talk about smart, we mean a new way of ‘thinking and doing’ that puts citizens,
visitors and businesses — the ‘customers’ of a municipality — first. Cities must be dedicated
to meeting their demands and needs, and continuously improving the services they deliver.
The smartest cities and towns in Europe are discovering how to use technology and redesign
internal operational procedures to deliver more efficient and effective services to their cus-
tomers. Some municipalities may have to reengineer their business processes, some may
choose to centralise their customer service activities. Sometimes they may have to think
more strategically about the channels they use for customer interactions. Perhaps the city
needs a strict structure, or architecture, for its information and communication systems.
Perhaps they may decide to collect, combine and analyse data about their customers to
reveal new insights into their needs and behaviours.

Whatever changes a municipality must make, customer-centricity — the true essence of
‘smart’ — comes down to people. Technology is a means to an end, but a clever new e-service
will all but fail if people don't like it or won't use it. Municipal employees, whether they are
inconspicuous administrators or face citizens every day in a neighbourhood office, must un-
derstand that their work must always focus on servicing customers. Customers, meanwhile,
must be ready to engage with their city authorities and work in partnership to make ever
e-service deliver on its promises.

Customers are certainly at the heart of today’s smart city. In some places there may even be
an app to prove it.



The Smart Cities project brings together local authorities and academic partners from 13
cities in the North Sea region to share ideas and pilot initiatives to make their cities smart.
Over three years they have collaborated to develop and deliver better, more customer-focused
electronic services.

In this booklet we give you our whistle-stop tour of our main findings and conclusions. You
may already be an expert with many ideas and experience in this field. Or you may find our
ideas new, exciting and thought provoking. Wherever your municipality finds itself on the path
to customer-centricity we hope that this publication will inspire you on your journey and point
you to places — people and publications — where you can find out more.

The Smart Cities team

Smart Cities is partly funded by the Interreg IVB North Sea Region Programme of the
European Union.

North Sea Region
Programme 4

Investing in the future by working together
for a sustainable and competitive region




® @ ABOUT SMART CITIES

. ° Bringing local governments and academic
partners together, the Smart Cities project has
spent three years developing and demonstrating a
new baseline for municipal e-services in the North

Sea Region.

¢ ¢ The proposition is simple:
governments that want to serve their
people, need to serve them efficiently.
We must get the most out of every euro
we invest. E-Government is not a niche;
it is the main game in public service

delivery. 99

Neelie Kroes, European Commissioner for the Digital Agenda
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BUILDING ONE EUROPEAN
®g " SERVICE LIST

A service list provides a catalogue of the services
delivered by an organisation.

10 reasons to use a service list

Share resources, content and generic templates.

Define the relationships between services and organisational resources.
Insight into service users.

Insight into the ‘baskets’ of services typically accessed together by
customers.

Improved social inclusion by designing services to meet user demands.
Increased staff productivity.

Information management.

High quality of data.

Data for analysis, costing and benchmarking.

10. Greater interoperability and openness for partnerships.

‘The European Service List’ lists all
the services provided by Smart Cities
municipalities, helping them to share

data, compare their activities and




benchmark their performance. The list
provides an excellent starting point for any
municipality in Europe wishing to draw up
and benefit from a service list.

‘ ‘ Bolton’s whole approach to
information management is
underpinned by the Service List. ’ ’

Sue Devlin - Head of Corporate Information and e Services - Bolton Council SmartCiiies

The Local Government Business
Model lies at the heart of Herefordshire’s
organisational information architecture.
As an industry-recognised model, it is
proving invaluable in helping provide standardisation,
efficient delivery and clear ownership of information across
core aspects of the Shared Services Partnership customer
organisations, alongside a programme of major structural
and cultural change. ,

M
Rob Guthrie - Information Architect - NHS Herefordshire & Herefordshire Coun :%:52‘ —
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® @ RESEARCH

Triple Helix
Bringing government, academic and commercial partners
together for the best result.

The Smart Cities Academic Network brings
together academic and commercial partners from
across the North Sea Region to support the Smart
Cities project.
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The network has provided a wide range of research and
evaluation support to the project, and has helped with
the planning and delivery of a wide range of events,
workshops and publications.




Results

* Practical research reports

» Evaluation of the project's development

* Analysis of the development of e-government in six partner municipalities

* Development of a self-assessment tool for municipalities

» Support of the adoption of co-design across the project

e |Improvements in local service delivery in local municipalities

» Communicating the lessons and findings from the Smart Cities project to policy-makers and
those involved in e-government activities across the EU
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O . WIRELESS MOBILE
.. o 4 different models

Hotspot model
* Best on places with lots of visitors
* Focused on general public
* Low cost, low value
* Free use through sponsoring (pushing content)
Utility model
* Aim to cover as much of a city as possible
* Facilitates the development of professional wireless services
* High cost, high value
* Premium prices for premium services
Grassroots model
* Bottom-up approach (individuals pool assets to get a network)
* Not professional-grade, but good redundancy
* The more people give, the more they get
* Legal pitfalls (authentication, liability,...)
Mixed models READ MORE

* Combining elements of these three models

-
EMdrATirie;

Co-design in
SmartCities

¢ ¢ WiF1 networks should not
be about internet access.

They should be about
delivering services. 99

| . =5 3
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Cases

~—mmy WIRELESS SERMICES

WLAN Hotspot & Shared Content

[

Frpe |
Wireless
Internet

Kortg]

The municipality, the university and the
high schools of Kortrijk linked their hot-
spot networks in the eduroam network.
Wherever there is coverage of hotspots
from these organisations, students have
free and easy access to the internet.
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GEO-BASED SERVICES

Your services will have much more impact when they
are targeted to relevant areas of your city. Geographic
information systems (GIS) give you an excellent view of
the geospatial elements related to your activities. GIS is
great for analysis and decision making.

¢¢ It is estimated that about 80%
of all information contains a
direct or indirect geographical

¢ | egal aspects

¢ Administration

® Business

® Agriculture and forestry

e Energy

* Housing

¢ Environmental protection
¢ | and use

Cases

correlation. 99

e Street management
* Parcel management
e City management

* Demography

e Communication
* Recreation

e Transport

e | ogistics




CUSTOMER SERVICES
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o USING THE SMARTCITIES

... FRAMEWORK & SELF-
ASSESSMENT TOOL TO MAKE
YOUR CITY SMARTER

« Framework for local and regional authorities
to develop a balanced and comprehensive local
e-government policy

« Analysis tool to assess an organisation’s ambitions
and plans for e-government and to identify priority
areas for ‘smart’ solutions
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® @ RETHINKING CUSTOMER
.. o CONTACT CENTRES

The Answer®model

Products/services
and channels

Leadership and Delivery Process and

employees of governance
achievements

Systems and
information

How can you
efficiently serve
your citizens across
different channels?

Seven steps to customer
service improvement

# List all the products and services
you offer (create a service list)

* Decide which services you can offer
through which channel (desk, paper,
telephone, internet, email)

* Find out how your customers want
to access your services, (customer
profiling)

* Develop a channel strategy

* Set up supporting ICT (invest in an
architecture)

* Allow time for change management

* Check the output of your processes
{maonitoring and quality control)

€ € You might think that a customer contact
centre is merely the friendly face of the council, a

communication channel, but we are so much

minra Y1 Airoant cnrdant wrnth s11obarm ore

READ MORE. ..
g
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puts us at the heart of the council’s vision
Rﬂrhlﬂk""g

of customer-centricity. In so many ways, Customer

Contact
Cantprs

the work that we do is also driving internal
change and service improvement. 99

Mark Francis, Manager, City of Edinburgh Council’s Customer Contact Centre

Cases

Ko

\{:TT"" 1777 is the free central
phone number in Kortrijk

= EDINBVR.GH to find information on the

THE CFEY OF LOINBLBGH CORNCL H}r hﬁﬂgiﬂﬂ front and city council and all ser-

- o . back office staff together, ices This niibe
The City of Edinburgh Council es- Al the DuViTo customer can- Ciiinben Rat t.-:fuur- vices offered. This des ber
tablished its customer contact cen- tact centre in Kristiansand, el a]]g:flh::ir R centralises all other infor-
tre almost a decade ago. It now han- Norway, employess are very 8 : Py mation and contact centre

: ecs to learn from each numbers.
dles around 1.5 million phone calls engaged with customers and s e
a year, and deals with complaints everyone treats each other with o o x
2 ! A : and align their work ac-

and enquiries from other service respect. DuViTo opened in

tivities so that the needs
of customers always come
first.

channels - including the municipal April 2003, and provides the
website and email, ‘fromt office’ for Kristinnsand's
health and social services.
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® @ CREATING MUNICIPAL
°@ . ICT ARCHITECTURES

Would you build a house without
drawing up designs and plans?

s managemen models

Interaperability Infermaticn
Chamcteristics for pinicy
the archibeciure Charactenatics for
dhomasins the archilacture
reespoctivaly domaing
nD MG RE- .s - Lehit infarmation systems architecturs respecily
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Technalogy architecture

Just a few of the many architecture tools currently available:

“Tool in the toolbox” MNote

Business process modal

Useful for describing business processes

Business services referance architecture

Useful for describing how services relate to sach other

Business case dascription template

Helps setting up a business case

Lize Case description template

Helps setting up a use case with aclors corresponding to business processas and
organisaticnal participants

Class model, and mapping schema

Useful for describing static information and the relationships between information,
A class modal also describes informational behaviours (methods or operations)

Technobogy reference architecture

Guldance on technical components and how they relale to each other

Business Process Modeiling Language BPMN

Language used to describe business processes

Unified Madelling Language UML

ArchiMate enterprise architecture medeling language

Language used to describe class models

Language for describing an enterprise architecture hitp:fwww.opengroup.org/
archimate/dochts_archimate/
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MY CITY ONLINE:
THE MUNICIPAL WEBPORTAL

Local governments transform their websites
from static information pages to user-
friendly portals that empower citizens

and encourage them to interact with their
ansonmomennen — municipality.

Sorvier impast

Citizen participation

Rate of e-Government Maturity o
technology diffusion a?
Inlo BaweEr nmant -l
-
Service impact Data management Pl
-
-
ot
Government Intereperability .t
onling .,-‘
' L
-"‘...-
Control " - Re-focus on cost, efficiency and qguality
‘v' - Re-centralisation of some strategy and control
.‘
‘l
Pud - Widespread adaption of technology
Cantagion > - Driven by bus_lness need and new technology
* - Decentralisation of strategy and resources
-‘
L]
Initiation  ,* : :
o - Seems like a good idea
a? - Pilot implementations
-l
«®
5 * F
Adapred from Davison et al 2003 Time

A maturity model is a tool that shows the link between an organisation’s experience and the complex-
ity of the services it is able to deliver. As organisations develop skills and experience, they are able to
successfully complete more complex tasks. Maturity models can be used to help organisations iden-
tify the skills they need to be able to deliver complex services in the future,



€ € We have learned over the years that
a good internet presence is an important
tool for a local authority to reach out to its |
customers. A good website is about getting o
the right information to the right people
in their preferred way and improving
workflows for municipal employees. , ,

Nicoline Schambach, Press and Public Relations,
municipality of Osterholz-Scharmbeck
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o IMPROVING BUSINESS
°.. PROCESSES

The Common Process model is a straight forward methodology that helps local
governments to think about, describe and improve business processes in a logical,
strategic and self-reflective manner. This sets them on a path toward transforming
themselves into process-oriented organisations with a customer focus.

Before developing an e-service, process mapping helps to ensure that all the
tasks, operations and systems associated with the new service are optimally and
appropriately designed.

Process modelling will help you to:

e Understand and change business in and between organisations
* |dentify why, what, who and how

e |ntensify communication

e Base changes on knowledge of participants

* Get an overall picture of business practices

7 generic elements in process models:

 Process goal e Activity e Flow
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°9® INTRODUCING CO-DESIGN

Co-design is:

s Concrete work with stakeholders

® More than information sharing

s A Cchange in mindest

* Be driven by what the stakeholders want

s A wholesale change in service design

e A transformation of services, working with end users

Lessons learned:

* Start with the problems your users face

* Focus on design thinking, mainstreaming, citizen engagement and participation
* Be prepared for organisational change

* Work to develop a long-term, trust-based relationship



aseEs

LELIJKE PLEKJES

MOOIE TREKIJES

Lelifke Plekjes was designed 1o create co-designed redesigns of
‘ugly spots” around Kortrijk. The project asked citizens to identify
public places that they felt were tatty, unkempt or unpleasant on the
eye. The project almed to transform these eye sores into attractive,
creative places by making use of the creativity of professional
designers and creative students from various disciplines such as
architecture, arts or urban development.

READ MORE..-
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A landscape designer from the Kristiansand
technical department in a workshop with student
representatives working on the redesign of their schoal-yard
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® @ POLICY & MAINSTREAMING

O
. ® The policy context has a high
impact on the local model of

e-government.

» Showing policy-makers good
models and best practices

« Mainstreaming: all levels of
government must share the
same vision (local->EU)

» Influencing European policy,
based on tangible results

¢¢No good e-government without
good government 99

Policy outputs

* DANS cluster - connecting projects to provide a solid basis to achieve high impact
results

* Triple Helix - bringing together government, academic and commercial partners for
better output

* Citadel Statement — pan-European ‘Call to Action' to implement e-government



* ESD toolkit - helping policy-makers understand their customers and target their
services
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KNOW YOUR CITIZENS

Output vs impact.

+ The Smart Cities toolkit helps municipalities
understand their citizens and target services

« Customer insight lets you know your customers’
context, needs, wishes and preferred channels of
communication and service delivery. This knowledge
can help to make your services more targeted and
efficient

/
it

Tant visw




Get more insight @

www.esd-toolkit.eu
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