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AUSTRALIA  

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?   

Over the last 25 years there has been a progressive move away from substantial, centralised control of the 

Australian Public Service (APS) administration by a central agency, to an environment in which individual 

departments and agencies have prime responsibility for their own management decisions and actions: 

¶ People management:  The Public Service Act 1999 (PS Act), together with the Workplace Relations 

Act 1996, has represented a culmination of reforms of public sector management with agency heads 

now responsible for managing their staff in order to maximise agency performance.  The devolution of 

employment powers has been in the context of substantial strengthening of accountability for 

performance.  At the central personnel agency level, the strong directive and interventionist powers 

have been replaced by a Public Service Commissioner with a quality assurance role, including 

evaluation and annual reporting on the state of the APS. 

¶ Financial management:  Substantial devolution of employment powers to agency heads has been 

accompanied by major comparable reforms of financial management.  The reforms have included new 

financial management legislation; implementing an outcomes and outputs framework, building on 

earlier work on program budgeting; and introducing whole-of-government financial reporting on an 

accrual basis across the general government sector.  The new framework emphasises performance, 

propriety and accountability.  Like people management reforms, the financial reforms are founded on 

the principles of greater flexibility, devolution and empowerment with clearer accountability for 

results.   

 

Devolution of employment powers to agencies has provided much needed flexibility and responsiveness.  

In this context, the APS is currently focussing on how best to ensure coordinated development of policy 

advice (which understands a range of stakeholdersô views); seamless delivery of policy; and policy 

development informed by delivery.  To help agencies with this challenge, the Governmentôs Management 

Advisory Committee released in 2004 its report Connecting Government:  Whole of Government 

Responses to Australiaôs Priority Challenges and in 2005, Working together: Principles and practices to 

guide the Australian Public Service.   

2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

Key challenges for the Australian Public Service (APS) are: 

¶ Building trust in the APS by making the Values framework set out in the Public Service Act 1999 

work in practice. Senior leaders have a vital role to play in establishing a supportive and professional 

culture and showing decisions-makers how to balance the APS Values, for example fairness and 

effectiveness, impartiality and courtesy, responsiveness and apolitical professionalism.  

¶ Good governance is also vital in building trust. A focus in 2004ï05 for APS agencies has been 

implementing the recommendations from a Review of the Corporate Governance of Statutory 
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Authorities and Office Holders involving the application of two templates of good practice governance 

to relevant bodies These two templates relate to óexecutive managementô and óboardô models. More 

generally, there is a focus on effective governance and assurance for the effective and ethical use of 

resources across the Service. 

¶ Building the right capability for the futureðthis challenge centres around the ageing demographic and 

changing skills profile of the APS workforce, with an increasing emphasis on tertiary qualifications. 

This was highlighted in the Governmentôs Management Advisory Committeeôs recent report Managing 

and Sustaining the APS workforce, which found that to address this new environment, agencies will 

need to adopt strategic and dynamic approaches to managing and sustaining the APS workforce, taking 

account of its increasingly diverse career paths and aspirations. There is a major focus on better 

workforce planning and leadership development. 

¶ Attracting and retaining Indigenous employees and people with a disabilityðin 2004ï05 there has 

been a further reduction in the representation and numbers of Indigenous employees and people with a 

disability in the APS. Strong recruitment and robust promotional strategies are needed to address these 

issues.  A new employment strategy has been recently introduced. 

¶ Ensuring whole of government capabilityðAPS leaders have a vital role in developing whole of 

government capabilities, championing the cultural change process and promoting whole of government 

behaviours.  The challenge involves not only working productively across APS agencies but working 

productively with other jurisdictions and non-government organisations (both private and not-for-

profit) and engaging with citizens.  One element in this is the effective use of e-government processes. 

¶ Improving implementation and service deliveryðhere the focus is on ensuring effective 

implementation of policy and programme decisions, through better planning, project and programme 

management, and capability.  In addition, there is an ongoing emphasis on lifting standards of service 

delivery, including through more seamless approaches. 

 

3. Has there been any evaluation of earlier reform efforts? 

The Public Service Commissioner is required to report to Parliament on the state of the APS each year (the 

State of the Service report). This report is the Commissionerôs primary evaluation tool.  The State of the 

Service report draws on a range of information sources, including a survey of all APS agencies employing 

20 or more staff and an employee survey. 

The Public Service Commissioner also undertakes evaluations of specific issues (eg the approach taken by 

agencies to: embed the APS Values and Code of Conduct into their management practices and procedures; 

managing suspected breaches of the Code of Conduct; and to interactions between public service agencies 

and Ministersô offices.   

The Australian National Audit Office also conducts a programme of performance audits each year, some of 

which are relevant to the evaluation of public service reform.  Among its recent APS-wide reports are 

Managing People for Business Outcomes (2001ï02 and 2002ï03) and Measuring the Efficiency and 

Effectiveness of E-Government and Performance Management in the Australian Public Service (2004ï05). 

The Public Service Commissioner has begun a small scale review of the PS Act to ensure that the 

framework continues to allow for efficient delivery of government programmes and the promotion of 

general government policy initiatives.  The review will consider whether there is scope to simplify existing 

arrangements, without compromising the integrity of management or accountability arrangements. 



 GOV/PGC/MIN(2005)3/ANN 

 5 

Country profile on modernisation responsibilities 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries? 

A number of central agencies have responsibility for elements of public sector modernisation: 

¶ The Department of the Prime Minister and Cabinet is responsible for providing services to the Prime 

Minister and to government to enable the business of government to be managed in an efficient, 

effective and coordinated manner.   The Department is the primary source of advice on government 

and parliamentary policy matters, including the management of the public service. The Departmentôs 

other principal responsibilities include:  assistance to Cabinet and its committees; administrative 

support to the Prime Minister; intergovernmental relations and communications with State and 

Territory governments and government ceremonial and hospitality. 

¶ The Australian Public Service Commission (the Commission) is responsible for developing and 

promoting good practice in managing APS employees; fostering and supporting leadership and 

learning and development in the APS, and promoting the APS Values and Code of Conduct.  The 

Commission also has an important evaluation role in working with agencies to ensure that the APS is 

performing effectively and consistently with the APS Values.  Other responsibilities include oversight 

of Senior Executive Service employment matters and  inquiries into reports of breaches of the Code of 

Conduct and any other matter relating to the APS referred by the Minister. 

¶ The Department of Finance and Administration is responsible for sustainable Government finances; 

improved and more efficient government operations; an efficiently functioning Parliament; and 

effective and efficient use of information and communication technology by the Australian 

government.   

¶ The Department of Employment and Workplace Relations promotes and advises on the Workplace 

Relations Act 1996; and applies workplace relations policy in Australian government employment (eg 

through supporting better practice agency agreement making). (Its responsibilities are wider than the 

public sector, providing the government with advice, programmes and services to achieve an effective 

labour market; higher productivity and higher pay workplaces; and increased workforce participation 

generally). 

3. What role does the Parliament play in the modernisation process?  

As indicated above the Public Service Commissioner must report each year to Parliament on the state of 

the APS (section 44 of the PS Act).   

The Parliament also has a specific mandate to monitor the performance of departments and agencies 

through its committee system eg through considering agenciesô annual reports, examination of estimates 

and special purpose inquiries.  The latter have included inquiries relating to public sector modernisation 

issues eg Recruitment and Training in the Australian Public Service. 

Ministers, including the Minister Assisting the Prime Minister for the Public Service, are responsible for 

the overall administration of their portfolios and are accountable to Parliament for the exercise of 

Ministerial authority. 

http://www.pm.gov.au/
http://coag.gov.au/
http://www.apsc.gov.au/values/index.html


GOV/PGC/MIN(2005)3/ANN 

 6 

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 

The most common mechanism used by APS agencies to obtain feedback from the public is a 

complaints/feedback website link ( reported by 89% of agencies that have contact with the public in 2004). 

Other widely used mechanisms include complaints/feedback phone hotlines (77%) and customer surveys 

(69%).   

 

Examples of feedback mechanisms include: 

 

¶ the Australian Taxation Officeôs  annual community perceptions survey which is a high level measure 

of the general communityôs perception about ATO, taxes and the tax system 

¶ the use of a suite of regular surveys, market research, value creation workshops and written feedback 

to continuously monitor customer satisfaction by Centrelink, which provides a range of government 

services.  

 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups?  

Government regulators in all APS departments and agencies are required to confer with the Office of 

Regulatory Review on the requirement for a regulation impact statement (RIS) for proposals of a 

regulatory nature. Consultation on a proposal and alternative options occurs when a course of regulatory 

action is being considered and should occur as widely as possible but, at the least, includes those most 

likely to be affected by the regulatory action.  

 

In other areas, the kinds of formal consultation mechanisms, and their evaluation, are a matter for 

individual agencies and the Government.  Data on the extent of consultation is collected at a broad level 

and published in the Public Service Commissionerôs annual State of the Service Report which is tabled in 

Parliament.  Agencies have used a variety of consultation mechanisms including surveys and market 

research, formal consultation through open processes, web-based interactions, advisory bodies, 

consultative committees, taskforces and hired consultants. 

 

Key examples include: 

 

¶ Area Consultative Committees (ACCs), which work in partnership with the Department of 

Transport and Regional Services, provide advice to government on important issues facing 

Australiaôs communities and identify opportunities, and development strategies for their regions.  

¶ Centrelink consults with a number of national community reference groups that provide direct 

feedback on and input to Centrelink's service delivery options and models and which include 

representatives of peak community and service delivery bodies. 

¶ In developing HealthConnect, a network of electronic health records that aims to improve the flow 

of information across the Australian health sector, the Australian Government, in partnership with 

the states and territories, has undertaken an extensive programme of investigation, evaluation and 

trials in consultation with stakeholder groups and members of the community.  Work on a staged 
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national implementation of HealthConnect has begun in coordination with the states and territories 

and in full consultation with consumer and health care provider groups. 

 

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

Examples of e-government tools used to extend and improve public information, consultation and 

participation include: 

¶ Centrelink has developed óCommunity connectô, a shared resource with the community sector to 
build better relationships and develop collaborative working arrangements with other community 

based service providers. It allows Centrelink customer service staff and service providers to share 

information via a website. 

¶ The Department of Defence undertook a consultation process to determine what Australians think 

must be done to ensure that we continue to have military forces that are effective and efficient in 

2000. As part of the consultation process in excess of 23,000 copies of the Defence Public 

Discussion Paper were distributed free of charge or downloaded electronically from the Internet. 

¶ The National Archives of Australia has developed a recordkeeping metadata standard which is a 

set of 19 descriptive elements which government agencies can use to improve the visibility and 

accessibility of their services and information over the Internet.   

¶ The Australian Libraries Gateway is a free Web-based directory service which has improved 

access to information about more than 5,400 Australian libraries, their collections and services 

since March 1998.  The Gateway has been developed on behalf of the Australian library 

community by the National Library of Australia.  

¶ The Parliament of Australia web site hosts live webcasting of proceedings of the Senate and House 

of Representatives debates as well as selected committee hearings. 

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist  in your country -- or any other means used to communicate expected standards to both citizens 

and public servants.  

A key mechanism used by the Australian Government to improve service delivery is agency service 

charters. Service charters are based on a set of common principles and contain mandatory elements around 

client service standards, feedback options and reporting on performance. All government agencies 

delivering services directly to the public are required to prepare and implement a service charter. Agencies 

with policy development functions are also encouraged to develop charters.  

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

There has been an increasing trend in Australia in recent years for public services to be delivered by the 

private or not-for-profit sectors. No quantitative data exists on the extent to which such services are now 

delivered by private or not-for-profit sectors. A key example is the delivery of employment services 

through the Job Network.  The Job Network is a system of non-government organisations, both profit and 

non-profit, which have won tenders to provide employment-related services to unemployed people for the 

Department of Employment and Workplace Relations. The Job Network seeks to tailor services more to 

individual needs, and provides an element of choice for individuals over their service provider. 

http://www.defence.gov.au/consultation2/index.htm
http://www.nla.gov.au/
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3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

There are no formal principles on whether to contract public service delivery out to the private sector or 

retain it in the public sector.  This is a matter for government of the day and Ministers will seek advice 

from departments as appropriate in the context of particular policy decisions and the most effective way to 

deliver services.  However, there are Commonwealth Policy Principles for the Use of Private Financing 

and Commonwealth Procurement Guidelines both issued by the Minister for Finance and Administration. 
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AUSTRIA  

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?  

The focus of activities has been and still is on: 

 

Á Combining responsibilities for resources and outcomes: In an effort to decentralise resource 

management and introduce a higher degree of flexibility concerning the use of resources, a specific 

ñflexibility clauseò was integrated into the Federal Budget Act under which certain organisational 

units, e.g. prisons, federal institute for less favoured and mountainous area, Austrian state archives, 

central register of residents etc., enjoy more leeway in, and assume greater responsibility for, 

resource management. This will result in a more acute cost-consciousness and a more efficient use 

of funds. 

In 2005 the federal cost accounting was introduced. Cost accounting shall also be used for the 

establishment of a performance measurement system. At present work is focused on the 

identification of performance indicators. This process shall lead to the generation of a Federal 

Performance Catalogue for each department. This Performance Catalogue shall be modelled on an 

internationally recognised system (COFOG) and thus also permits international performance 

comparisons. 

Since 1997 the Federal Chancellery has been submitting annual performance reports which 

illustrate the depth and quality of the range of its services. Since 2002, the recording, drafting and 

publication of the report have been web-based. 

Á The e-government initiative consists of several projects: One main project is ñhelp.gv.atò. It 

assists citizens in all interactions with authorities. Interactions with authorities, which are often 

highly complex and can sometimes be confusing for citizens, are explained in readily 

understandable and clearly structured form. In its present form Help.gv. offers services in a wide 

range of areas for individuals and business people. It received the e-Europe Award in 2003 and has 

the triple AAA certificate, which enables physically or mentally disabled people to access the 

website easily.  
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The E-RECHT ("Electronic Law") cooperation project between the federal chancellery and the 

Parliament aims at creating one continuous electronic production channel from the invitation to 

comment on legislation to promulgation (on the Internet). Since 2003 more than 460 decisions of 

the national council and the federal council were prepared with E-Recht. 

The project ĂELAK ï Elektronischer Aktñ (ñElectronic fileò) succeeded in replacing paper files by 

electronic files. Today the entire processing of inquiries of citizens and internal administration 

matters is electronically effected in all federal ministries.. 

With the introduction of PM-SAP the public administration strikes a new path. Personnel 

departments are equipped with the appropriate tool for an efficient performance management. 

Procedures and processes are not ruled centrally but jointly agreed.  

Á Quality management and bench learning: The Common Assessment Framework (CAF) is a tool 

to assist public sector organisations across Europe in using quality management techniques to 

improve performance. It provides a simple easy-to-use framework which is suitable for self 

assessments of public sector organisations. Currently more than 900 public administrations in 

Europe, 42 thereof from Austria are using CAF. To study the feasibility of international bench 

learning on CAF and to improve the CAF results of the participating organisations an International 

Bench Learning Project was introduced by Austria, Slovakia, Hungary and Czech Republic. It 

implies the selections of public administration partners abroad, recognized by developing best 

practices, and can be a way to achieve new solutions. It creates an opportunity to adapt innovative 

practices to the specific context of the organization.  

The Speyer Quality Award for well performing public organisations is organised by the University 

of Speyer together with the federal administrations of Germany, Austria and Switzerland. The 

objective of this contest is to give an impetus to broadly-based modernisation and to familiarise the 

general public with innovation projects from diverse fields, thus enabling authorities to learn from 

best practices. 100 public bodies applied for the Speyer Quality Award 2005. 13 out of 28 prices 

were awarded to Austrian public administrations.  

Á Reorganisation of core state activities: In 2005 the local and federal police were merged and a 

lean organisation introduced. The new structure reduces two-tracks, administrative posts and 

simplifies procedures and therefore leads to an increased use of staff employed in the field. Under 

the headline ñFinance newò a widespread restructuring of the tax and revenue offices takes place. 
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Due to merging the total number of offices is reduced from 81 to 40, 2 layers of hierarchy are cut 

out, quality and knowledge management is enforced. Furthermore techniques like teamwork, 

employee empowerment, management by objectives are introduced. Other reorganisation projects 

included the setting up of a central Accounting Agency, corporatisation of the universities as well 

as transferring the tasks of the Federal Pension Authority to the Pension Insurance Institution.  

Á Change Management: Due to the high number of modernisation projects change management is a 

tool of utmost importance. The ministries have conducted massive structural changes and savings 

(see the graphic below): 13 divisions (Sektionen), 54 groups, 121 departments and 225 sub-

departments were abolished in the period 2000 to 2002.  
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The graphic below shows the development of personnel and hived off personnel of the federal 

public sector from 1997 to 2004. The total personnel was reduced by about 28.000 people from the 

peak in 1997 to 173.000 (personnel and hived off personnel), the most recent available data item in 

2004. 
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2.  Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

Á The Development and implementation of an outcome focused performance management system 

for all departments, combining responsibilities for resources and output/outcome represents one of 
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the main challenges. First steps include the preparation and implementation of a new public 

administration budget law which focuses on outcome, efficiency, transparency and truthful picture 

of the financial situation.  

Á The Aging Public Sector moves the emphasis to knowledge management matters. In order to cope 

with the upcoming rush of retirements of civil servants new ways for transferring the knowledge 

from elder to younger employees have to be found. Instruments for a soft transition from 

employment to retirement such as flexitime or part time will be developed. 

Á Ethical values play an increasing role in fighting corruption. Following the understanding of new 

public management employees are facing increased personal responsibility which generates 

increased insecurity about the correct way of behaviour. Common values as well as codes of 

conducts may reduce this insecurity.  

Á Build trust  by involvement of the public. (see dialogue with citizens) 

3. Has there been any evaluation of earlier reform efforts? 

In the Administrative Innovation Programme (VIP), the Federal Government set itself the goal to carry 

out a far-reaching reform of the public administration. A host of planned reform measures have been 

grouped together there. After VIP 1 and VIP 2, VIP 3 is currently on the way. Ongoing project 

evaluation is assured by means of an Internet-based VIP database. The members of the VIP Advisory 

Council and the VIP co-ordinators in the respective ministries are responsible for updating project 

contents on an ongoing basis. Pursuant to the Controlling Regulation, the Federal Ministry of Finance 

may access the VIP database as an instrument for controlling the implementation of measures in 

accordance with its budget controlling function. At the end of one planning period a final report is 

published, as it was the case with VIP 1 and VIP 2. 

Country profile on modernisation responsibilities 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

See Question 2 

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries? 

The council of ministers decides upon modernisation projects, which are initiated and coordinated by 

the federal chancellery. Every department is responsible for the implementation of its reform projects. 

Finally the federal chancellery evaluates the modernisation projects and reports the results to the 

council of ministers.  

3. What role does the Parliament play in the modernization process? 

The Parliament is not directly involved in the modernisation process of public administration. 

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 
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Á At federal level a survey was conducted on the consumer satisfaction, requests and wishes raised 

by the citizens towards the public administration by an external institution in 2004. The results 

were compared with previous surveys. Generally citizens think that public authorities give today 

by far a better impression than they did some years ago. 

Á Besides mystery shopping has been in use since 1998. Anonymous testers of a private institution 

are examining the service, information or advice obtained from public authorities according to 

determined criteria such as professionalism, atmosphere etc.  

Á On the internet platform ñhelp.gv.atò users are invited to submit comments and questions. By 

accessing the Guest Book, users can address individual queries, suggestions or complaints directly 

to the HELP Team. Postings are answered as quickly as possible by the competent bodies or 

persons.  

Á Furthermore several departments such as the federal ministry of justice or the federal ministry of 

finance regularly conduct consumer polls.  

Á At provincial, district and municipal level several approaches are widely used. 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups? 

In the field of consultation mechanisms there is a variety of instruments used to get into contact with 

citizens and civil society organisations at all levels of public administration. As a result a project is 

currently on the way to develop general code of conduct for citizen involvement, which shall be 

decided by the council of ministers. The compliance shall be recommended to all public authorities. 

Some examples of citizen involvement in Austrian public administrations are the following: 

Á ĂYAP - Young rights Action Planñ includes a range of activities to make Austria more friendly 

towards children and young people. The starting point for this initiative was the UN general 

assembly in New York in 2002, were international measures relating to this topic were set out. The 

goal was the generation and implementation of a systematic concept of childrenôs rights. Over 

20.000 children and young people participated in achieving this goal by submitting suggestions. 

Á ñVision Rheintalò (ñVision Rheinvalleyò) tries to foster the cooperation between 29 communities 

in Vorarlberg in order to create a common understanding on interregional topics such as social and 

cultural development, structure of settlements and mobility, landscape, business location, common 

infrastructure as well as regional communication. At think tanks, regional meetings, panels, 

excursions and cultural events citizens are able to participate in the establishment of the vision.  

Á The aim of the Security Partnership Oberdöbling/Vienna is the creation of a dialogue between 

the local police and interested citizens, in order to find joint solutions to local problems as well as 

to raise the safety feeling of the local population. Regular consultation mechanisms include among 

other things a regularôs table, a safety festival and social networks. 

Á The Local Action Plan Education and Employment Munderfing shows how a community is 

able to creatively use its organisational scope. A network between companies, political parties, 

public administration and educational institutions as well as external partners was established in 

order to initiate an exchange of experience and ideas. The network analyses the reasons for local 

labour market problems and develops and implements measures to match the qualification demand 

with the education of the local community. 
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3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

Á The object of the Federal Act on Provisions Facilitating Electronic Communications with 

Public Bodies is to promote legally relevant electronic communication. Electronic 

communications with public bodies are to be facilitated, having regard to the principle of freedom 

to choose between different means of communication when making submissions to such bodies. 

Thus a multi-channel-access to public bodies is ensured. The Act deals with issues like the 

identification and authentication in electronic communications with public bodies as well as the 

use of the citizen card functions in the private sector and according penal provisions.  

Á As it was already mentioned above Help.gv provides information concerning any kind of 

interaction with authorities in a simple and logical format. Users can thus obtain a general 

overview of more than 100 different life situations, ranging from ñbeing a single parentò to 

ñobtaining a passportò or ñprotection of civiliansò, and seek orientation for further steps to be 

taken. Important forms (such as income tax returns, applications for an identity card, etc.) can be 

downloaded from Help, and printed out or completed online via a private PC. The range of forms 

available is continuously expanded and updated. In 2003, the interactions with authorities available 

online (registering a business, finding out the registered domicile of a person, applying for child 

benefits) were supplemented by online interactions with authorities in all Federal Provinces and 

major Austrian towns.  

Á Help-business is based on a co-operation between the Austrian Economic Chamber, the 

Federation of Austrian Industrialists, the Federal Ministry of Economics and Labour, and help.gv. 

Since 2001, business people and individuals who intend to set up a business have been able to 

access this useful service, which offers information on situations occurring in the process of 

running an enterprise. 

Á The project "eïstipendium" ï use of electronic data exchange in granting scholarships has started 

with fall 2002. Its purpose is the use of electronic data exchange by the students grants association 

in handling scholarships. Due to a business-process-re-engineering all necessary students´ data are 

made available for the students grants association through direct access to data banks of different 

authorities (universities etc.). There will be no longer need for the applicants to provide all needed 

data by themselves.  

Á FinanzOnline (ĂFinance onlineñ) is the electronic data transmission of the Austrian finance 

administration on the basis of internet technology. Since 2003 all citizens, companies and 

communities have been having access to this online service. For instance the annual tax declaration 

can be submitted 24 hours a day from the personnel computer without the need of special software.  

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants.  

At present quality standards or charters for public services are not commonly used at federal level. 

Some codes of conduct exist on district and local level.  

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 
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The role of private and not-for-profit sectors in public delivery is increasing. Current examples are the 

delivery of driving licenses by driving schools, motor vehicle registration certificates by insurances as 

well as transport and airport security by private security companies.  

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

There are no formal principles dealing with this topic. 
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BELGIQUE  

1. Veuillez indiquer brièvement sur quels domaines essentiels du secteur public se portent 

actuellement les efforts de modernisation déployés par vos autorités 

¶ Implémenter une structure organisationnelle plus transparente et standardisée, commune à tous 

les ministères 

¶ Créer une vision Ressources Humaines 

- Bas®e sur les comp®tences au lieu de lôanciennet® 

- Cycle dô®valuation des fonctionnaires 

- Double carri¯re: dôexpert ou de management 

¶ Introduction dôune culture manag®riale:  

- mandats 

- nouveaux managers 

- business plans 

- changer les syst¯mes de comptabilit® et de contr¹le [passage dôun contr¹le ex ante ¨ un 
contr¹le ex post, mise en place dôauditeurs, etc.]; 

¶ Une autre manière de travailler : basée sur les processus: 

- Travail par projets 

- Business Process Reengineering 

- Gestion des résultats (Balanced Score Card) 

- Enqu°tes: centration sur lôutilisateur final/le citoyen 

¶ Code dô®thique 

¶ Réduction de la bureaucratie 

¶ E-government 

- Réalisations techniques: FedMAN (Federal Metropolitan Area Network) infrastructure de 

réseau pour la communication électronique entre citoyens, entreprises, travailleurs et autres 

autorités, signature électronique 

- Portail fédéral 

- Carte dôidentit® électronique 

 

2. Veuillez indiquer brièvement quelles sont à vos yeux les principales difficultés auxquelles 

votre pays sera confronté dans sa politique de modernisation ces prochaines années ? (Là encore, 

nôindiquer que les grandes tendances et les temps forts). 
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¶ Lôimpl®mentation des projets de modernisation issus des analyses de ç Business Process 

Reengineering » 

¶ Lôaccroissement des comp®tences 

¶ La pyramide des âges 

¶ Faire plus avec moins 

¶ Utiliser mieux les possibilit®s de le technologie pour lôautomatisation 

 

3. Les efforts de réforme antérieurs ont-ils fait lôobjet dôune ®valuation ? 

¶ Rapport Business Project Reengineering au Conseil des Ministres, mai 2005 

¶ Etude de lôuniversit® de Leuven (Katholieke Universiteit Leuven) sur la r®forme Copernic (par A. 

Van Hondeghem) 

Profil national des compétences en matière de modernisation 

1.  Quel est lôorgane de lôex®cutif (ministère, organisme ministériel ou interministériel) chargé 

de la modernisation ? Quelles sont les autres compétences de cet organe ? 

¶ Le Service Public Fédéral Personnel et Organisation (nouveau nom du Ministère de la Fonction 

publique) pour les aspects (qui constituent également ses compétences) de GRH (y compris e-

HR), d®veloppement de lôorganisation et du management, recrutement et s®lection, formation, 

communication ; 

¶ Le Service Public F®d®ral ICT (Fedict) pour les aspects dôe-government et dôIT ; 

¶ LôAgence pour la Simplification Administrative pour les aspects de simplification administrative. 

2. Quels sont le rôle et les responsabilités de cet organe par rapport au centre du 

gouvernement (Cabinet, Services du Premier ministre et Ministère des finances) et par rapport aux 

ministères fonctionnels ? 

Le Service public fédéral Personnel et Organisation (SPF P&O) a pour mission principale le 

perfectionnement permanent de la politique du personnel et de lôorganisation pour lôautorit® f®d®rale. Il 

supporte le fonctionnement des minist¯res fonctionnels dans ces deux domaines par lôinterm®diaire du 

réseau des responsables Personnel et Organisation de ces ministères. 

La vision du SPF P&O consiste ¨ soutenir le d®veloppement et la mise en îuvre dôune vision 

stratégique orient®e vers le client dans la fonction publique f®d®rale ainsi quô¨ cr®er un environnement de 

qualité reflétant la diversité, dans lequel la gestion des connaissances est centrale et dans lequel le 

fonctionnaire fédéral peut développer ses compétences de manière continue. 

3. Quel rôle le Parlement joue-t-il dans lôeffort de modernisation ? 

Il contr¹le lôaction du gouvernement et de son administration dans ce domaine comme dans les autres. 
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Dialogue avec les citoyens 

1. Veuillez donner des exemples illustrant les principales m®thodes utilis®es dans lôensemble 

du secteur des collectivités publiques pour évaluer ce que les citoyens attendent des services publics 

et de lôaction des pouvoirs publics, et la satisfaction quôils en retirent ? (par exemple, les sondages, 

lôInternet, les ONG, les groupes dôusagers, r®clamations, r®parations, etc.). 

¶ Panels de consommateurs (par ex. sur la sécurité alimentaire) 

¶ Enqu°tes (par ex. pour les plaques dôimmatriculation des v®hicules) 

¶ Analyse des « stakeholders » pendant les BPR 

¶ Gestion des plaintes + ombudsman 

2. Veuillez donner des exemples illustrant les différents types de procédures de consultation 

(en dehors des élections) les plus utilisés pour associer les citoyens et les organisations de la société 

civile ¨ lô®laboration de lôaction des pouvoirs publics. Ces proc®dures sont-elles soumises à 

®valuation et, dans lôaffirmative, quels sont les r®sultats en termes de co¾ts et dôavantages ? Quelles 

sont les mesures prises pour éviter la « mainmise è dôint®r°ts cat®goriels sur les mécanismes de 

consultation ? 

Nihil 

3. Veuillez donner quelques exemples montrant comment les nouveaux outils de 

lôadministration ®lectronique servent ¨ d®velopper et ¨ am®liorer lôinformation, la consultation et la 

participation des citoyens. 

¶ Portail fédéral : e-belgium 

¶ Applications e-office pour le gouvernement local 

¶ Sources authentiques : (Registre national, Banque Carrefour des Données des Entreprises, 

Banque Carrefour des Données de la Sécurité Sociale) : les administrations et les autorités 

doivent partager le plus possible leurs données. 

Efficacité des prestations 

1. Veuillez donner des exemples de normes qualitatives ou de chartes officielles des services 

publics en vigueur dans votre pays, ou tout autre moyen utilisé pour faire connaître les normes 

attendues tant aux citoyens quôaux agents publics. 

¶ Charte de lôutilisateur des services publics 

¶ Documents de référence de la réforme Copernic 
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2. De mani¯re g®n®rale, quelle a ®t® dans votre pays lô®volution dôensemble de la place du 

secteur privé marchand et non marchand dans la prestation des services publics ? Dispose-t-on de 

donn®es quantitatives sur cette ®volution (par exemple, lôaugmentation ou la diminution du volume 

des services publics rendus ou du nombre des prestataires privés, globalement ou dans certains 

secteurs précis) ? 

Nihil  

3. Des principes explicites guident-ils la décision de sous-traiter des services au secteur privé 

ou de les maintenir dans le secteur public ? 

La continuit® du service public, lô®galit® de traitement, la l®gitimit®. 
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CANADA  

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?   

The Government of Canada recently published Management in the Government of Canada: A 

commitment to continuous improvement (available at http://www.tbs-sct.gc.ca/spsm-rgsp/cci-acg/cci-

acg_e.asp).  It is an action plan to further strengthen public sector management in Canada as well as a 

commitment to continuously improve management on the basis of three themes:  an accountable 

government, responsive and innovative.  Under these themes, 16 initiatives to improve the way the 

government manages itself have been detailed  

In an accountable government, people and organizations answer clearly for their performance.  The 

government will implement strong accountability relationships by: 

¶ enhancing Parliamentôs ability to hold the government to account; 

¶ clarifying and reinforcing responsibilities of Ministers and Deputy Ministers;   

¶ strengthening departmental management control systems; 

¶ modernizing Treasury Board oversight; 

¶ reinforcing compliance and promoting quality performance; and 

¶ increasing transparency. 

To be responsive, the Government of Canada will continue to meet greater service expectations and 

ensure that it has the internal processes in place to provide Canadians with easy access to government 

information and programs.  To provide seamless, responsive service the Government of Canada will: 

¶ strengthen service management through service charters and key performance indicators; 

¶ expand Service Canada to deliver more services to enable ñone-stop shoppingò on behalf of other 

departments as well as other levels of government, underpinned by an appropriate accountability 

regime; 

¶ implement smart regulation; 

¶ tailor programs to client needs, particularly as it relates to the design and management of 

horizontal programs and services provided through several departments and agencies; and 

http://www.tbs-sct.gc.ca/spsm-rgsp/cci-acg/cci-acg_e.asp
http://www.tbs-sct.gc.ca/spsm-rgsp/cci-acg/cci-acg_e.asp
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¶ implement shared service organizations that provide departments and agencies with common HR, 

financial and administrative services that have the potential to increase cost effectiveness and 

efficiency and improve system-wide procurement and real property management.  

People, supported by the right tools and systems, are at the heart of an innovative government.  The 

government is: 

¶ implementing a more strategic approach to HR planning and recruitment to recruit the next 

generation of public service employees that reflects the diversity of the public the government 

serves; and 

¶ enriching public service professionalism, competencies and knowledge by providing existing 

employees with the training and modern tools they need to do their jobs and putting the right 

information and systems at their disposal to review operations, establish priorities, make 

intelligent investments and reallocations and deliver results.  

2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

A central challenge is to pursue innovation in order to best respond to the needs of citizens and to do 

this in a manner that reflects high standards of transparency and accountability. The main challenges facing 

public sector management in Canada include the need for: 

¶ Innovation and risk management; 

¶ More transparency and accountability; 

¶ Stronger internal controls and oversight; 

¶ Faster, more responsive service; 

¶ Maintaining a professional public service; 

¶ More coherent planning and management to meet horizontal priorities; and 

¶ Managing information better to manage better with information. 

3. Has there been any evaluation of earlier reform efforts? 

Beginning in the 1950s, strains from the centralized management model were becoming steadily more 

problematic. In 1960, the Glassco Commission was set up to ñinquire into and report upon the organization 

and methods of operation of the departments and agencies of the Government of Canada and to 

recommend the changes therein which [it considered] would best promote the efficiency, economy and 

improved service in the dispatch of public business.ò 
1
  The Glassco Commission credo ï ñlet managers 

manageò ï took hold. In 1967, reforms to the Financial Administration Act led to the creation of a ñstand 

aloneò Treasury Board Secretariat (no longer part of the Department of Finance) with its own minister and 

a mandate to provide management leadership and standards.  The idea was to move away from a highly 

centralized, controls-based financial management system to liberate policy makers and allow more 

freedom for the exercise of departmental autonomy.  

                                                      
1
 Report of the Royal Commission on Government Organization, Volume 1, p. 19 
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A rapid period of expansion in spending, programs and institutions followed. Between 1968 and 1974, 

the federal public service nearly doubled in size as new programs, most delivered directly, were 

introduced. However, by the mid-1970s the adequacy of financial management and control once again 

became a concern. This led to the creation of the Office of the Comptroller General to report to the 

Treasury Board on matters of financial management, program evaluation and internal audit in government 

departments.  In 1979 the Report of the Royal Commission on Financial Management and Accountability 

(the Lambert Commission) recommended the Treasury Board function as a management board, becoming 

a single focus for financial and administrative management to strengthen accountability within 

government.    

By the early 1990s, fiscal pressures had reached a make or break point and the role of Treasury Board 

role changed again.  Various initiatives to collapse and streamline government operations included 

amalgamating the Office of the Comptroller General with the Treasury Board Secretariat, with the 

Secretary to the Treasury Board assuming both roles.  With the advent of Program Review in the mid 

1990s the government continued to move away from concentrating on control and scrutiny of individual 

transactions by departments in favour of a broader, strategic approach to help reign in overall federal 

expenditures.  Rapid reductions in spending were essential for the government to meet its fiscal targets.  

When problems arose, they were often dealt with reactively and on an ad-hoc basis, which often 

involved putting in place more policies and rules.  This had the effect of confusing the system and 

inadvertently undermining appropriate oversight and due diligence.  At the same time, it was becoming 

increasingly apparent that there had to be better collaboration and cooperation across government. Nearly 

all the major issues facing the government were (and continue to be) cross-cutting and interdependent, 

exceeding the expertise or resources of a single department, or often one level of government or even 

government alone to address effectively.  What was needed was a coherent overarching management 

framework to improve performance.  

In 1997, the Report of the Independent Review Panel on Modernization of Comptrollership in the 

Government of Canada argued that these changing management needs meant comptrollership had to 

evolve well beyond a narrow focus on financial controls and accounting as the preserve of functional 

specialists.  A new understanding of comptrollership was needed that embraced performance information 

(financial and non-financial); risk management; control systems, and ethics, ethical practices and values 

(beyond a focus on legal compliance). Furthermore, this approach needed to be embedded in the 

management culture, at every level, not just in management specialistsðand in all government 

organizations, whether at the centre or in operating departments.  

Three years later, the government tabled Results for Canadians: a Management Framework for the 

Government of Canada.  It established four management commitments to improve performance: a citizen 

focus in designing, delivering, evaluating and reporting on activities; a clear set of guiding values to 

govern professional and ethical decision-making; a focus on the achievement of results and on reporting on 

them in simple and understandable ways; and, responsible spending that ensured due diligence and proper 

stewardship of public funds. 

The government has further reviewed its management agenda beginning in 2004 and has just released 

its agenda for continuous management improvement. 

Country profile on modernisation responsibilities 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

http://www.tbs-sct.gc.ca/cmo_mfc/resources2/review_panel/rirp_e.asp
http://www.tbs-sct.gc.ca/cmo_mfc/resources2/review_panel/rirp_e.asp
http://www.tbs-sct.gc.ca/cmo_mfc/resources2/review_panel/rirp_e.asp
http://www.tbs-sct.gc.ca/report/res_can/rc_e.asp
http://www.tbs-sct.gc.ca/report/res_can/rc_e.asp
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Though many of the initiatives in the Government of Canadaôs action plan to improve public sector 

management are led by specific departments, the overall agenda for modernizing management is overseen 

by the Treasury Board of Canada, which is a Cabinet Committee of ministers. This committee is supported 

by the work of the Treasury Board Secretariat (TBS), the Public Service Human Resources Management 

Agency and the Regulatory Affairs Secretariat (Privy Council Office). 

As the general manager of the Public Service, the Treasury Board functions as the government's 

management board, overseeing the operations of the entire Public Service.  The Treasury Boardôs core 

responsibilities are: 

¶ setting the highest standards of public management, consistent with public service values;  

¶ aligning resources to achieve government priorities and results for Canadians;  

¶ overseeing, controlling, and reporting on public expenditures based on sound principles of public 

management (as articulated e.g. in the Management Accountability Framework); and  

¶ serving as the employer of the core Public Service.  

The Treasury Board has a number of instruments at its disposal to fulfill its responsibilities. It 

oversees a suite of administrative management policies that set the performance expectations of the 

government. It scrutinizes and approves all Treasury Board submissions from departments and, through the 

Treasury Board submissions process, provides departments with authority to expend funds in accordance 

with government policies and priorities. The Treasury Board also sets standards for a range of reports to 

Parliament, determines compensation, approves terms of employment, and manages the various pension 

and benefit plans provided for public service employees. 

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries? 

The Treasury Board of Canada Secretariat is a central agency, and as such collaborates with other 

central agencies in the Canadian government, mainly the Privy Council Office (the Prime Ministerôs 

department), the Department of Finance and the Public Service Human Resources Management Agency on 

Canada, to provide advice and oversight to other government departments on management issues.    

Treasury Board is refocusing its oversight role, to move away from putting in place more rules or 

looking at individual departmental transactions, towards relying on better and more timely information on 

program expenditures, human resources, and performance results ï enabled by standardized information 

and business processes across government.  This will allow Treasury Board to focus on significant 

management policy challenges, as well as allocation and reallocation of resources for policy and program 

priorities, and provide oversight of horizontal initiatives and high-risk transactions.   

3. What role does the Parliament play in the modernisation process?  

Parliament plays an essential role in holding the government to account and in the assessment of the 

Government of Canadaôs management performance through Question Period in the House of Commons 

and through parliamentary committees.  Over the past few years, many parliamentary committees have 

made recommendations that have informed the development of the governmentôs management agenda.  As 

the Government of Canada moves forward to the implementation phase of its management improvement 

agenda, parliamentary committees will examine the governmentôs progress and provide further 

recommendations. 
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One of the key initiatives in improving management in the Government of Canada is improving the 

ways in which the government reports to Parliament and therefore, enhancing Parliamentôs ability to hold 

the government to account.  The government will consult with parliamentarians in 2006 to identify their 

priorities for performance information and with parliamentary consent, identify ways to streamline and 

rationalize reports to Parliament.  The government will also examine ways in which electronic reporting 

can be enhanced and in 2006 will initiate annual reporting on human resources and overall government 

management.  

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 

¶ The Service Improvement Initiative was implemented to increase client satisfaction with 

government services. 

¶ Participating in the Citizens First 3 study on how citizens and clients of the Canadian public 

sector perceive the services they receive from governments at the municipal, provincial/ 

territorial, and federal levels. 

¶ Consultation mechanisms include: 

- Public opinion research on specific initiatives; 

- Round table discussions; 

- On-line questionnaires; 

- On-line feedback forms; and 

- Provision of contact information through all communication channels for citizens to express 

satisfaction, dissatisfaction or ask for help. 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups?  

A range of formal consultation mechanisms are used, including: 

¶ ñtown hallò discussions 

¶ consultation with NGOs 

¶ consultation with governments at all levels 

¶ round tables discussions 

¶ public opinion research 

¶ outreach activities by Regional Federal Councils located across the country 

From time to time, and based on an assessment of risk, consultation mechanisms are reviewed by: 

http://www.tbs-sct.gc.ca/si-as/index_e.asp
http://www.iccs-isac.org/eng/pubs/CF3.pdf
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¶ the Auditor General of Canada; 

¶ internal audits; and 

¶ program evaluations. 

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

The Government of Canada has successfully completed its Government On-Line initiative and has 

been recognized as the world leader in e-government for five years in a row (Accenture. eGovernment 

Leadership: High Performance, Maximum Value, 2004.)  The goal of the Government On-Line initiative is 

to use information and communication technology to provide Canadians with enhanced access to improved 

citizen-centred, integrated services, anytime, anywhere and in the official language of their choice. 

Recently there has been significant use of on-line questionnaires to encourage participation by citizens 

in the consultation process.   

Proactive disclosure of information is another important way to make information available to 

Canadians. The government already provides proactive disclosure on the Internet of hospitality and travel 

expenses, reclassification of positions, and contracts worth over $10,000. Beginning in the spring of 2006, 

the government will make information on grants and contributions available through on-line proactive 

disclosure, initially for those above $25,000.  The government will also include responses to serious cases 

of wrongdoing to mandatory disclosure practices. 

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants.  

Officially launched in September 2005, Service Canada collaborates with federal departments and 

agencies and with other governments to bring services together and provide ñone-stop shoppingò in a way 

that is simple and convenient for citizens.  Service Canada has published a service charter that outlines its 

current service commitments to Canadians. Over time, more services will be delivered by Service Canada 

on behalf of other departments, as well as other levels of government, underpinned by an appropriate 

accountability regime. To strengthen the performance relationship between service providers and their 

clients, the Government of Canada will establish more service charters that detail commitments to service 

quality for major areas of service delivery. 

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

Under the auspices of its Policy on Alternative Service Delivery the Government of Canada 

constantly reviews its programs and services to identify opportunities to improve services to Canadians. In 

this context the Government supports innovative organizational arrangements, which are driven and guided 

by its commitment to: 

¶ achieve measurable results in improving citizen-centred service to Canadians;  

http://www.gol-ged.gc.ca/index_e.asp
http://www.gol-ged.gc.ca/ol-lo/ol-lo_e.asp
http://www.tbs-sct.gc.ca/pd-dp/index_e.asp
http://servicecanada.gc.ca/en/about/charter2.html
http://www.tbs-sct.gc.ca/Pubs_pol/opepubs/TB_B4/asd-dmps_e.asp
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¶ ensure value for money by creating efficiencies and establishing partnerships that can enhance 

the government's delivery of responsive programs and services;  

¶ balance the drive for innovative program and service delivery, on the one hand, and respect for 

public sector values and the preservation of the public service of Canada as a vibrant and 

cohesive national institution, on the other hand.  

Alternative Service Delivery entails the pursuit of new and appropriate organizational forms and 

arrangements, including partnerships with other levels of government and other sectors, in order to 

improve the delivery of programs and services.  

Looking back at the Canadian experience with alternative service delivery, there are some common 

themes: 

¶ The Government of Canada has a long and successful tradition of using a wide variety of 

organizational arrangements to deliver services and programs to Canadians.  

¶ The Canadian way is pragmatic and innovative. Successive Canadian governments have 

developed appropriate service delivery mechanisms when it makes sense and is in the public 

interest.  

¶ A case-by-case approach, basing decision making on the merits of each major initiative, has 

given governments the flexibility to put in place the service delivery structures that are most 

appropriate for the context and environment of the time.  

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

The Public Interest Test questions and the underlying Policy Guide to the Government of Canadaôs 

Policy on Alternative Service Delivery are used to determine whether alternative service delivery 

initiatives are in the public interest.   

Governance 

 

¶ Does the new arrangement provide an appropriate decision-making role for ministers?  

¶ Does the relationship with the proponent ensure appropriate links between policy and operations?  

¶ Are the arrangements appropriate for reporting results and other relevant performance 

information to ministers, Parliament and citizens?  

¶ Does the arrangement represent an appropriate balance between the flexibility required for high 

organizational performance and sound governance?  

Official Language Requirements 

¶ Have appropriate provisions been made for respecting Canada's official languages?  

Results for Canadians 

 



 GOV/PGC/MIN(2005)3/ANN 

 27 

¶ Does the analysis of costs, risks and benefits provide a compelling business case for the 

initiative?  

¶ Is the impact on service consistent with the needs, expectations and priorities of Canadians?  

¶ Will the new arrangement increase organizational effectiveness?  

Citizen-centred Service 

¶ Does the relationship between co-deliverers ensure ease of access for Canadians to a wide range 

of government services?  

¶ Will all those interested or potentially affected be informed of the initiative? Is a consultation 

process required? How will this be undertaken?  

¶ Is there a communication plan to make sure that key stakeholders and citizens in general receive 

complete and timely information about proposed changes?  

¶ Are measures in place to ensure continuous measurement and improvement of citizen and client 

satisfaction over time?  

¶ Is there appropriate provision for access to information, preservation of government memory and 

the privacy of Canadian citizens?  

Responsible Spending 

 

¶ Will a framework be in place to guarantee that Canadian citizens receive value for money and 

that accountability for the expenditure of public funds and responsibility to Parliament are 

preserved?  

Values 

¶ Will the proposed arrangement promote values and an organizational culture that are consistent 

with public sector values and ethics?  

¶ Is there confidence that the expected organizational culture (including a framework of values and 

ethics) will materialise?  

¶ Have human resource issues been thoroughly considered, including public servant mobility, 

union considerations, successor rights, continued employment offers, recall rights (in the event 

that employees are terminated), compensation, and pension?  

¶ Will the initiative contribute to federal government identity and visibility?  

¶ What will the impact be on the Public Service of Canada as a coherent national institution?  
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CZECH REPUBLIC  

Introduction  

In the Czech Republic there exists a two-tier system of territorial administration. In the Constitution 

of the Czech Republic  there is anchored the territorial division into basic and higher self-governing units. 

Municipalities are fundamental self-governing territorial units, while regions are higher self-governing 

units. As concerns territorial self-government, it is not vertically hierarchical; resp. there is no superiority 

or inferiority because every territorial self-governing unit has its own competencies, which cannot be 

interfered by other territorial self-governing unit. In the Czech Republic is applied the so-called join model 

of public administration; it means that municipalities and regions exercise in addition to their own 

competencies also the state administration in delegated competence. 

Fundamental Territorial Self -Governing Units (municipalities) 

Municipal self-government was re-established in the Czech Republic in 1990 by the Act on 

Municipalities (the Act No. 367/1990 Coll.). The territory of the municipality is formed by one or more 

cadastral districts. The municipality can be further divided into parts. Each part of the territory of the 

Czech Republic is a part of the territory of certain municipality, unless the special law stipulates otherwise 

(the Act No. 222/1999 Coll., on Provision of Defence of the Czech Republic, as amended by the Act No. 

320/2002 Coll.). 

As of 1st January 2005, there existed 6 248 municipalities in the territory of the Czech Republic.  

Municipalities differ to each other by the scope of performance of the state administration in 

delegated competence. According to the scope of performance of the state administration in delegated 

competence, municipalities with the scope of delegated competence (into this category belong all the 

municipalities) and municipalities with extended scope of delegated power can be distinguished. These 

municipalities perform the state administration in delegated power in the territory of other municipalities as 

well, it means for citizens of other municipalities, which belong to their administrative district. Into this 

category of municipalities belong authorised municipal offices (388) and offices with extended powers 

(205) that are specified by the Act No. 314/2002 Coll., on Determination of Municipalities with Authorised 

Municipal Office and Municipalities with Extended Powers. 

Higher Territorial Self -Governing Units (regions) 

Higher territorial self-governing units are specified by the Constitutional Act No. 347/1997 Coll., 

which came into force as of 1st January 2000. In the territory of the Czech Republic were delimited 

fourteen higher territorial self-governing units. The Constitutional Act delimits territory of individual 

regions by the territory of districts and it comes out from the state of territorial division of the State given 

by the Act No. 36/1960 Coll., on Territorial Division of the State. However, the new established regions 

differ territorially from regions, in which operated the regional National Committees till 1990, and which 

so far represent territorial districts for a number of specialized authorities of the state administration. From 

the territorial point of view, regions established by the Constitutional Act No. 347/1997 Coll. approximate 



 GOV/PGC/MIN(2005)3/ANN 

 29 

to regions, which existed in 1949-1960, and thus generally respect all the regional centres at the medium 

level. 

Territorially Administrative Division  

Besides the territorial self-governments, there operate a number of state bodies (e.g. cadastral offices) 

at different levels in the territory. Their territorial competence does not often correspond with the territory 

of territorial self-governing units. This fact evokes problems in cooperation of public administration 

authorities and in orientation of citizens. Intention of the Ministry of the Interior is to eliminate this 

deficiency by means of harmonisation that shall lead to creation of conditions for a stabilised, transparent 

and unified administrative arrangement of public administration, which enables to citizens and institutions 

the much easier orientation. In connection with the above-mentioned fact, there is a new law on the 

territorially administrative arrangement of the State under preparation. 

By the third quarter 2005, it is possible to say that the above-mentioned reforms fulfilled expectation 

from two distinct points of view. Firstly, a greater transparency was achieved and secondly, diverse 

regional identities began to take root. One of the main challenges is existence of complicated legal system 

which occasionally makes difficulties to find out which specific points of law do apply a particular case. 

General 

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?   

The regulatory reform agenda has become a part of the Central State Administration Reform approved 

by the Government in March 2004. The main goals of regulatory reform are implementation of the 

systematic impact assessment on the regulation-making system, administrative simplification including 

reducing administrative burden and also preparation of the Concept of Better Regulation. This document is 

now being prepared and should be submitted to the Government in 2006. Besides, the Government 

approved by its Resolution No. 421 the paper on Reducing Administrative Burden on Businesses. The 

paper includes an Action Plan of Reducing Administrative Burden on Businesses as well as the 

Methodology of Measurement of Administrative Burden that is based on the Dutch Standard Cost Model. 

The Action Plan includes the tasks of analysing existing regulation concerning the administrative burden 

on businesses by the end of this year and elaboration of the draft law that should change the existing 

regulation to reduce the level of administrative burden by at least 20%. 

A Strategic paper on the development of quality management methods in central state administration 

authorities is being processed by the Office of the Government which will be submitted to the Government 

till the end of the year 2005. It will provide for condition of creation enabling e.g. implementation of a 

Balanced Scorecard method, Job Satisfaction Index, exploitation of a project or strategic management in 

central administration authorities and so on in all central administration authorities. Management training 

has become a dynamically developing area for the last two years. The Institute of State Administration, 

which is charged with training of public servants in central state administration authorities, currently offers 

several courses for middle and top managers in central administration authorities with focus on topics such 

as quality management, project management, process management or management by objectives. 

So called ñthe joint modelò of performance of public administration is used in the Czech Republic 

since the reform of territorial authorities, wherein the municipalities, on the basis of special laws, perform 

state administration together with municipal territorial administration. Effective and first-rate performance 

of territorial public administration plays the key role while developing partnership and civil society in the 

regions. At the moment the care is taken especially of modernisation and development of territorial public 
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administration with special attention given to improvement of legal and economic conditions. The 

problems caused by municipalities´ performance are continuously monitored. The analysis of scope of 

powers of the authorities including suggestions of solutions and calculation of impacts of suggested 

changes on the public budgets are performed. The methodology of calculation of allowance for 

performance of public administration for region and municipality is tried and tested. Coordination between 

central and regional authorities of public administration is analysed.  As the small municipalities do not 

have sufficient founds for maintenance of public administration, the new legislation about inter-municipal 

cooperation is being prepared including motivational financial instruments. 

2.   Bri efly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

The main challenge is to adjust central state administration authorities in order that they are focused 

more on the quality of their services and outputs. They provide and respond in better and more flexible 

way on demand expressed by citizens. Partly, it should be accomplished by the rationalization of the 

current structure of the central state administration authorities including the regulatory bodies. Among 

others, there is also urgent need for better definition of rules for horizontal communication among central 

state administration authorities, reduction of the inter-departmental administrative work and 

ócommunication overloadô of the ministries and the Government as much as possible. 

3.  Has there been any evaluation of earlier reform efforts? 

The strategic paper ĂApproach to Central State Administration Modernization and Reformò approved 

in March 2004 took into account when defining five main areas to be improved within the Central State 

Administration Reform. Recommendations of several precedent evaluation reports were elaborated under 

the international assistance within the programs financed by EU and OECD. This strategic paper was 

conceived as the guidance for implementation of the reform on the Central State Administration level 

following the completed devolution measures taken in the framework of the reform of territorial public 

administration. In order to provide for regular follow-up, the Government charged the Head of the 

Government with submitting annual reports on progress of the Central State Administration Reform to the 

Government where the necessary amendments to the Reform Program may be adopted. 

Country profile on modernisation responsibilities 

1. What government body has responsibility for modernisation? What other responsibilities 

does this body have? 

 The Central State Administration Reform is managed by the Office of the Government. The 

Ministry of the Interior is responsible for modernisation of the regional and municipal government. In 

order to have a full picture it is important to mention that on modernisation process contribute also the 

Ministry of Informatics. 

Within the Government Reform Process, approved by the Government Resolution No. 237 on March 

2004, there exists the Steering Committee of the Central State Administration Reform as the top-level 

operational body of the reform. This body consists of Deputy Ministers of all Central State Administration 

Bodies. The Head of the Office of the Government is charged with co-ordination of activities within the 

projects and respective tasks of the Reform Program and chairs the Steering Committee. For this purpose, 

Department of the Regulatory Reform and Central State Administration Reform within the Office of the 

Government is charged with implementation of particular tasks. 

A legal support for implementation of instruments and methods of quality management in public 

administration already exists in the Czech Public Administration. In this respect, a significant act was the 
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adoption of the National Quality Policy Programme by the Government of the Czech Republic under the 

Resolution No. 458 of 19
th
 May 2000 and the establishment of the Czech Republic Quality Council 

affiliated to the Ministry of Trade and Industry. Assessment of organization performance, sharing 

experience and best practices examples are based on the method of benchmarking, which is being 

appraised by the Ministry of the Interior concerning the quality level of public services in the regions.  

2.  What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries?  

Concerning the Steering Committee, it monitors works on the reform and approves next progress. All 

project outputs within the framework of the total number of 15 projects, to which practical implementation 

of tasks in the reform process is assigned, are submitted to this Steering Committee in order to voice its 

opinion of them before their submission to the Government approval. 

The Czech Republic Quality Council is a government advisory body and has no executive 

competencies. Its role is first of all initiatory. In the framework of the Czech Republic Quality Council 

there were established three working groups for: International Cooperation, Media Promotion and Quality 

in Public Sector. The last mentioned group established by the Ministry of the Interior of the Czech 

Republic initiative, concentrates mainly on support to application of methods of quality management and 

on search of possibilities of quality improvement both in the state administration and territorial public 

administration. The working group is divided into two committees ï the Committee for Quality at the State 

Administration Level, which consists of representatives of the individual Ministries and the Office of the 

Government of the Czech Republic. Members of the Committee for Quality at the Territorial Public 

Administration Level are representatives of Public Administration territorial units. They lead the 

implementation of certain quality methods. 

3. What role does the Parliament play in the modernisation process? 

The Parliament as the legislative body is mainly involved, besides the regular activities of the 

parliamentary committees on public administration both of the Chamber of deputies and the Senate, when 

the proposals of measures to be taken for the reform implementation steps have to be adopted by law. 

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies?  

To increase the awareness about public administration and policies the Ministry of Informatics of the 

Czech Republic created the Public Administration Portal (http://portal.gov.cz) ï started in September 2003. 

To get the information Ăhow a citizen is satisfied wiht Public Administration Portal ñ, there have been 

three rounds of enquires done by marketing research agency STEM/MARK (11/2003, 2/2004, 5/2004). 

Outcomes from these enquires, discussions forums and suggestions of the citizens as well as experts were 

transformed into second phase of the Public Administration Portal development. A lot of new services 

were designed and put into operation; some of them are to be put into operation in the near future (see also 

Dialogue with citizens, point 3). 

The Ministry of the Interior prepared a survey about public opinion information on public 

administration elaborated by STEM/MARK annually. Results from this survey are used for preparing ICT 

projects in cooperation with the association of Czech regions and others institutions of public 

administration. The project electronic portal of local governments ePUSA (www.epusa.cz) is the main 

source of contacts to municipalities for Public Administration Portal. Portal ePUSA helps citizens to find 

http://portal.gov.cz/
http://www.epusa.cz/
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information on contacts to municipalities and serves municipalities to maintain summarized information on 

web services for communication with others portals. 

Within a plan of implementation of Impact Assessment into the Czech legislative system during the 

transitional period which should be completed by the end of 2006 (see below, Dialogue with citizens, point 

2), the direct consultation with the stakeholders is an integral part of this procedure from its very beginning 

as well as the consultation with the general public before the document is submitted to the Government. 

Specific guidelines for the consultation process are also being prepared as a part of the Central State 

Administration Reform and will be submitted to the Government in 2006. 

Concerning the main approaches used across the government sector in order to assess satisfaction of 

citizens, the the Ombudsman performs central role. The Ombudsman concentrates on conflicts with law, 

with principles of democratic, law-abiding State and good governance. Competency of the Ombudsman 

relates particularly to administrative authorities, to bodies of territorial self-government at performance of 

delegated powers, and by the given exceptions to other authorities, especially to the Police of the Czech 

Republic, the Army of the Czech Republic, the Castle Guard, the Prison Service and public healthcare 

companies. On the contrary, competency of the Ombudsman does not relate to the Parliament, the 

President of the Republic, the Government, the Supreme Control Office, intelligence services, law 

enforcement authorities, State Prosecutorôs Offices and courts. The Ombudsman acts on the basis of 

initiative of a citizen or a legal entity or of his/her own initiative. Similarly, he/she can act on the basis of 

initiative submitted by members of the Parlaiment. 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups? 

One of the frequent form of formal consultation mechanism is the local referendum in which the 

competent citizens can only decide on questions which belong to municipal or city own competencies. The 

local referendum is held if the municipal council or the statutory city council decides or if the preparatory 

committee tables a motion for holding the local referendum and the municipal council or statutory city 

council decides on its proclamation. 

Citizens are also for example allowed to take part and express their suggestion in the building 

procedure in the cases specified by the Building Act No. 50/1976 Coll. 

As a part of measures providing for establishing formal consultations measures, a plan of the 

implementation of Impact Assessment into the Czech legislative system, which includes the procedure of 

consultation based on minimum standards, was approved by the Government on 13
th
 April 2005. The 

document also contains the guidelines for conducting the impact assessment according to which four pilot 

projects will be undertaken by the end of 2006. Since 2007, all drafts of primary laws should be the subject 

of full impact assessment; the secondary laws as well as non-legislative documents will follow in due 

course. On top of that, the Government approved the Resolution No. 420/2005 according to which impacts 

on business environment had to be assessed in-line with the respective parts of the guidelines immediately 

after the adoption of this resolution (April 2005). 
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3.  Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

One of the ways of spreading information to public is the Public Administration Portal (further only 

as PAP). In line with information under answer 1, in the second phase of building Public Administration 

Portal there is a number of services already in existence: information database on Czech Law (Acts and 

other legislative documents), information on solving special life situations (application and procedures 

concerning issue of various documents, visas, procedures and form concerning taxation etc. - more than 

300 applications), timetables of public transport etc. There are several new services to be put into life 

shortly ï official electronic panel of local offices, municipalities and some central administrations (to 

display their documents), information on traffic (actual, prevention and other information), discussion 

forum, application called ñour Evaò to enable primary and secondary schools to communicate with parents 

etc.  

Some offices (mainly from the central state administration) such as Czech Telecommunication Office 

have public electronic official panel where they display a lot of documents and also can hold public 

discussions concerning drafts of regulative documents.  

Ministries have discussion forum space directly on their web sites where interested parties can express 

their opinions on documents (mainly of strategic character such as policies and/or drafts of Acts). 

According to the Act No. 106/1999 Coll., on Free Access to Information, as amended they also provide a 

wide range of useful information for citizens on their web sides. Following examples are listed for 

ilustration. The Ministry of the Interior, in the framework of eGovernment activities focused on regions, 

towns and municipalities, supports actively publications of reached results and discussions in this area. It 

participates regularly in several programme blocs of the international conference Internet in State 

Administration and Self-Government. Information and advices from the area of security, interior matters 

and public administration can be found on http://www.mvcr.cz/rady/index.html. In the framework of 

activities of other public administration institutions there was e.g. implemented the Companies Register 

project (www.justice.cz), which is freely available as a public document on web pages of the Ministry of 

Justice. Another project, which aims at improvement information on public administration, is the 

information system of the state social support assisting citizens with application for social benefits 

(http://portal.mpsv.cz/ssp). As another example it can be named a comprehensive web application of the 

information system with the direct accession to information on any plot of land on the territory of the 

Czech Republic, which was created under the responsibility of the Czech Office for Surveying, Mapping 

and Land Register (www.cuzk.cz).  

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants. 

Quality standards for public services exist within the framework of individual legal responsibilities of 

different ministries. For example the Ministry of the Interior is involved in ongoing discussions on the 

regional system of quality. The Ministry of the Interior also organises regular conferences for experts and 

elective representatives and supports development of quality management implementation models at sub-

national level. At present there are running several projects on identification of standards for optimal 

accessibility to public services from the territorial point of view. For 2006 the Czech Republic also plans 

pilot project of Public Service Charters. 
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Specific standards for providing of services already exist for in the area of social-health services for a 

target group of drug users. The Ministry of Labour and Social Affairs developed Personal Standards of 

Quality Social work. These standards are divided into several criteria describing in detail particular 

requirements for different aspects of social work and their fulfilment. These Standards are divided into 

following levels: personal, procedural and operational. From 1. of January 2007 observance of this rules 

will become binding by legislation for all social service providers. Meanwhile they have a character of 

methodological recommendation of the Ministry of Labour and Social Affairs. Majority of social service 

providers is applying this standard even now. For instance they define the necessary standards which have 

to be fulfilled by particular organisations in order to join the network of providers. These standards and 

their detailed descriptions are available on internet (www.mpsv.cz), they are not universal but they shall 

cover public services in the particular region.  

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

It is necessary to point out that in the Czech Republic there are more than 6 000 municipalities from 

which 80 % are below 1 000 inhabitants. NGO, able to provide public services, exist especially in larger 

agglomerations which better generate necessary sources for co-financing NGO activities. In towns and 

municipalities there are more widely allowance organizations of municipalities and regions and less 

common with NGO (it is not utterly valid for national competency organizations such as Charita, Diakonie 

etc., or social care organizations). In spite of this fact, there exist informal recommendations from some 

central state authority directions (particularly Ministry of Labour and Social Affairs of the Czech Republic) 

which accept NGO as good service providers. 

In the Czech Republic there are four basic kinds of NGO: civic associations, public benefit 

corporations, church related legal entities, foundations and fundation funds. 

The important sources of non-profit-making sector financing in the Czech Republic are the public 

budgets. NGO can obtain finances from public budgets in a few main ways: state politics of grants towards 

NGO bound to Main sectors of state politics of grants towards NGO; grants allocated out of the state 

politics of grants; support of research and development; public orders; contracts completed according to 

the Civil Code. Main data about resources given from the state budget which we have in the present 

regarding the state politics of grants. The total amount of grants from all the public budget levels achieved 

5,409 milliard crowns in the year 2003. In comparison with previous years, it means the annual increase of 

approx. 15 %.  

For example from the ministry level, NGO maximally support these sectors with grants: social service 

providing (36 %), sport and physical education development (34 %), culture development and cultural 

heritage preservation (11 %). These three sectors will obtain 80 % of resources which directed at the frame 

of state politics of grants from the ministry budgets to the non-profit-making sector. Total amount of grants 

provided by NGO from the state budget has annually increased of approx. 15 %.  

NGO work in many different public beneficial sectors such as social services, rise and solution sector 

prevention of social risks, environment protection, cultural heritage preservation or sport and community 

life development. 

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector? 

No formal rules which would recommend out sourcing are prepared.  



 GOV/PGC/MIN(2005)3/ANN 

 35 

 

DENMARK  

1.  Key areas of public modernization currently being addressed 

In June 2004 the Danish parliament decided on a structural reform which will come into force on 1
st
 

of January 2007. The reform will ensure that municipalities, regions and the state have their separate 

identity in terms of tasks and responsibilities and the overall goal is to ensure a strong and coherent public 

sector that solves its tasks at the highest possible quality. 

In May 2002 the Danish government launched its public sector modernisation programme entitled 

Citizens at the Wheel.
2
 The programme was focused on creating an open, simple and responsive public 

sector that provides value for money and which is based on the free choice of the citizens. Following the 

2005 general election the re-elected government emphasised the importance of a modern and efficient 

public sector in the government platform New Goals. An up-to-date and effective public sector is seen as a 

significant contribution to the general competitiveness of society and therefore innovation and further 

development of the public sector is a high priority. 

Among the ongoing initiatives regarding public modernization some major projects should be 

mentioned: 

¶ A co-ordinated strategy for increasing the level of choice in the public sector. Citizens are given 

a choice of hospitals and if the waiting list for treatment at a public hospital exceeds two months 

the option of being treated at a private hospital. The elderly are given a choice of residential and 

care homes and a choice between public and private suppliers of care. Furthermore 

schoolchildren are given a choice from public schools. 

¶ Accrual accounting and budgeting reform. In order to increase efficiency in the public sector a 

general budgetary reform, which will be fully implemented in 2007, is currently being prepared. 

By applying private sector accounting principles to the public sector increased transparency and 

cost awareness is introduced. This will lead to more cost conscious behaviour at the 

agency/department level and allow a focus on the use of resources rather that on payments. 

¶ Efficiency strategy. In order to increase efficiency and quality in the public sector, all 

departments in the Danish central administration are from 2004 obliged to produce a so-called 

efficiency strategy. Danish Ministry of Finance has put forward 4 elements that as a minimum 

should be covered. These are: 

- Clear targets for services. 

- A policy for performance contracts between Departments on one hand and agencies or 

Directors Generals on the other hand. 

                                                      
2
 http://www.fm.dk/1024/visPublikationesForside.asp?artikelID=4963  

http://www.fm.dk/1024/visPublikationesForside.asp?artikelID=4963
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- An outsourcing policy for the department. 

- A procurement policy for the department. 

¶ Public Governance ï Forum for Top Executive Management.
3
 The project puts forward top 

executive management as one important answer to the major challenges facing the public sector 

in Denmark. The overall goal is to strengthen the practice of top executive management across 

the entire public sector to ensure good public governance at the top level of our public 

organizations. A codex for good public governance has been published. The next step will be to 

consider how the codex can be an integral part of the top-level managersô leadership development 

and to what extent the managers have to be evaluated according to the criteria.  

2  Main modernization challenges facing Denmark 

The main modernization challenge facing Denmark is first and foremost to successfully implement 

the reforms mentioned above:  

¶ The structural reform 

¶ The strategy for increasing the level of choice in the public sector 

¶ The accrual accounting and budgeting reform 

¶ Efficiency strategies 

¶ Public Governance ï Forum for Top Executive Management 

Furthermore much attention is given to other very relevant projects such as: 

¶ Managing by objectives and public performance contracts.  

¶ Council for Globalization: Denmark faces a challenge from globalization and in response work is 

undertaken to create an innovative public sector for the future. 

¶ Creating a market for non-public suppliers of welfare services as part of the ambition to increase 

the level of choice in the public sector. 

3. Evaluation of earlier reforms 

At the national state level the National Audit Office of Denmark continuously evaluates the 

performance of the public sector. It assesses whether the institutions have applied the funds in the best 

possible way. The National Audit Office of Denmark also offers advice for institutions about how they 

may improve their accounting and how they may obtain better results with fewer resources. 

At the departmental level the Ministry of Finance has developed tools for evaluation as well as these 

tools have been put into use through regular evaluations of the different modernization programmes. 

Finally preparations are being made to establish a municipal institute for evaluation of public service. 

The institute will especially be directed towards the public welfare services which are supplied by 

municipalities to ensure both higher quality and more transparency. 

                                                      
3
 http://www.publicgovernance.dk/index.php?menusub=20&siteid=20  

http://www.publicgovernance.dk/index.php?siteid=22
http://www.publicgovernance.dk/index.php?menusub=20&siteid=20
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Country profile on modernization responsibilities 

1.  What government body has responsibility for modernization? 

No single government body has sole responsibility for modernization within the Danish public sector. 

However the Danish Ministry of Finance coordinates the general modernization process and has a special 

office dedicated to modernization of the public sector. The Ministry of Economic and Business Affairs is 

primarily responsible for contracting out and ensuring private welfare suppliersô access to compete with 

the public suppliers. Furthermore the Ministry of the Interior is responsible for the structural reform and 

the initiatives related to this reform. 

One aspect where there has been established a single body is digitalization and e-Government. A 

Digital Taskforce
4
 has been established within the Ministry of Finance which brings together interested 

parties and works as a catalyst in solving problems of coordination and cooperation in the digitalization 

process across all levels of the public sector. The organisation is untraditional, but at the same time a 

symbol of the cross-level cooperation that is necessary to support the transition process in the public sector 

in an optimal way. 

2. What is the role and responsibilities of this body in relation to the centre of government and 

in relation to line ministries? 

The ministries which are involved in setting guidelines for modernization coordinate the general 

modernization programme. Thereby they can, to some extend, initiate modernization programmes within 

other departments, but generally speaking attempts are made to anchor the projects and especially the 

implementation of modernization projects within the relevant line ministries or institutions. 

3. What role does the Parliament play in the modernization process? 

The modernization programme is part of the governmentôs official platform ñNew Goalsò (2005) and 

has wide support within government. The Danish parliament is generally positive towards the 

modernization process and the parts which have to be passed as legislation have been passed successfully.  

Generally speaking some parts of the modernization programme are ñpoliticalò projects which have 

much attention ï e.g. the focus on increasing citizensô free choice which is very important for the 

liberal/conservative government. Other aspects of the modernization programme are more ñadministrativeò 

in nature and have generally evolved within the public administration without as much political attention ï 

e.g. the accrual accounting and budgeting reform.  

Dialogue with citizens 

1.  Examples of approaches to access citizensô expectations of, and satisfaction with, public 

services and policies. 

If Danish citizens are dissatisfied with public services it is possible to register a complaint with the 

Ombudsmand.
5
 The Ombudsmand is an independent body that oversees the public sector as a whole and 

which can initiate investigations as well as responds to citizensô complaints. 

                                                      
4
 http://www.e.gov.dk/english/egovernment/index.html  

5
 http://www.ombudsmanden.dk/english_en/  

http://www.e.gov.dk/english/egovernment/index.html
http://www.ombudsmanden.dk/english_en/
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Another way to access citizensô expectations is through consumer satisfaction surveys. The Ministry 

of Finance has published surveys on childcare, school and care for the elderly but a systematic approach is 

yet to be developed. 

Local Governance Denmark
6
 collects and publishes comparative local information on satisfaction 

with a number of services including: childcare, kindergarten, pre-school, public school, home care, food 

for the elderly and so on. 

2.  Examples of formal consultation mechanisms that are used to engage citizens and 

organisations the development of the public sector. Are these mechanisms subject to evaluation and, 

if so, what are the results in terms of cost and benefit? What steps are taken to avoid ñcaptureò of 

the consultation process by special interest groups? 

In Denmark we have a well-founded tradition of engaging citizens and consumers of public services 

in the decision making process. Consumer-representation is a prerequisite in:  

¶ School boards 

¶ Local councils for the elderly 

¶ Patient councils at hospitals 

Furthermore several local councils have established citizensô panels where citizens can discuss local 

policy initiatives before the Council makes their decision. The panels are primarily used for dialogue and 

as a means of inspiration but local politicians value the input and take it into consideration. 

3. Examples of how e-government tools are being used. 

Some key examples of how new e-Government tools are being used to extend and improve public 

information, consultation and participation in Denmark are: e-Day, Digital signature and the campaign for 

self-service solutions.  

The e-Day projectsô (implemented as e-Day1 and e-Day2) overarching goal has been to rapidly 

achieve government-wide use of secure electronic communication. Through e-Day government 

organisations are encouraged to offer citizens the ability to communicate digitally with government by 

using their digital signature.  

Digital signature is based on a Public Key Infrastructure, to ensure a high standard of security for 

secure communications between public civil servants and the citizens. The digital signature can also give 

access some personal government files via the web.  

The campaign for self-service solutions aims to inform the population about the numerous digital self-

service solutions that exist in the public sector. An example of these solutions can be found on the website 

Sundhed.dk which is a virtual front door to the public health system in Denmark. Citizens can use this 

website to access information regarding recent encounters they have had with hospitals and emergency 

rooms. Furthermore useful information about public hospitals, treatments and health in general is also 

available. Finally medicine can be bought through the online pharmacy and it is possible to book doctorôs 

appointments. A final example is ToldSkat.dk, where citizens and businesses can do their tax filling online. 

The campaign for self-service solutions produces awareness about the existing self-service solutions 

                                                      
6
 http://www.kl.dk 

http://www.kl.dk/
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through advertisements in the mass media (television, radio, internet and newspapers) as well as through 

local marketing campaigns.  

Delivering results 

1. Examples of formal quality standards or charters for public service 

As a part of the efficiency strategy mentioned above every public institution has to specify goals and 

standards for their offered services. Such goals are closely linked to the public performance contracts and 

should provide the citizenôs with an easy-to-understand outline of what is to be expected from the public 

service providers. The specific goals could (and should) cover the following dimensions: 

¶ Professional quality 

¶ Citizensô perceived quality 

¶ Accessibility 

Furthermore a few formal quality standards which are generally applied can be mentioned: 

¶ If the waiting list for treatment at a public hospital exceeds two months the citizen is given the 

option of being treated at a private hospital. 

¶ Young children are guaranteed childcare within a few months. 

2.  Overall trend concerning the role of the private and non-profit sectors in public service 

delivery. Qualitative data? 

The level of outsourcing is about 22 pct. for the central government, 12 pct. for the municipalities and 

7 pct. for the counties. However, the level of outsourcing seems to have stagnated at the same level in the 

municipalities. 

There are many non-profit or private schools and about 8 pct. of the schoolchildren are enrolled at 

these schools. Enrolment fees are partly financed by public funds and partly by parental payments. Schools 

must be run as non-profit organisations and are typically founded on a specific religious, cultural or 

pedagogical foundation. 

There are also a few suppliers of services within public care but generally speaking the non-profit 

sector in Denmark is almost absent. At the moment there is ongoing political discussion whether non-

public suppliers should be allowed to make a profit from supplying traditionally public services. 

3.  Formal principles guiding the decision on whether to contract out services to the private 

sector. 

In central government it is mandatory to develop an outsourcing policy. An important part of the 

policy is that the institutions have to go through their tasks and services in order to identify areas suitable 

for outsourcing. The activities are divided into three categories: A: Suitable for outsourcing; B: Maybe 

suitable for outsourcing and C: Not suitable for outsourcing. The institutions have to publish ña positive 

listò of tasks and activities that are suitable for outsourcing on the web site. All the tasks on the positive list 

have to be market tested before a fixed date. The complete initial review has to be finalized, within a five-

year period (2007). No task or activity should after this initial period be in the ñmaybe suitable (B)ò 
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category. Institutions have an obligation to explain why a task or activity has been labelled unsuited for 

outsourcing (e.g. that the area is below the threshold). 

Furthermore there is an obligation to tender below the EU threshold in central government (70.000 

EUR), private companies have ñthe right to challengeò and bid for the right to produce public services and 

finally an independent Outsourcing Board has been set up to promote outsourcing. 
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FINLAND  

1. What key areas of public sector modernisation is your government currently addressing? 

Currently the main strategic areas of public sector modernisation are the developing public sector 

productivity work together with the ministries and developing government IT- functions and their steering 

and organisation.  

2.  What do you see as the main modernisation challenges facing your country in the coming 

years? 

The population is aging rapidly and therefore the share of the employed part of the population will be 

decreasing. In a situation where the need for welfare services is increasing, the number of people financing 

the production of services is diminishing. The situation will be especially difficult if the current tendency 

of having a low employment rate and short lifetime employment continues. The competitiveness of the 

Finnish public sector has been rated to the top in international comparisons much due to the efficiency and 

high quality of the public sector. However the productivity of our public sector has not been increasing and 

is in fact decreasing in many areas. This development needs to be stopped by sufficient and effective 

resource allocation as well as by optimising the administrative and service provision processes.  

3.  Has there been any evaluation of earlier reform efforts? 

Most major reforms in Finland have included some kind of an evaluation. A large more 

comprehensive evaluation programme was conducted during years 1995 -1997. This programme evaluated 

all the major reform areas of the previous 10 years (1987-1997). The programme included 12 different 

projects that evaluated the reforms from many different angles (citizenôs view of public service, decision-

makers, efficiency, leadership and working atmosphere, implementation process, policy coherence and 

relevance of reforms).  

Country profiles on modernisation responsibilities 

1. What government body has responsibility for modernisation? What other responsibilities 

does this body have?  

The main body responsible for public sector modernisations is the Ministry of Financeôs Public 

Management Department. The department is also responsible for issues concerning e-government, data 

security, enhancing consultation and international co-operation in the area of public management. 

The Public Management Department is in charge of reforms in central government. The Ministry of 

Interior is in charge of reforms of state local and regional government.  
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2. What are the role and responsibilities of this body in relation to the centre of government 

and in relation to line ministries? 

The Public Management Department is in charge of carrying out reform projects based on the 

Government Programme. The reform projects normally include making suggestions, giving guidelines and 

recommendations. The actual implementation of the projects in the different administrative fields is up to 

the line ministries. The Public Management Department also in some cases supports and monitors the 

implementation work. 

he Prime Ministerôs Office is in charge of the reforms that directly affect how the Government 

(Cabinet) works. A recent example of such a reform is the new system of political state secretaries that was 

adopted less than a year ago. 

The Public Management Department is also the secretariat of the Ministerial Working Group on 

public management and regional development. This group of ministers steer and monitor the public 

management reforms.  

3. What role does the Parliament pay in the modernisation process? 

The Public Management reforms are based on the Government Programme and prepared by the 

Ministry of Finance or other ministries. The projects do not always end in new legislation being drafted. If 

the project includes or ends in new draft legislation then it will of course go further to the parliament. In 

cases where there is no new legislation the decisions are often made on the Government level e.g 

Government decisions in principle about the governance policy. Or alternatively the result of a project can 

be recommendations made by the ministry. Occasionally the government also reports to parliament on 

issues concerning governance, this was for instance the case when the government gave a report on 

participation.   

The parliamentary committees of administration, finances and future are the ones with which the 

Public Management Department has regular dialogue also about the reform issues that are not directly 

handled in the parliament. 

Most reforms have budgetary implications and are thus handled in the parliament as part of the 

budgetary process.  

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? 

Of the centralised ways to keep up-to-date on what citizensô expectations are the most recent is the 

service barometer that has been conducted twice and will be in the future a yearly exercise. It is a survey 

on the views of citizens on public services. Formerly a large survey on citizensô expectations was 

conducted in 1987 and in 1996. The Ministry of Finance has also conducted a study on citizenôs trust 

towards the Finnish ministries. This was done in year 2000.  

In addition to the centralised ways of assessing citizenô expectations the different administrative fields 

and ministries and agencies have different ways of keeping up to date with what citizens expect form 

policies and from public services. 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 
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development of public policy. Are these mechanisms subject to evaluation and if so what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups? 

Consultation in the Finnish administration is widespread. The nature of consultation varies according 

to the level of regulation. In the drafting of legislation, consultation with interested organisations is a 

routine. It is not required by law or policy, but is rather, an unwritten norm of legislative development. The 

two main approaches to public consultation are consultative and advisory committees and circulation of 

proposals for comment. Both approaches are commonly used in drafting legislation, but lower-level 

regulations fall almost entirely under the latter procedure. Public hearings are arranged in some 

administrative fields more regularly and in some more occasionally. In regulatory development, hearings 

are used more and more as a supplement to, or even replacement of, circulating proposals for comment. In 

addition to these rather formal consultative processes, there are also frequent informal contacts, particularly 

between national authorities and interest organisations. Apart from more formal committees where civic 

society organisations can be members, a ministry may also establish, at its direction, less formal working 

groups. Working groups, which may consist of experts and representatives of interest groups, are today 

used more and more often to prepare proposals for legislation or other preparatory work due to the their 

flexibility 

To avoid capture of the consultation process by special interest groups the Finnish Code of 

Consultation states that consultation should be sufficiently extensive. More specifically the code says that 

firstly considering the result of a preparation, it is important that consultation is sufficiently extensive and 

secondly that the number of consultees cannot be limited due to time constraints or other such reasons and 

that at least all interest groups who will be directly affected by an issue under preparation should be 

consulted.  

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

www.hare.vn.fi 

 

The governmentôs register on projects and legal preparatory documents of the Finnish Government is 

both a tool for the authorities and a public information service for citizens. It includes all public projects 

launched by the Government, the Parliament or the ministries. The register makes it easier to get 

information on and to monitor and evaluate the different projects of the ministries. 

www.suomi.fi 

Suomi.fi is the portal for public sector services in Finland. The portal contains information relevant to 

everyday life, arranged under twelve subject areas. In addition to these, there is a section for ñfunctioning 

of the public administrationò 

www.otakantaa.fi ï Share Your Views with Us 

 

Is a discussion forum of the Finnish ministries on the internet where projects are discussed on their 

early stages of preparation. It is a discussion forum for citizens and civil servants and it is open to everyone 

ï no registration is needed. Users publish their own view and comments are used in the preparatory work 

of issues. A resume is made after a discussion and published. Discussion and feedback ï it is not a question 

and answer site. It includes background material and links and archives of all discussions. There are also 

online ïdiscussions with ministers.  

http://www.hare.vn.fi/
http://www.suomi.fi/
http://www.otakantaa.fi/
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Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country ï or any other means used to communicate expected standards to both citizens 

and public servants. 

There is no legal base for charter initiatives in Finnish Public administration. There are also no plans 

to include any regulation to the charter development. The reason behind this is that in this sense the general 

regulation of administration regulates the responsibilities of organizations and civil servants in deep 

enough manner and charters are more of a tool to increase customer orientation in full filling these tasks set 

by legislation.  It is totally optional for the agencies to implement charters 

The charters of individual agencies do not have any legal power but they are really more declarations 

of good service in nature. There is no need to ensure that the charters are drawn up as it is for an individual 

agency to decide if they want to use such a tool to improve the customer orientation of their services. But 

when they are drawn up, full filling the promises made in them is usually followed in the annual reporting 

of the agencies and so used as indicators of the level and quality of their service provision.   

It is quite difficult to say which are the main instruments used for ensuring the quality of public 

services in Finland as there are so many different approaches depending on an organisation and services in 

questions. But as far as the tools used are considered the ones mostly used at the moment seem to be 

EFQM, CAF and BSC.  

2. In general what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend? 

The overall trend in Finland is that the role of private an not-for-profit sectors has been growing in 

public service delivery, not dramatically rather slowly and steadily.  

The main change in Finland over the last fifteen years has been the switching of agencies into state-

owned-enterprises and companies. Out of these former agencies many have in the end been also privatised. 

This has been a major change and sift in the Finnish administration, cutting for instance the central 

government personnel into half the amount it was in early 1990ôs and changing gradually many public 

services into the market. 

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector? 

No 
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FRANCE 

1. Veuillez indiquer brièvement sur quels domaines essentiels du secteur public se portent 

actuellement les efforts de modernisation déployés par vos autorités 

La modernisation de lôadministration concerne essentiellement : 

¶ la gestion publique : la loi organique du 1
er
 août 2001 relative aux lois de finances (LOLF) 

sôappliquera ¨ compter du 1
er
 janvier 2006. Visant à la transparence, à la responsabilité et à un 

v®ritable suivi de la performance, elle contraindra les administrations de lôEtat, dont les marges 

de manîuvre en termes de gestion seront accrues, ¨ pr®senter chaque ann®e  au Parlement des 

projets et des rapports de performance fondés sur des indicateurs incontestables.  

Dôimportants projets sont dôores et d®j¨ en cours dans cette perspective, tels quôun plan de 

g®n®ralisation du contr¹le de gestion ou lô®laboration par chaque minist¯re dôune stratégie de 

r®forme comportant des objectifs chiffr®s dôam®lioration de la gestion, qui passent par une 

rationalisation des structures et de lôorganisation. 

¶ la r®forme de lôadministration territoriale : la déconcentration a connu une accélération récente 

(2004) avec la r®forme de lôadministration territoriale : les préfets de région ont vu accroître leur 

r¹le de coordination des politiques de lôEtat dans le sens de la  simplification et de lôefficacit®. 

Un objectif analogue est poursuivi ¨ lô®chelon des d®partements. 

¶ le d®veloppement de lôadministration ®lectronique.  

La stratégie de mise en ligne des services publics, inscrite dans le programme gouvernemental 

ADELE, est mise en îuvre sur la p®riode 2004-2007. 

¶ la simplification des textes et des procédures et la qualité. 

- Les simplifications administratives en faveur des particuliers, des entreprises et des collectivités 

territoriales sont lôobjectif prioritaire (r®novation des l®gislations trop complexes ; allègement des 

formalités et des procédures ; en regroupement des services dans des guichets uniques ; 

d®veloppement de lôusage des technologies de lôinformation ; suppression des organismes 

consultatifs inutiles ; clarification du droit pour diminuer les risques de contentieux et améliorer 

la sécurité juridique ; codification du droit pour le rendre plus accessible) 

En 2003 et 2004 deux lois ont habilité le gouvernement à simplifier le droit par ordonnances. 

Trente-six ordonnances ont été prises sur la base de la loi du 2 juillet 2003 et, à ce jour, 46 

ordonnances sont publiées sur la base de la loi du 9 décembre 2004 et une vingtaine devraient 

°tre publi®es dôici la fin de lôann®e 2005. La refonte de 15 codes est pr®vue dôici juin 2006. Une 

troisi¯me loi est en cours dô®laboration (les usagers, les associations, les entreprises et les 

collectivités territoriales en bénéficieront). Une loi « anti-lois è permettra dôabroger les 

dispositions législatives obsolètes ou redondantes. 

-  Lôam®lioration de la qualit® du service rendu : 
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- mise en place dôune liste dôengagements (charte Marianne) sôappliquant ¨ lôensemble des 

services de lôEtat recevant du public et appel®e ¨ sô®tendre ¨ dôautres acteurs publics (organismes 

de protection sociale, ®tablissements de sant®, collectivit®s locales é) ; 

- garanties données au public sur la qualité des prestations par le développement des démarches 

de certification ; 

 -organisation annuelle dôun concours (troph®es de la qualit® des services publics) visant ¨ 

distinguer des initiatives exemplaires. 

¶ La modernisation de la GRH 

Au cours des années récentes la réforme de la  GRH a concerné trois domaines essentiels au 

renouvellement du management : 

- lô®valuation des fonctionnaires : la r®forme de 2002 a permis de responsabiliser lôensemble de 

la chaîne hiérarchique et de créer les conditions dôun management par objectif plus transparent ; 

- la réforme des régimes indemnitaires : les nouvelles dispositions introduites en 2004 permettent 

dôassurer aux fonctionnaires une r®mun®ration ®quitable et de mieux distinguer la part de la 

rémunération liée au poste de travail occupé et celle liées aux résultats. La réforme, applicable 

dans les administrations centrales, sera étendue ensuite aux services déconcentrés ;  

- la r®forme de lôencadrement sup®rieur : comme nombre de ses partenaires de lôOCDE, la France 

consid¯re que la conduite du changement et lô®volution des modes de management suppose une 

r®forme exemplaire de la gestion de lôencadrement sup®rieur. En 2003, ont ®t® pr®vus la cr®ation 

dôune mission permanente pour le pilotage de lôencadrement supérieur ; une formation 

obligatoire lors de lôacc¯s ¨ des responsabilit®s sup®rieures ; un mécanisme expérimental de 

rémunération à la performance. 

- un dispositif interminist®riel dôanimation du changement a ®t® mis en place depuis 2004 pour 

adapter les principaux processus de GRH (recrutement, affectation, mobilité, gestion des 

promotions, structure des rémunérations) au nouveau contexte de gestion résultant de la mise en 

îuvre des dispositions de la LOLF)au 1
er
 janvier 2006.  

2. Veuillez indiquer brièvement quelles sont à vos yeux les principales difficultés auxquelles 

votre pays sera confronté dans sa politique de modernisation ces prochaines années ?  

¶ la modernisation de la gestion publique nécessite de nouvelles pratiques qui se fondent sur la 

formation initiale et continue des agents. Elle implique une adaptation des organisations et de 

leur mode de fonctionnement. La difficulté dans ces matières est de concilier des objectifs de 

court terme (réponse à des impératifs de nature politique où lôurgence pr®vaut) et des objectifs 

dont la réalisation exige de la durée.  

¶ la déconcentration comporte une double limite : dôune part le fait que les citoyens tendent ¨ 

toujours consid®rer lôEtat comme lôultime responsable, et ce malgr® la d®centralisation, qui a 

fortement r®duit ses moyens, et dôautre part le fait que chaque minist¯re est attach® ¨ ses 

attributions et est tenté de conduire de façon autonome les politiques dont il est responsable. 

¶ le d®ploiement des d®marches qualit® dans lôadministration suppose une stratégie de changement 

à moyen terme dans un contexte de contrainte financière forte et de rareté des compétences en 
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mati¯re de gestion, de management et de m®thodes dans le domaine de lôam®lioration de la 

qualité. 

¶ il existe enfin des obstacles de nature culturelle : la fonction publique française a une culture 

traditionnellement fondée sur des normes juridiques très développées et des procédures très 

formalis®es qui laissent peu de marges dôappr®ciations aux acteurs op®rationnels. La culture de la 

prise de risque et la promotion des initiatives locales représente un changement très important qui 

n®cessite lôadh®sion des fonctionnaires. Les aspirations des nouvelles g®n®rations, moins 

d®sireuses de sôins®rer au sein de structures hi®rarchiques complexes que de voir leurs initiatives 

reconnues et valorisées, sont de nature à faciliter les mutations. 

3. Les efforts de réforme antérieurs ont-ils fait lôobjet dôune ®valuation ? 

Lô®valuation des actions conduites en mati¯re de modernisation de lôadministration a fait lôobjet de 

multiples études et rapports confiés à diverses instances, personnalités ou sociétés spécialisées. 

Le Parlement, ¨ lôoccasion de lôexamen du projet de loi de finances annuel, ainsi que du projet de loi 

de règlement, se prononce sur la base des rapports présentés par les commissions : cette procédure 

conna´tra une am®lioration notable avec lôapplication de la LOLF. 

La Cour des comptes a ®galement  eu lôoccasion de conduite des enqu°tes sur la politique de 

modernisation, quôil sôagisse de la pr®paration de la mise en îuvre de la LOLF, de lôEtat d®concentr®, de 

la gestion des ressources humaines, de lôadministration ®lectronique, ou des programmes de simplification. 

Le comit® dôenqu°te sur le co¾t et le rendement des services publics, qui dépend du Premier ministre, tout 

en étant rattaché à la Cour des comptes, a plus particulièrement cette vocation. 

La GRH a notamment fait lôobjet de deux rapports publics de la Cour des comptes en 1999 et 2001 

qui ont d®nonc® un certain nombre dôinsuffisance ayant depuis lors fait lôobjet de mesures correctrices. La 

juridiction financière a mis en place un dispositif de suivi des recommandations de ces rapports et évalue 

chaque ann®e la port®e et lôefficacit® des dispositions prises par le Gouvernement pour améliorer la gestion 

de lô£tat. Côest ainsi que les mesures prises pour corriger les lacunes de la politique indemnitaire font 

lôobjet dôune ®valuation annuelle. Il en r®sulte un ®change f®cond et mobilisateur qui, par la tension quôil 

crée, est porteur de progrès notables. Comme dans les autres secteurs de la gestion publique, les 

inspections g®n®rales jouent un r¹le permanent dô®valuation de la politique RH.  

Des rapports ponctuels sont traditionnellement confiés par le Premier ministre, ou par tel ou tel 

ministre, ¨ des personnalit®s ind®pendantes afin dô®tablir un bilan et de tracer des perspectives sur un 

thème de réforme. 

Un dispositif original a été mis en place en 2004, qui a consisté à soumettre les stratégies 

minist®rielles de r®forme lôappr®ciation ¨ un comit® dô®valuation ind®pendant qui, avec lôappui dôun 

consultant, sôest prononc® non seulement sur la qualit® des strat®gies, mais, ¨ intervalles r®guliers, sur la 

r®alit® de leur mise en îuvre. 

Outre les inspections générales à vocation interministérielle (inspection générale des finances, 

inspection g®n®rale des affaires sociales, inspection g®n®rale de lôadministration), chaque minist¯re dispose 

de sa propre inspection qui proc¯de r®guli¯rement ¨ lô®valuation des r®formes entreprises. La préparation 

de la mise en îuvre de la LOLF a fait lôobjet dôun suivi permanent par des membres des inspections 

g®n®rales r®unis au sein du Comit® interminist®riel dôaudit des programmes. A compter de lôautomne 2005 

il est prévu de demander aux inspections générales de conduire dans les ministères des audits sur des 

domaines dôactivit® se pr°tant ¨ une modernisation en profondeur. 
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Les ®valuations ®clairent les choix du Gouvernement en mati¯re de r®forme de lôadministration.  

Profil national des compétences en matière de modernisation 

1. Quel est lôorgane de lôex®cutif (minist¯re, organisme minist®riel ou interminist®riel) charg® 

de la modernisation ? Quelles sont les autres compétences de cet organe ? 

Un principe a été fixé en 2002 : chaque ministre est responsable de la modernisation de son 

administration. Côest donc ¨ lui au premier chef quôil revient dôengager les r®formes. 

En fait, ¨ lô®chelon interminist®riel, lôimpulsion et la coordination rel¯vent pour lôessentiel : 

¶ du Premier ministre lui-même, qui adresse aux ministres et aux préfets instructions et circulaires ;  

¶ du ministre de la fonction publique, pour ce qui concerne la GRH : il dispose pour cela de la 

Direction g®n®rale de lôadministration et de la fonction publique, qui a un r¹le dôimpulsion, 

dôanimation mais aussi de régulation juridique et politique en matière de gestion des ressources 

humaines.  

¶ du ministre des finances, pour ce qui concerne la r®forme de lôEtat ( gestion publique, plans de 

modernisation, simplifications, administration électronique mais aussi réforme budgétaire) : il 

sôappuie sur quatre structures, la Direction de la r®forme budg®taire, la D®l®gation ¨ la 

modernisation de la gestion publique et des structures de lôEtat, la D®l®gation aux usagers et aux 

simplifications administratives et lôAgence pour le d®veloppement de môadministration 

®lectronique, qui devraient °tre prochainement r®unies aux sein dôune Direction g®n®rale de la 

modernisation de lôEtat . 

¶ du ministre de lôint®rieur, qui a autorit® sur les pr®fets, pour ce qui concerne la réforme de 

lôadministration territoriale : il sôappuie sur la direction de la modernisation et de lôadministration 

territoriale. 

2.  Quels sont le rôle et les responsabilités de cet organe par rapport au centre du 

gouvernement (Cabinet, Services du Premier ministre et Ministère des finances) et par rapport aux 

ministères fonctionnels ? 

La coordination dôensemble est assur®e par le Premier ministre qui est assist® de conseillers 

responsables des différents domaines de la modernisation ainsi que du Secrétaire général du 

Gouvernement, qui joue une rôle central en matière de suivi du travail gouvernemental, notamment 

sôagissant des projets de textes r®glementaires ou l®gislatifs. 

Dans chaque ministère il existe un haut fonctionnaire chargé de la modernisation et de la 

déconcentration, le plus souvent un secrétaire général, directement placé auprès du ministre : il est à la fois 

le relais des instructions donn®es ¨ lô®chelon interminist®riel et le responsable de la coordination des 

réformes entreprises au sein du ministère.  

3. Quel rôle le Parlement joue-t-il dans lôeffort de modernisation ? 

La LOLF accroît fortement les compétences du Parlement dans ce domaine : destinataire des 132 

projets et rapports annuels de performance, il sera à même de se prononcer sur les résultats des politiques 

conduites, non seulement du point de vue de leur efficacité (point de vue de la société) et de leur qualité 
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(point de vue des usagers), mais également de leur coût (point de vue des contribuables ; ce qui renvoie à 

lôappréciation de la qualité de la gestion).  

Le Parlement, qui a ®t® ¨ lôinitiative de la LOLF, est tr¯s attentif aux conditions de sa mise en îuvre. 

Au sein du Parlement il existe une commission des « lois » permanente liée au travail législatif pour 

chacune des deux assembl®es. Les rapports parlementaires permettent dô®clairer les choix 

gouvernementaux en mati¯re de r®forme r®glementaire, de modernisation de lôadministration et de 

simplification.  

Chaque ann®e le Parlement est destinataire dôun bilan des r®alisations des ministères en matière de 

simplification du droit et des procédures, de nature législative et réglementaire. Ce rapport permet ainsi de 

mettre en lumi¯re les efforts de simplification effectu®s par le Gouvernement et dô®clairer le Parlement. 

Le Parlement intervient chaque année, lors du débat sur la loi de finances, sur nombre de thèmes de 

modernisation de la GRH. Il concentre son attention sur lô®volution des effectifs mais ®galement sur la 

gestion des fonctionnaires, notamment sur la formation, la sélection et la gestion des cadres supérieurs et 

dirigeants. En dehors du débat préalable au vote de la loi de finances, des rapports particuliers relatifs à la 

gestion de ministères ou de divers organismes publics abordent la dimension RH. Les nouvelles modalités 

dôexamen des cr®dits et des r®sultats de lôactivit® des services, ¨ compter du printemps 2007, am®liorera 

sans aucun doute la port®e du contr¹le parlementaire dans la mesure o½ lôoptimisation de la GRH est, dans 

la plupart des services publics, le principal facteur de production des résultats. 

Dialogue avec les citoyens 

1. Veuillez donner des exemples illustrant les principales m®thodes utilis®es dans lôensemble 

du secteur des collectivités publiques pour évaluer ce que les citoyens attendent des services publics 

et de lôaction des pouvoirs publics, et la satisfaction quôils en retirent ? (par exemple, les sondages, 

lôInternet, les ONG, les groupes dôusagers, r®clamations, r®parations, etc.). 

Des enquêtes de satisfaction sont régulièrement réalisées par les entreprises publiques (RATP, SNCF, 

La Posteé) et certains ®tablissements sous tutelle de lôEtat ayant un public nombreux (agence nationale 

pour lôemploi, organismes de protection socialeé). Certains de ces organismes ont ®galement mis en place 

des systèmes de traitement des réclamations.  

Lô®coute des usagers est une pratique qui demeure rare dans les services de lôEtat. Les actions 

existantes sont g®n®ralement issues dôinitiatives ponctuelles et isol®es dans le temps. La mise en place de la 

charte Marianne est lôoccasion de faire ®voluer cette situation, puisquôelle sôapplique ¨ tous les services de 

lôEtat et comporte des engagements sur le traitement des r®clamations et lôinterrogation du public sur ses 

attentes et sa satisfaction. Dans ce cadre, est ®galement encourag®e la mise en place de comit®s dôusagers.  

2. Veuillez donner des exemples illustrant les différents types de procédures de consultation 

(en dehors des élections) les plus utilisés pour associer les citoyens et les organisations de la société 

civile ¨ lô®laboration de lôaction des pouvoirs publics. Ces proc®dures sont-elles soumises à 

®valuation et, dans lôaffirmative, quels sont les r®sultats en termes de co¾ts et dôavantages ? Quelles 

sont les mesures prises pour éviter la « mainmise è dôint®r°ts cat®goriels sur les m®canismes de 

consultation ? 

Les procédures de participation des citoyens et la société civile à l'action des pouvoirs publics a fait 

l'objet d'un guide pratique "La participation des usagers/clients/citoyens au service public" largement 

diffusé par la Documentation française en 2003. 
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La participation des citoyens : elle passe par la réclamation orale ou écrite. ; la médiation (ex. le 

médiateur de la République; le médiateur du ministère de l'économie, des finances et de l'industrie, le 

m®diateur de lô®ducation nationale) ; le comité consultatif organisé en accord avec les usagers et le service 

public pour débattre d'un ordre du jour (ex. les conseils de quartier; les comités de ligne de transports) ; les 

réunions d'utilisateurs participent à l'amélioration du service en jouant le rôle de "citoyen responsable" ;les 

r®f®rentiels (ex.la ville du Havre et le r®f®rentiel "Qualiville"; la mise en îuvre d'une d®marche de 

certification de services par l'ASSEDIC) ; le référendum local ; les sondages d'opinion ; les enquêtes de 

satisfaction ponctuelles ou régulières ; la conférence des citoyens (ex. transport public, OGM) ;le débat 

public (ex. l'extension du port de Nice ; le projet d'aéroport de Nantes) ; le recours en justice. 

Deux structures ont été créées pour représenter les intérêts des citoyens et des organisations de la 

société civiles, le COSLA (comité d'orientation pour la simplification du langage administratif créé en 

2001) et le COSA (comit® dôorientation pour la simplification administrative, créé en 2003) 

Ces procédures font l'objet d'évaluations à l'aide d'une série d'indicateurs et notamment : existence 

d'une réponse, existence d'une étude sur le sujet, changement/suppression du dysfonctionnement, 

satisfaction réciproque, mesure de l'impact des décisions, pérennité. 

Ces procédures de participation conduisent à améliorer la relation à l'usager, en permettant aux 

services publics  de connaître les attentes des usagers du service, d'identifier les dysfonctionnements et 

sujets d'amélioration, d'identifier les usagers acteurs potentiels de l'amélioration du service, d'anticiper sur 

les attentes, d'utiliser la créativité des usagers, d'améliorer le service et son image. 

Les démarches de participation étant relativement récentes en France, elles n'ont pas encore fait l'objet 

d'évaluation des coûts. 

3. Veuillez donner quelques exemples montrant comment les nouveaux outils de 

lôadministration ®lectronique servent ¨ d®velopper et ¨ am®liorer lôinformation, la consultation et la 

participation des citoyens 

¶ Lôinformation du public 

Le portail de lôadministration fran­aise ç www.service-public.fr è permet aux usagers dôacc®der,  ¨ un 

large ®ventail dôinformations et de services en ligne  Ce portail, qui re­oit plus de deux millions de 

visiteurs par mois, met notamment à la disposition des citoyens des informations sur les procédures liées 

aux évènements de la vie et les liens pertinents pour effectuer les démarches en ligne afférentes. Ainsi que 

les données publiques essentielles, en particulier la législation en vigueur. 

Il offre ®galement lôacc¯s aux sites Internet officiels de lôensemble des minist¯res et plus 

généralement des services publics aux niveau central et territorial. 

Par ailleurs, le site www.vie-publique.fr propose aux citoyens des informations très complètes sur les 

dossiers des politiques publiques et donne accès à la bibliothèque des rapports publics. 

Il offre de surcroît des liens sur les sites de référence de la vie publique et facilite la  participation des 

citoyens aux forums publics thématiques. 

¶ la consultation et la participation du public 

Dans le cadre de la r®alisation du programme ADELE, lôAgence pour le d®veloppement de 

lôadministration ®lectronique (ADAE) a mis en place un  baromètre semestriel grand public Adèle, qui 

http://www.vie-publique.fr/
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permet de suivre l'évolution des opinions du grand public sur l'administration en ligne et le déploiement de 

nouveaux services 

Dans le même esprit sont effectués des sondages ad hoc sur les thématiques de l'administration en 

ligne et déclinés par public cibles (femmes, seniors, agents,  etc.). 

LôADAE r®alise ®galement des sondages en ligne pour le lancement de chaque nouvelle 

téléprocédure. Cette formule a été utilisée au profit du service de changement dôadresse en ligne. 

Lôobjectif de ces sondages est de faire ®voluer les diff®rentes versions dôun m°me service en tenant 

compte des attentes et des observations exprimées par les usagers. 

Ainsi, le développement du portail personnalisé «  mon.service-public.fr », projet majeur et 

structurant du programme gouvernemental ADELE, fera-t-il lôobjet en novembre 2005 dôune 

exp®rimentation aupr¯s de 500 personnes, par le biais de lôInternet et du t®l®phone, Les r®sultats de ces 

tests seront exploités pour la finalisation du projet cible. 

De la même façon, un forum en ligne devrait être mis en place dans la prochaine version du site 

Internet de lôADAE. Il devrait sôagir dôun forum fonctionnant service par service, plut¹t destin® aux 

professionnels.    

Concernant lôObservatoire de lôInternet, g®r® ®galement par lôADAE, il contribue indirectement ¨ la 

consultation des usagers sur la mise en place dôoutils dôadministration ®lectronique, car il a pour objectif 

dôassurer une veille sur les ®tudes, sondages et bonnes pratiques dôadministration ®lectronique en France et 

¨ lô®tranger, dont les enseignements seront ensuite mis ¨ profit pour am®liorer la qualit® des services en 

ligne propos®s par lôadministration fran­aise.      

Efficacité des prestations 

1.  Veuillez donner des exemples de normes qualitatives ou de chartes officielles des services 

publics en vigueur dans votre pays, ou tout autre moyen utilisé pour faire connaître les normes 

attendues tant aux citoyens quôaux agents publics. 

La charte Marianne est une liste dôengagements portant sur les diff®rentes formes dôaccueil : elle 

sôapplique dans tous les services de lôEtat depuis d®but 2005 et doit sô®tendre ¨ dôautres r®seaux dôacteurs 

publics.  

« Pour vous faciliter lôimp¹t » est un programme de 9 engagements appliqué dans tous les services 

locaux des administrations fiscales.  

La « charte dôaccueil et dôassistance aux victimes è sôapplique dans services de police et de 

gendarmerie.  

Plusieurs administrations encouragent la certification de leurs services sur la base de référentiels de 

service : « Qualifisc » pour les centres des impôts, « Qualitrésor » pour les services de la comptabilité 

publique, référentiel pour les préfectures et sous préfectures, référentiel des centres de formation du 

minist¯re de lôagriculture, r®f®rentiel des agences locales de lôANPE (agence nationale pour lôemploi). 

On peut également citer « Qualiville, r®f®rentiel d®di® ¨ lôaccueil dans les communes, sur la base 

duquel quelques mairies sont certifiées. 
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2. De manière générale, quelle a été dans votre pays lô®volution dôensemble de la place du 

secteur privé marchand et non marchand dans la prestation des services publics ? Dispose-t-on de 

donn®es quantitatives sur cette ®volution (par exemple, lôaugmentation ou la diminution du volume 

des services publics rendus ou du nombre des prestataires privés, globalement ou dans certains 

secteurs précis) ? 

Chiffres d®taill®s non disponibles dans lôimm®diat.  

Sôagissant du poids des d®penses des administrations publiques dans le PIB il est ¨ noter quôil est 

passé de 53,5 % en 2003 à 53,7 % en 2004 

2.  Des principes explicites guident-ils la décision de sous-traiter des services au secteur privé 

ou de les maintenir dans le secteur public ? 

¶ Lôexternalisation est une pratique de modernisation de la gestion publique puisquôelle sôinscrit 

dans le contexte de recentrage sur le cîur de m®tier des administrations, comme le mentionnent 

les stratégies ministérielles de réforme. 

La d®cision dôexternaliser r®pond ¨ une triple logique : 

- compétitivité et réactivité accrues par le biais de nouvelles strat®gies dôorganisation et dôune 

plus grande flexibilité ; 

- optimisation des coûts de gestion et de production ; 

- instauration dôune relation gagnant-gagnant entre la personne publique et la personne privée. 

Les missions externalisables sont diverses. A titre dôexemple, les principaux projets des 

minist¯res de la Justice, des Fiances et de lôInt®rieur sont les suivants : 

Ministère de la Justice : construction des établissements pénitentiaires, surveillance électronique, 

gestion mixte des établissements pénitentiaires. 

Ministère des Finances : contrôle des véhicules lourds, garantie et poinçonnage des métaux 

précieux. 

Minist¯re de lôInt®rieur : maintenance du parc automobile, gestion des appels en cas de crise, 

construction et maintenance immobili¯re, information et communication, travaux dô®dition. 

¶ Les contrats de partenariat ont re­u un cadre l®gal avec lôordonnance du 17 juin 2004  permet ¨ 

une collectivité de confier à un tiers (entreprise privée) le soin de financer, concevoir tout ou 

partie, construire, maintenir ou gérer des ouvrages ou des équipements publics ou des services 

qui concourent aux missions de service public de lôadministration  dans un cadre global de 

longue durée et contre un paiement effectué par la personne publique et étalé dans le temps. 

Ces contrats permettront lôacc®l®ration des r®alisations  une meilleure transparence des choix 

publics (co¾t global) lô®talement du paiement, et apporteront une garantie de performance. Ils 

sont particulièrement adaptés à certains projets (infrastructures de télécommunication, voirie, 

éclairage public, bâtiments scolaires, hôpitaux, services sociaux, équipements culturels et 

sportifs) 

 



 GOV/PGC/MIN(2005)3/ANN 

 53 

 

GERMANY  

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?   

The federal administration has undergone comprehensive modernisation since 1999 under the 

government programme entitled ñModern State ï Modern Administrationò. The government programme 

includes the key initiatives on modern public governance, on reducing bureaucracy and on e-government, 

which complement each other to form a strategically-based reform programme. Over 500 individual 

measures that are part of these initiatives aim to create a federal administration that does more and costs 

less.  

The modern public governance initiative aims to create a modern public governance and resource 

management system that is strictly focused on meeting the needs of those whom administrative activity is 

targeting. The reform of the public service is intended to boost the individual responsibility, motivation 

and commitment of staff and to improve the quality and economic efficiency of public service provision. A 

key point is the introduction of service-oriented payments. In addition, the career structure for civil 

servants, which has been very detailed structured up to now, is being made more flexible.  

By launching the Initiative to Reduce Bureaucracy, the Federal Government has begun to eliminate 

unnecessary regulations and bureaucratic obstacles. A total of 75 projects have been launched, 30 of which 

have already been successfully completed, in 5 strategic fields of action (the labour market and self-

employment; trade and industry and small and medium-sized businesses; research, technology and 

innovation; civil society and honorary appointments as well as government services for businesses and 

individuals). Proposals from the regions are being gathered and implemented as part of the project 

involving the ñreduction of bureaucracy and deregulation from the regionsò . A further key project in the 

Initiative to Reduce Bureaucracy is the streamlining of federal legislation: The first step being taken is to 

abolish all the regulations which, although technically still in force, no longer have any practical impact. 

The second step is to improve the quality of legal standards. The modernisation of tax enforcement aims 

to simplify tax legislation (ñtax return at the press of a buttonò).  

In order to achieve better lawmaking on a permanent basis and to prevent needless bureaucracy, 

greater use is to be made of regulatory impact assessments in future in accordance with the guidelines set 

out in the Joint Rules of Procedure of the Federal Ministries.  

The e-government initiative BundOnline 2005 stands for a modern, IT-based administration. The 

target set in the year 2000 of providing all the federal administrationôs Internet-capable services online by 

the end of 2005 was achieved at the end of August 2005. The range of online services provided is to be 

extended in the future.  

The joint e-government strategy Deutschland-Online is making the administrative services provided 

by the Federal Government, the Federal Länder and the Communes available online, is networking portals 

and is developing joint infrastructures and standards.  



GOV/PGC/MIN(2005)3/ANN 

 54 

2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

The most important challenge will be to safeguard the governmentôs capacity to act and provide 

solutions to problems given the effects of globalisation, the shift in competency to supranational 

organisations and demographic change against a backdrop of decreasing state resources and growing 

expectations of the state on the part of citizens.  

The challenges involved in the modernisation process over the next few years include:  

¶ Implementing the model of an activating state that confines itself to performing its core tasks and 

encourages the involvement of all social groups,  

¶ Reducing unnecessary bureaucratic obstacles and achieving better lawmaking,  

¶ Reforming the public service and improving the performance orientation and flexibility of staff 

and leadership skills as well as compensating for the consequences of demographic trends,  

¶ Further simplifying tax enforcement through a radical modernisation of the income tax system: 

Introduction of a ñtax return filled out in advanceò (in conjunction with electronic systems such 

as the ñvirtual tax cardò ),  

¶ Making use of the Internet and other modern technologies to enable individuals and businesses to 

deal with administrative matters simply and cost-effectively (for example, introduction of a 

JobCard, which can be used to access centrally all the necessary data required by various 

administrations).  

3. Has there been any evaluation of earlier reform efforts? 

The government programme ñModern State ï Modern Administrationò was evaluated by a scientific 

body in 2001. Besides administrative policy, all the state reform measures are subject to ongoing quality 

control.  

Country  profile on modernisation responsibilities 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries? 

The Federal Ministry of the Interior is responsible for implementing and fine-tuning the government 

programme ñModern State ï Modern Administrationò.  

It co-ordinates the measures taken in respect of modern public governance on an interministerial 

basis. The central management body for the modernisation of the administration is the interministerial 

Committee for Organisational Matters, in which the senior officials in charge of organisation and 

modernisation at all the ministries are represented. The Federal Ministry of the Interior is also responsible 

for the Federal Governmentôs e-government initiative, for the modernisation of the public service and for 

the Initiative to Reduce Bureaucracy. The central management body for the Initiative to Reduce 

Bureaucracy, in which the Federal Ministry of the Interiorôs task is cross-sectional co-ordination, is a 
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Committee of State Secretaries. The programmes, the strategic fine-tuning of these programmes, and the 

measures to be taken are approved by the Cabinet, and there is a mandatory annual reporting requirement. 

The ministries are themselves responsible for implementing the modernisation of their administrative 

procedures and structures in accordance with the specified strategic objectives and focal points for action. 

The project involving the ñreduction of bureaucracy and deregulation from the regionsò is, for instance, 

being implemented by the Federal Ministry of Economics and Labour. The Federal Ministry of Finance 

has overall responsibility for the modernisation of the tax enforcement system at federal level.  

3. What role does the Parliament play in the modernisation process?  

The Parliament plays a regulatory, decision-making and structuring role in the modernisation process 

as part of its constitutional tasks/rights. In this regard, a distinction needs to be made between enacting 

legislation, on the one hand, and introducing internal administrative measures, on the other. In respect of 

the latter, a distinction again needs to be made between measures that impact on the budget (involvement 

of the Budget Committee) and measures that do not impact on the budget (for instance, certain measures in 

the area of human resources development). The Parliament made use of its structuring role in respect of 

legislation, for example, when it passed the Act speeding up the implementation of public-private 

partnerships or when it reformed civil service law. Even the Land Parliaments in the Federal Länder have a 

special committee for modernisation.  

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 

A major objective of the government programme ñModern State - Modern Administrationò is to tailor 

administrative activity to meet the needs of those whom it is targeting.  

¶ Each ministry has central service departments to answer citizensô inquiries and complaints. An 

increasing number of call centres are being set up.  

¶ The federal administration has state-of-the-art information and communication platforms for 

business and society which are excellent by international standards. The main portals 

www.bund.de and www.bundesregierung.de ensure that government activities are transparent. 

The governmentôs Internet services are designed to be user-friendly and offer a wide range of 

online services for those who wish to avail themselves of them. Examples:  

- In open chat series, such as the ñdialogue on sustainabilityò, representatives of the Federal 

Government answer questions posed by citizens.   

- Since September 2005, citizens have also been able to address any concerns they may have to 

the German Bundestagôs Petitions Committee via the Internet.  

¶ Every year, the Federal Government holds an Open Day which enables citizens to engage in a 

direct dialogue with representatives of the Federal Government.  

¶ Surveys on the quality of the services provided by the Federal Government are carried out on a 

regular basis; the survey on the area of e-government, for instance, is done online, using a 

customer questionnaire.  

http://www.bund.de/
http://www.bundesregierung.de/
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¶ Another key example is the ñregional approachò, which is being used, for instance, to gather and 

implement proposals from the regions as part of the project involving the ñreduction of 

bureaucracy and deregulation from the regionsò.  

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups?  

By tradition, the Federal Ministries are called upon to pass draft bills on to federations and the expert 

community in addition to the Federal Länder and top local government organisations if and when they 

relate to the issues concerning them. According to the Joint Rules of Procedure of the Federal Ministries, 

draft bills can also be forwarded to the press, to other agencies that are not officially involved or to other 

persons and can also be posted on the Internet. However, no evaluation has been carried out on this so far. 

The consultation processes in the Federal Länder that extend beyond this are structured in a similar way.  

Comprehensive participation procedures also exist at local government level. The ñplanning approval 

procedureò deserves special mention here as an example. The procedure is implemented by the public 

authorities granting approval for planning schemes relevant for regions and the environment. It makes 

provision for the publication of local government planning projects, giving citizens the opportunity to 

object to the plans in writing or verbally at a hearing.  

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

The range of public information services has increased greatly due to Internet technology. Specialised 

information portals such as the foreign trade portal iXPOS or online databases such as the pharmaceutical 

information system AMIS have made it easier for people to contact administrative authorities. Around 100 

complex transaction services have been made available on the network as part of the BundOnline initiative 

which can be used to deal with formalities online. Since the end of August 2005, it has, for instance, been 

possible to submit pension applications online. Since 2005, companies have in principle been required to 

submit advance preliminary tax returns and tax returns online (so far around 19 million tax returns have 

been submitted). Since 2005, employers have been able to transmit tax card data online. By July 2005, 

around 40 million wage and tax statements had been submitted online.  

Furthermore, a large number of public organisations are enabling people to participate in the 

formation of the political will. On the official websites of the Land Parliaments, people can now regularly 

discuss issues of topical political interest in chatrooms and on forums and can sometimes even discuss 

issues with MPs. A project launched by the German Bundestag, for instance, gave people the opportunity 

to discuss topical issues relating to the information society at www.elektronische-demokratie.de under the 

expert supervision of a facilitator. From September 2005 onwards, people will be able to contact the 

German Bundestag using online petitions as part of a pilot project.  

Three model regions for local e-government were created between 2000 and 2003 as part of the 

MEDIA@Komm promotion initiative (with funds totalling around ú 25 million and total costs accounting 

for around ú 65 million). More than 300 online applications, highly secure technologies and infrastructures, 

e-government knowledge bases and new standards for data transport and signature integration have been 

developed, tried and tested. With the MEDIA@Komm transfer follow-on activity, we have been creating 

an integrated e-government landscape at local government level since 2004 as part of the ñGermany 

Onlineò initiative.  

http://www.elektronische-demokratie.de/
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At local government level, construction plans, draft budgets and other decision-making bills are being 

made available online in order to gauge popular opinion. As a rule, people can contact public authorities by 

e-mail or can express their opinions on projects in online forums. 

Delivering Results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants.  

A large number of quality management tools are being used in Germany that set quality standards in 

the public sector. The most widespread tools used are, in particular, the quality management model of the 

European Foundation for Quality Management (EFQM) as well as that of the International Organisation 

for Standardization (ISO) and the Common Assessment Framework (CAF). More than 420 public 

administrations have signed up with the CAF network, which is currently being developed.  

Competitions also provide a new impetus for modern quality management policy at federal, federal 

state and local government level. The Speyer Quality Award was established in 1992, and public 

administrations from Austria and Switzerland have also been invited to compete for it since 1996. This 

year, 100 public organisations entered the competition. The aim of the international Speyer Quality Award 

is to promote the innovative modernisation of public administration and to enhance efficiency, quality and 

customer orientation.  

Audits are another example of quality standards. The Federal Ministry for Family Affairs, Senior 

Citizens, Women and Youth and the Federal Ministry of Economics and Labour have, for instance, 

assumed the patronage of a Hertie Foundation ñBeruf und FamilieÈò (Compatibility of Work and Family 

Life) audit. The audit is a strategic management tool that shows companies and institutions ways in which 

they can enhance the compatibility of work and family life and how they can incorporate this into their 

corporate policy.  

Public administrations have various ways of communicating their individually-set quality standards, 

particularly via the Internet, using publications and events. Particularly at local government level, citizens 

receive information via Citizensô Advice Bureaus or one-stop-shops.  

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

There is a growing trend to divide responsibility between the government, industry and society under 

the guiding principle of the activating state. In the 1990s, important services such as postal services, 

telecommunications, railways, electricity and gas services were privatised. Private and non-profitmaking 

sectors are taking on a greater role regarding the efficient provision of public services whereas the 

government retains its responsibility to safeguard the latter. The increase in public-private partnership 

projects in the infrastructure area and in the social area are also indicative of this trend.  

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

The federal administration is responsible for ensuring its budget is used cost-effectively and 

efficiently. The Federal Budget Code obliges the federal administration to explore the extent to which 

public services or economic activities undertaken for public purposes can be discharged by way of 
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outsourcing and denationalisation or privatisation. Adequate feasibility studies are to be conducted for all 

measures that have an impact on finances. In suitable cases, private service providers are to be given the 

opportunity to indicate whether and to what extent they can provide public services or carry out economic 

activities for public purposes just as ï if not more ï efficiently (procedure for expressing interest). 



 GOV/PGC/MIN(2005)3/ANN 

 59 

 

GREECE 

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?   

¶ Improving the productivity and quality of services (Laws 3032/2004, 3242/2004) which is 

linked to improving effectiveness and reducing operational costs. The optimal use of available 

resources is the basic operational goal of the reform programme in public administration. This 

includes:  

- Simplification of administrative procedures which requires the establishment and operation of 

a central committee for simplification with the authority to harvest information about 

procedures that need to be simplified, conduct consultations with interested parties or the 

Ombudsman. 

- Pursuit of required documents and certificates ex officio, without the participation of the 

citizen. 

- Reduction of the number of administrative agencies involved in a certain procedure. 

- Introduction of Integrated Administrative Electronic Transactions. 

- Application of teleconference within the public sector for facilitation of communications. 

¶ Lifting administrative burdens and red tape for a more flexible and less bureaucratic access of 

enterprises to the Greek administration, thus encouraging foreign investment and entrepreneurial 

activity. 

¶ Preventing exclusion form the knowledge-based society for improved access of citizens to all 

public services. This includes also the upgrade of Citizensô Service Centres (KEPs) into 

integrated transactions centres (one-stop shops). 

¶ Administrative transparency by fighting corruption. 

¶ The development of E-Governance to create the necessary technological and institutional 

environment which will enable the use of new technologies in the public sector. The ñsyzefxisò 

network is a system that leads to the interoperability of all public agencies. It facilitates the 

functioning of one stop shops, teleconference etc. 

¶ Establishing life-long training of civil servants for the continuous knowledge development of 

human resources thus resulting in an improved administrative capacity and effectiveness.  

¶ Improving inter -regional cooperation with the objective to better decentralise and simplify 

procedures on one hand and reduce regional discrepancies on the other. 
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2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

¶ Completion of the implementation E-Government in the whole of public administration. 

¶ Elimination of bureaucracy. Besides the upgrade of KEP, mentioned above, this will be also 

achieved by applying principles of better law making which will help fight bureaucracy at a very 

early stage. 

¶ Reinforcement of local government by pooling competencies to municipalities, which are the 

closest decision-making bodies to the citizen. 

¶ Widespread implementation of CAF (Common Assessment Framework) to all public agencies. 

 

3. Has there been any evaluation of earlier reform efforts? 

There have been several internal evaluations of earlier reform efforts, at an informal level as well as 

external ones, e.g. the OECD Review on Regulatory Reform in Greece and the Economic Survey of 

Greece. 

Country profile on modernisation responsibilities 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

 The competent body for public sector modernisation and administrative reform is the General 

Secretariat of Public Administration and Electronic Government (General Directorate of Administrative 

Reform) in the Ministry of Interior, Public Administration and Decentralisation. It is also responsible for: 

the Human Resources Management of the public sector, the Organisation of Administrative Procedures 

and Simplification, E-Government and Informatics Development. It is also responsible for the codification 

of legislation and thus it coordinates horizontally the policies on better law making (better regulation). 

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries? 

The General Secretariat of Public Administration and Electronic Government is competent for the 

institutional and policy coordination for public sector modernisation. It is in close cooperation with the 

General Secretariat of the Government as far as it concerns the implementation and evaluation of the 

reforms. It is also in constant communication and cooperation with all the Ministries (each of them 

includes a unit for Simplification of Procedures - and most of them units for Quality and Efficiency - 

within their organisational chart) and more specifically with the Ministry of Economy and Finance it drafts 

the strategic plan for implementation of all modernisation activities.  

3. What role does the Parliament play in the modernisation process?  

The Parliament has taken measures to enable everyday communication with citizens to provide 

information on new draft laws and proposals throughout the whole process of lawmaking (even at very 

early stages).  This is made possible through the Parliamentôs web page.  Communication will be further 

improved by the establishment of Parliamentôs one stop shops as well as the installation of a special portal 
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through which the citizens will have complete access to the Parliament.  There is also the Parliament TV 

channel, through which the citizens are able to follow the law making process at all times.  

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 

As far as it concerns the user satisfaction, several polls have been conducted, e.g. on KEPs. There is 

widespread dissemination of the benefits of the reforms through the internet, where complaints can be 

placed. In particular, as regards the SMEs, a user panel has been set up in the Ministry of Economy and 

Finance. All public bodies are in close cooperation with the national Ombudsman, which is the main 

organisation for the management of citizensô complaints. Additionally there is a fully operational network 

of Internal Audit (Body of Inspectors of Public Administration and the General Inspector for Public 

Administration). 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups?  

Public consultation is not mandatory, yet it has been practiced in many cases de facto
7
. The only body 

to apply formally consultation is the Economic and Social Committee (OKE)
8
. Its task is to carry out a 

social dialogue especially for the economic and social policy and to formulate opinions on the drafts that 

are sent to it. Other key areas where public consultation has been applied informally are: 

¶ Ministry of the Environment: It has developed a database where all the environmental NGOs are 

registered, based on which they are invited to consultation. 

¶ Ministry of Transport and Telecommunications: In its site (www.yme.gov.gr) there is a 

consultation mechanism set up. The National telecommunications authority (EETT) has a 

complete consultation mechanism in its site (www.eett.gr ) The consultation lasts from 4-8 weeks 

and its results are also made public on the site and it focuses on draft laws as well as general 

policy proposals, so that the stakeholders can express their opinion at an early stage.  

¶ Public hearings take place into the parliamentary committees but their maximum duration canôt 

be more than 4 hours. Although not mandatory they are always applied. Further more, at the 

parliamentôs site (www.parliament.gr) all interested parties can comment on the draft laws until 

they are adopted. Those comments are forwarded to the competent parliamentary committee. 

¶ The General Secretariat of Industry, Ministry of Development, has the responsibility to maintain 

the site http://www.ebusinessforum.gr. This is a standing State consultation mechanism with the 

business and academic community, social and professional agencies, aiming at producing views 

and proposals to strengthen business competitiveness in the digital market and support electronic 

entrepreneurship. 

                                                      
7 OECD ,2001, Regulatory Reform in Greece, pp. 53-55. 

8 It was established by the law 2332/1994 and was constitutionally reinforced in the constitutional revision of 2001 (article 82) 

http://www.yme.gov.gr/
http://www.eett.gr/
http://www.parliament.gr/
http://www.ebusinessforum.gr/
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¶ Ministry of Development opens consultations on SMEs through its site (www.ypan.gr) 

¶ The National Consumersô Council
9
 drafts opinions on regulation which touch upon consumersô 

rights. 

¶ The General Secretariat of Research and Technology conducts public consultation on its policy 

proposals through its site (www.gsrt.gr). 

¶ At the European level Greek Business take part at the EBTP (European Business Test Panels). 

This is a mechanism through which the Commission consults with a typical sample
10

 of 

businesses. This procedure is facilitated by a national coordinator. 

¶ Interested parties are invited to comment on public procurement drafts within the scope of the 

latest Common Support Framework at www.ifosoc.gr , www.ktpae.gr  

¶ The drafts of town plans are made public in Town Halls and Prefecturesô Headquarters, where 

interested parties may place their amendments and remarks. 

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

In most of the aforementioned public consultation cases, governmental bodies use their websites to 

address the public and receive proposals and comments.  

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants.  

a) Environmental Impact Assessment 

b) Consumer Protection Chart set up in the General Secretariat of Consumer Protection 

c) Bank Mediator for complaints on banking issues 

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

¶ In Greece there is a strong trend as regards to the support of the PPPs. There have been very 

encouraging results e.g. Olympic Games 

¶ There is widespread consultation with the private sector as regards to issues pertaining to e-

government projects, with the E-Government Forum and the E-business Forum. The participation 

of the private sector in the above Forums is very active and has produced positive results.  

                                                      
9 It was established by the law 2251/1994 

10 The businesses which participate in EBTPs are invited to do so by Eurostat to ensure that they form a statistically ñstandard sampleò according 

to their size, turnover etc. 

http://www.ypan.gr/
http://www.gsrt.gr/
http://www.ifosoc.gr/
http://www.ktpae.gr/
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3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

¶ There are formal principles guiding the contracting-out of services to the private sector. Greece 

has fully transposed the EC legislation on the issue of guidelines concerning the contracting-out 

of services to the private sector.  
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HUNGARY  

Actually the main modernization activities of the public sector aim the improvement the performance 

of public administration, the reform of the human resources policy in the public service, the reform and the 

decentralization of the central public administration system, the amelioration of the regulation quality and 

the provision of e-government services.   

The government recently adopted a resolution on the measures to improve the performance of public 

administration specifying the special tasks to fulfill in favor of enhancing client satisfaction, amelioration 

of the performance of central government and development of human resources of public administration. 

The nation-wide introduction of client service charters serves to improve the quality of administrative 

services. In the charters, the offices commit themselves to various quality standards, thereby improving the 

general quality of case administration. As a result of the county-level public administration pilot project, 

which provides the professional foundations for the nation-wide introduction of the charters, the draft 

National Public Administration Client Service Charter was completed in spring. The Government measures 

necessary for the introduction of the Charter has been adopted, so the emphasis will be shifted to the own 

initiatives of local institutions. 

Both in order to disseminate information about the various types of cases (e.g. entity to turn to, 

necessary forms, etc.) and to extensively publicize the technical facilities for making appointments, a 

national information campaign has been launched in the second half of 2005. In the course of this, general 

and detailed information can be provided to clients about administrative services. This may help clients 

gain a better overview of case administration, thus the general view of ñcomplicated proceduresò can be 

abated. The information campaign would also give an ideal opportunity for the government to 

communicate to clients the fundamental provision of Act CXL of 2004 on the general rules of the 

administrative regulatory procedure and services. 

The improvement of case handling in public administration is a continuous, rather than one-off, task. 

The objective is to find the optimum between the public interest represented in legal regulations and high-

quality services to customers adjusted to their needs. To that end, the opinion of clients about 

administrative services must be monitored continuously. Client satisfaction can be measured and evaluated 

on the level of specific client service offices as well as on the national level. To this end, a methodological 

guide for measurements to be taken in client service bureaus must be devised, and at least once a year a 

national opinion poll has to be conducted to learn about the view of clients of case administration and their 

related expectations (public administration barometer). 

To continue the ongoing effort in the field of improvement of the performance of central government, 

greater resources has to be devoted to strategic planning. To that end, we need a planning methodology 

adopted and employed by the ministries as well as the well-planned expansion of strategic capacities, 

without increasing the total staff. Recently international trends have placed emphasis on measuring and 

evaluating the governmentôs performance. It would be necessary to establish a government performance 

assessment information system in Hungary as well.  
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The continued development of the practice of impact assessment is a precondition of quality 

legislation. In the summer of 2005, the mandatory impact assessment must be introduced as a prerequisite 

for the intergovernmental circulation of any government proposal for legislation. In the related impact 

assessment data forms, the changes of the administrative burdens on citizens and businesses and the 

projections concerning the enforceability of the legislation must be key items. 

Starting at the end of 2005, a general review of the legal system must be launched; for this, the 

detailed schedule of the review and the criteria employed is already determined. The primary purpose of 

the review of legislation is to put forth recommendations that will allow the removal of the most possible 

circumstances from the legally regulated scope (deregulation), while in legally regulated circumstances the 

case administration and the mandatory data reporting should be simplified as much as possible (reducing 

administrative burdens), thus the structure of the legal system will also become more simple and more 

transparent. It should be stated that the administrative burdens imposed by legal regulations should be 

reduced, from the 1 January 2005 level, by at least 5% in 2006, and the trend must be maintained 

subsequently as well.  

The requirements of our operation as a Member State justify a stronger coordination of the HR policy 

of the civil service. In that context, the human resources of the government sector must be analyzed 

continuously, the HR strategies of the ministries must be elaborated relying on uniform principles, and the 

dissemination of modern performance enhancing and evaluating methods must be initiated and centrally 

coordinated. 

To assure high-quality succession of the civil service, the greater publicity of admission to the service, 

and the application of a targeted admission policy, a central competitive examination, similar to the 

arrangement applied in the European Union, has to be introduced in respect of central public 

administration bodies. As after 2008 the human resource requirement of the public administration will 

increase at an accelerating rate, a decision has to be adopted by end-2005 on the introduction of the 

uniform competitive examination so that the first examination can be announced in the spring of 2006 and 

held in the autumn of the same year. 

In the forth coming period, the administrative capacities of public administration must be expanded 

without increasing the headcount of public administration; instead, the staff should be maintained at the 

present level or, if possible, reduced within reasonable limits. Adaptation to the changing economic, 

financial, administrative and cultural environment and the cost-efficient provision of the necessary 

administrative capacities is possible only if there is enough discretion in human resource management.  

The civil service training, which has typically happened in campaign arrangements, must be replaced 

by a target-oriented training system that can transparently manage training needs. Among training 

programs, horizontal training courses and special-purpose trainings must be separated from one another. 

Relying on the skills the new entrants bring from their schools, it will become possible to reduce, in civil 

service training, the ratio of general EU, language and computer user courses. On the other hand, 

considerably more emphasis should be placed on the delivery of professional skills necessary for the more 

effective performance of functions within the relevant positions, and the development of competencies. 

Special attention must be paid to training implemented electronically, the propagation of e-learning. The 

analysis of the experiences with the system introduced in the Prime Ministerôs Office is used to promote its 

roll-out.  

In course of the development of the modernization programs which are determined for a period of two 

years in general all the results and experiences of the earlier programs as well as the on-going procedures 

are taken into consideration. Before the elaboration of such a program the relevant ministries are requested 

to make recommendations, the experiences of the various expert-level discussions, the recommendation of 
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the international organizations and the best practices of the developed countries are also taken into account. 

In some cases different kind of public-opinion polls are conducted.  

Country profile on modernization responsibility 

Within the Prime Ministerôs Office there is a special unit responsible for public administration 

development. The main task of this unit is the coordination of the public administration development 

activity of the different ministries and other institutions, because all relevant public administration organs 

are responsible for the execution of development policy within its scope of competence. The main 

stakeholders of the development procedures are the Ministry of the Interior regarding the territorial reforms 

and this of civil service and self-governments, in the case of the regulatory subjects the Ministry of Justice 

and in relation with the electronic government issues the E-Government Center within the PMO. 

The main activities to achieve the required goals set down in different Government decisions 

indicating the tasks to fulfill by the different central public administration bodies and the deadlines. Prior to 

decision of the Government different committees are consulted giving comments and suggestions about the 

draft document on the modernization procedures. The Operative Committeeôs members are the 

administrative state secretaries or deputy state secretaries depending on the subject in question of the 

relevant ministries. After the consultation of the Operative Committee the Coordination Committee 

discusses and takes stand on all documents prepared in this matter for the Government. The members of 

the Coordination Committee are the relevant ministers. Additionally the public administration development 

policy is supported by a Scientific Advisory Body composed by acknowledge experts and researchers.  

For the elaboration of different development and reform programs government commissioners are 

appointed who are responsible for the elaboration of plans of comprehensive reforms, such as the reform of 

the civil service and the organization and functioning of the public administration.   

In course of the reform procedures the role of the Parliament is important especially in the case of the 

comprehensive modernization programs which require new acts, or amendments of the existing 

regulations. For a number of institutions crucial for the operation of the state and for fundamental human 

rights and obligations, the constitution only stipulates general rules, leaving their detailed regulation to the 

so-called ñtwo-third majorityò Acts whose adoption or modification require the affirmative vote of two 

thirds of the members of Parliament.     

Dialogue with citizens 

Conforming to the Act on Legislation the citizens have the right to participate in the formulation of 

regulations. The government decree about the governmentôs procedural rules also includes the obligation 

to assure the participation of the civil and social representatives in the preparation of Bills. The NGOs, 

social organizations and trade unions having defined interests in the area to be regulated must be involved 

in the whole process of rule-making in that area. In the practice these organizations are consulted about the 

draft texts. It means that the responsible ministry sends the Bill and specifies a deadline for receiving the 

comments. In some cases, but on facultative base, the daft texts are published for discussion on the Internet 

site of the ministry. In the case of the wide-reaching regulation the government and the ministries can also 

organize consultation meetings, public hearings with the main interested organizations, university experts, 

local governments, private representatives, experts of international organizations for further discussion.  

The Act on legislation also defines that prior to elaborating a legal regulation it is obligatory to 

examine the social and economic circumstances, the effects and results to be expected and the conditions 

of the execution. To fulfill this obligation different sources and statistical databases are used, and ï in some 

cases ï public-opinion polls are also conducted. 
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On the Internet on the Government Portal which provides several e-services and on the websites of 

different ministries and the Prime Ministerôs Office all important information are published and the 

citizens can also contact the prime minister and the other members of the government directly.  

Delivering results 

One of the most important objectives of the government program is the development a service 

provider type, client friendly and efficient public service system. The nation-wide introduction of client 

service charters will serve to improve the quality of case administration. In the charters, the offices commit 

themselves to various quality standards, thereby improving the general quality of case administration. That 

improvement will bring about equality of opportunities, as well as equality of rights, for clients. 

As a result of the county-level public administration pilot project, which provides the professional 

foundations for the nation-wide introduction of the charters, the draft National Public Administration 

Client Service Charter has been already completed by the end of April. The Government measures 

necessary for the introduction of the Charter can be adopted by the end of 2005, then the emphasis will be 

shifted to the own initiatives of local institutions. 

In Hungary the self governments can decide if the services were provided by budgetary institutions or 

by contracted enterprises. Every self government may display enterprise activity which can concern the 

market type organization of local public services among others, but according the restrictions the self 

governments can not risk the fulfillment of obligatory tasks and their welfare. The self-governments can 

decide on the method of service provision. 
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ICELAND  

Public sector modernisation 

Iceland has two administrative levels of government, local government and central government. At 

central government level there are 14 ministries and around 240 executive agencies in a country with 

300.000 inhabitants. Many of the agencies are small and around 45% of them have fewer than 20 

employees. Around 11% of the total work force are employed in central government, but if including the 

whole of the public sector the figure is about 20%. Relative to the OECD, the size of the Icelandic public 

sector is below the average by around 2%, and compared with other Nordic countries, the public sector in 

Iceland is relatively small. At local level there are around 100 municipalities (but the number has decreased 

a lot in recent years) so many of them do not have the capabilities to provide much of government services. 

Partly because of this the central government provides a lot of service that in other countries is provided by 

the local authorities.  

Key area of public sector modernisation and main modernisation challenges 

Government reorganisation:  

Central Government: In Iceland we are currently in the process of reviewing the structure of the central 

government, both at ministerial and agency level. 

The main characteristics of the Icelandic public administration are small policy ministries and many 

small independent agencies (generally created by specific law) which task is to implement policy, which is 

partly incorporated their specific law. This structure has proved it self weak in many ways. Small agencies 

have problems carrying out the duties demanded by their specific law, as well as performing administrative 

tasks such as financial/human resources and performance management. Ministries have problems in 

fulfilling their executive role regarding policy guidance to their agencies mostly because of their sheer 

number. Also the general law for public management do not distinguish between small and large agencies 

so the smallest agencies in particular, have problems and require more steering from the ministry in day to 

day affairs than the larger ones. The current effort is in a way a combination of three steps that are inter-

linked but not dependent of each other.  

1. Ministries:  A review of the ministerial structure, that takes place at the political level and looks both at 

the number and size of ministries and the division of labour between them. 

2. Agencies: The reorganisation of agencies focuses on more efficiency and effectiveness but also on 

economical execution of the tasks at head. It is also aimed at making government more responsive to 

citizen needs. This is a continuation of earlier reforms such as frame budgeting, more independence to 

heads of agencies there administrative affair, implementation of performance management and more. 

The effort aims at decreasing the number of agencies (they are now around 240) by merger, but also by 

reviewing the task that they are performing to find out if some of them could be moved to the private 

sector or even abolished. A reorganisation and review of this sort has not taken place before on such a 

grand scale. This effort only started this year. Now all the ministries are reviewing their agency 
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structure and have to report with recommendation for improvement to a special committee that is in 

charge of evaluating these proposals before the end of 2005.  The committee will then put forth its 

recommendation, after reviewing all the proposals from individual ministries, to a committee of 

ministers in charge of this work. The committee of ministers then gets the cabinets approval and the 

work can begin for real. This effort will take time and has to take account of various angles for 

example centre periphery and more.        

3. Outsourcing: Combined with the agency review initiative there is going to be more emphasis on 

public-private partnerships, tendering, service contracting and procurement. The government is 

currently preparing an outsourcing policy that will encourage more partnerships with the private sector, 

but also aims at making the government a better buyer of goods and services which has been lacking, 

especially with regard to service contracting. 

Local Government: For the last 10 years, and is still ongoing, there has been put a lot of effort into 

restructuring the municipalities and transfer of tasks from the central government to the local in an effort to 

strengthen the local level. This effort of course will have affect on the reorganisation of  the centre. The 

number of municipalities has been cut in half in the last 10 years but still there is a lot of work that need to 

be done as the number of them is still about 100, and the smallest cant perform some of the tasks that is 

proposed to be transferred from the central government to the local.  

The goal that is currently being pursued is that number of municipalities will go from 100 to 39 in the 

near future. In end of this year there will be held special elections, in the municipalities that have been 

proposed to merge, on whether or not the mergers shall take place. The decision, in the end, is not top 

down but the people in each place get to have their say on these proposals. This of course has made it more 

difficult to reach the goals as in the past many municipalities have hindered mergers by opposing them in 

popular vote. This structure of the reforms has slowed down plans to transfer tasks form the central 

government to the local. If the merging of municipalities will go as planned, further tasks will be 

transferred to the local government. Social assistance and healthcare are the most prominent of those. The 

largest task that has been transferred from the centre to the local in past years is the running of elementary 

schools which until 1996 was run be the central government.  

Information society and eGovernment  

 The Icelandic Government is implementing itôs policy on the Information Society. This policy is 

ambitious and stresses the provision of electronic services by public institutions wherever it leads to 

improved efficiency and service for the benefit of the public and of industry. Among numbers of ongoing 

e-government projects is: 

¶ A comprehensive portal for all eGovernment services which is in preparation. 

¶ The government and the IT-industry are working together on new back-office solutions to 

improve the flow of information and communication between the ministries among themselves 

and between the ministries and official institutions.   

The introduction of e-government takes a long time, calls for huge expenditure and requires 

considerable administrative re-organisation. In the long term, however, e-government is undoubtedly in the 

taxpayers' interest, providing them with better service at lower prices. In this context, one of the main 

modernisation challenges is the introduction of electronic self-service utility - a comprehensive portal - 

both on national and local government levels. The portal ought to meet the general requirements of 

individuals and companies in Iceland and abroad which communicate with government organisations. The 

objective is to facilitate access to public services in such a way that the user will not need to know in 
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advance which organisation provides the service he or she requires. The service will be accessible 24 hours 

a day, every day, all year round.  

Other modernisation efforts  

Along with restructuring efforts and development of IT both the central and the local government are 

in the phase of modernisation. This includes, performance management aimed at more efficient 

governance, leadership and improved relationship between ministries and agencies. There has also been an 

increased effort in human resource management with the aim of transferring more responsibility to 

individual agencies, by simplifying rules and procedures and encouraging them to develop their own 

HRM-policies. 

Evaluation of earlier reforms 

There has not been a systematic or formal evaluation of earlier reforms of good governance and 

reorganisation. But many of them have been evaluated in whole or in part by the National audit office and 

other independent committees.  

The first policy of the Government of Iceland on the Information Society was introduced in 1996. This 

policy was implemented in the period from 1997- 2003. The implementation-project was directed by the 

Prime Minister's Office. This project was formally completed in February 2003, after finishing an appraisal 

of its results by PriceWatherhouseCoopers-Consulting, which on the whole concluded that the project had 

achieved considerable success. It was decided, therefore, to follow up this success and review the policy in 

the light of the experience gained so far. A new policy was introduced in February 2004. 

Country profile on modernisation responsibilities 

The Ministry of Finance has the main responsibility for modernisation but The Prime Ministerôs Office 

also has responsibilities for some larger projects. This coincides with the responsibilities of these ministries 

with regard to line ministries. However in the Icelandic system the ministries have lot of independence and 

modernisation efforts such as performance management are implemented with great effort in some but not 

in other.  

The Parliament dose not play a huge role in public sector modernisation as the initiative usually comes 

from the cabinet. Having said that the parliament in some instances has to pass bills to realise the 

modernisation efforts and in that process it often has impact on the final results.  

Dialogue with citizens 

The main approaches that government agencies use to explore the citizens expectations and 

satisfaction with public service and policies are surveys, opinion boxes on internet sites and more. There is 

no government wide effort to measure this but it is done frequently on ad hoc basis by ministries and 

agencies. Agencies often undertake surveys of customer satisfaction as a part of their performance 

management efforts. Some ministries place draft legislation on the internet and ask for comments before it 

is introduced to parliament (for example Ministries of Industry and Commerce) and more. 

The key example of formal consultation mechanism that are used to engage citizens and civil society in 

the development of public policy is the formations of committees to address issues  and sometimes come 

up with draft legislation for ministries. This effort has not been systematically evaluated in terms of cost 

and benefits but is seen as way to open up government and build consensus. These committees which 

usually are seated both with members from civil society (trade unions and so on) and administrative 

officials make proposals to minister who puts what is to his liking to the cabinet for approval. Then the 
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drafting of legislation begins. The minister and the ministry have the main responsibility to avoid capture 

of the consultation process by special interest groups. This can be problematic with big interest groups and 

small (in manpower) ministries. But the scrutiny of minister, cabinet and parliament are ways to minimise 

this risk. 

Delivering results 

In Iceland there have not been set up citizen charters or other quality standards that apply to whole of 

government. Individual sectors such as the health sector and the education sector have set their own quality 

standards that are formalised in government regulations. Regarding citizen charters there are two recent 

legislations that stress the rights of citizens. These are the Administrative procedures act (APA) set in 1993 

and the Access to information act (ATIA) set in 1995. APA stresses the rights of the citizens in their 

dealings with the government and ATIA is about the right of citizens to acquire information regarding 

government affairs, this law is currently under partial review to increase access to information for 

individuals and companies to improve the competitiveness of the Icelandic society. 

Regarding the role of private and not-for profit sectors in the public service delivery the trend has been 

increasing in recent years and it is estimated that Icelandic government will pay non-government bodies 

(private included) around 31 billion ISK in 2005 for delivering service to citizens. That is a approximately 

16% of government operating expenditure this year. The main sectors where private and not-for profits 

have been delivering service are in the social sector, health sector and education. Mostly it are non profits 

but role of private firms are increasing.  

In the past there have not been any formal principles guiding decisions on whether to contract services 

out the private sector or retain them in the public sector. The main guidelines have been that most of the 

service delivered by government agencies could under the right circumstances possibly be outsource but 

administrative agencies that deal with rights of citizens, taxing, policing and alike could not. Recently a 

committee heading the reforms on public sector modernisation created a checklist that has been introduced 

to every ministry to be used in the ongoing reforms. In that checklist some questions focus particularly on 

the whether or not the government should perform the tasks under review and what are the pros and cons 

of keeping it with in the boundaries of government. The checklist is set up in a way that those who use it 

have to provide evidence of why a project (new or a one that has been done by the government for years) 

should stay in governments hands or if it should be considered to have it performed by other (even if the 

government still pays for it) outside the government, depending on the requirements. The questions deal 

for example with issues such as competition, is it already or could it be created with legislation ï what are 

the costs and benefits of each choice, should the government perhaps not interfere and let the market take 

care of the problem. In a way this checklist reverses the burden of proof compared how it has been done in 

the past and the discussion centre around why this particular task cannot be performed better by 

organisations and companies outside of government.  
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IRELAND  

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing? 

Significant progress has been achieved over recent years in modernising the public service.  The 

Strategic Management Initiative in the Civil Service and similar frameworks in other sectors have led to 

better services for the public and an improved workplace environment for public servants. 

The modernisation themes common to each sector of the public service are 

¶ Stable Industrial Relations: The importance of stable industrial relations is recognised and there 

is commitment to maintaining a well managed industrial relation environment in order to 

minimise disputes affecting the level of service to the public. 

¶ Flexibility : There is commitment to increased flexibility to ensure that public services are 

delivered in a manner which more closely reflects the needs of its customers. 

¶ Performance/Accountability: There is commitment to ensuring that appropriate performance 

and accountability systems are in place at individual, team and organisational levels to ensure 

that the full potential contribution of all those who work in the public service can be realised and 

that resources are used effectively in line with defined national priorities. 

¶ Recruitment: There is recognition of the importance of being able to recruit people with the 

necessary skills and expertise to provide high quality, value for money services to the customer.  

Therefore there is a requirement for greater flexibility in the areas of recruitment and promotion.  

There has been reform of the legislation in this area to allow this to happen.  

¶ Efficient Use of Resources: There is commitment to a renewed effort to ensure that maximum 

value is achieved from all public expenditure in terms of defined outputs with a commitment to 

improved financial and management information systems. 

¶ Customer Service: There is commitment to improving the level of customer service and an 

acceptance that all public services should be designed and delivered based on the needs of the 

individual citizen, business or community. 

¶ Better Regulation: There is commitment to improving the processes by which we make laws 

and regulation, consult on their design, assess their impacts and enforce them. 

¶ EGovernment: There is recognition of the importance of the development of eGovernment. 

The public service in Ireland is broken down into the Civil Service (serving central government), 

Local Government sector, Health sector, and the Education sector.  While each of these sectors is 
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committed to modernisation under the headings set out above, there are some specific areas of 

modernisation which apply to each individual sector.  

The modernisation agenda for the Civil Service includes a modernisation of Human Resource 

Management practices with amendment to existing legislation to facilitate this.  It includes the 

development of Code of Standards and Behaviour setting out the principles which govern the behaviour of 

staff in the Civil Service and the standards required in the discharge of their duties. 

The Strategy for the Health service ñQuality and Fairnessò contains a clear and comprehensive 

statement of sectoral modernisation objectives for a transformation of the health and personal social 

services.  The key principle guiding the change agenda is aligning the delivery of services to the 

preferences and requirements of service users and the need for accountability in relation to investment 

levels. 

The modernisation agenda for the Education sector includes the introduction of performance 

management and development systems and the continued promotion of open recruitment procedures.    

The agenda for the Local Government sector includes a commitment to improving the service to 

customers through the provision of maximum access to local authority services, the introduction of a 

performance management and development system and a review of recruitment practices. 

2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years? 

The main modernisation projects are now largely in place.  The challenge that remains is to ensure 

that that the reforms are fully implemented and result in the delivery of better quality and more efficient 

public services.   

There are challenges going forward in relation to the successful reform of the Health Sector.  In 

addition, the next few years will see the implementation of a large decentralisation programme which will 

involve moving civil service departments and offices as well as Government agencies to 53 different 

locations.  The programme presents the challenge of ensuring its successful implementation while 

maintaining the efficient delivery of services. 

3. Has there been any evaluation of earlier reform? 

The Strategic Management Initiative (SMI) was launched in 1994 with the objective of presenting 

public service management with an opportunity to make a substantial contribution to national development 

through the provision of services to the public which were both excellent in quality and effective in 

delivery.  In 1996, Delivering Better Government (DBG) expanded on the framework set out in SMI.  In 

2002 an independent review of progress achieved under the SMI/DBG programme was completed.  A 

major conclusion of the review was that the civil service in 2002 was a more effective organisation than it 

had been a decade prior to that.  Much of the change was attributed to SMI/DBG.  However, it was found 

that the implementation of the modernisation programme was not complete. 

The findings of the evaluation clearly indicated the direction for a further work programme which 

involved an extension of SMI/DBG rather than its displacement.  The evaluation also included a 

recommendation that accelerated progress be made in implementing the internal-facing components of 

SMI/DBG over the following five years namely: 

¶ Human Resource Management 
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¶ Financial Management and  

¶ Information Systems. 

Country profile on modernisation responsibilities. 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

The Department of the Taoiseach has lead responsibility for the Strategic Management Initiative for 

the modernisation of the public service.  The Department of Finance has a strategic objective to support 

and improve public service management.  It is the role of the Department of Finance, together with the 

Department of the Taoiseach, to support the civil service in achieving the objectives set out in Delivering 

Better Government (1996) and subsequent national partnership agreements. 

It is the role of the Department of the Taoiseach to provide the Government, Taoiseach and Ministers 

of State with the support, policy advice and information necessary for the dynamic leadership, co-

ordination and strategic direction of government policy. 

The Department of Finance has a central role in implementing Government policy, in particular the 

Programme for Government, and in advising and supporting the Minister for Finance and the Government 

on the economic and financial management of the State and the overall management and development of 

the public service.  In formulating this advice the Department is guided by its mission which is to promote 

a growing economy which will deliver a high level of sustainable employment, social progress and living 

standards. 

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Minsterôs Office and Ministry of Finance), and in relation to line ministries? 

The Department of the Taoiseach and the Department of Finance are the centre of government.  

Please see answer above. 

3. What role does the Parliament play in the modernisation process? 

There are a number of committees of parliament which have an interest in the modernisation of the 

public service.  The Public Accounts Committee examines the accounts of government departments and 

also looks at the implementation of policy. 

There is also a Joint Oireachtas Committee on Finance and the Public Service.  This Committee 

comprises representatives from both the Seanad (Upper House) and the Dáil (Lower House).  This 

Committee takes an overview of the modernisation process and officials dealing with modernisation give 

an account to it of the progress made.  It also considers Statements of Strategy which are prepared by each 

Government Department and contain the departmentôs objectives, including those relating to 

modernisation. 

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public service and policies? 

Non-Governmental Organisations such as the Combat Poverty Agency feed back views on the level 

of public service and policies where they consider such feedback is warranted. All government 
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departments have a Customer Charter and a Customer Action Plan in place which set out the standards of 

service a customer has the right to expect.  The Charters also include details of complaints procedures and 

the standards that the organisation aims to meet in dealing with them.  Some Organisations also use a 

variety of consultation methods including day-to-day contacts, surveys and customer panels.  Recently a 

High Level Redress Group has been established with a view to examining the issue of Redress and the best 

practices in other countries in order to progress the matter here. 

2. Please provide key examples of the kinds of formal consultation mechanisms that are most 

frequently used to engage citizens and civil organisations in the development of public policy.  Are 

these mechanisms subject to evaluation and, if so, what are the results in terms of the costs and 

benefits? What are steps are taken to avoid ñcaptureò of the consultation process by special interest 

groups? 

There is a process of national partnership where the social partners engage in discussions with 

Government leading to national wage agreements which apply in the public and private sectors.  The 

documents published on foot of these agreements also outline policy objectives.  The current national 

agreement, Sustaining Progress, contained references to building, maintaining and sharing economic 

development and prosperity, delivering a fair and inclusive society and workplace legislation. 

As part of the process of developing specific policies, Government Departments often place 

advertisements in that national newspapers seeking submissions from members of the public and interested 

groups.  These methods of consultation are very open and this guards against ócaptureô by special interest 

groups.  The papers generated through consultations with the public by government departments are 

generally subject to the Freedom of Information Act and thus the openness of the process is maintained. 

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

In the Civil Service sector, Government Departments have recognised the importance of e-

government as a tool for improved customer service ï this is demonstrated through the continuous work by 

many Departments and Offices in updating their websites to make them more informative and user-

friendly.  In addition there have been specific examples of the development of electronic customer service 

with the Office of the Revenue Commissioners introducing an online service (ROS) which allows 

businesses to submit tax returns and make declarations. This service will be extended for Pay-As-You-Earn 

(PAYE) individuals in the coming months. The Department of the Environment, Heritage and Local 

Government has rolled out a motor tax on-line system. The Department of Social & Family Affairs have 

initiated a number of pro-active benefit schemes that allow them to automatically pay benefit in some 

circumstances e.g. on the birth of a second or subsequent child - as they already have the necessary 

payment and beneficiary details from the registration of the first child.   

Public service information is now collated, edited and published in a manner more suited to the 

customers needs i.e. by life event - www.oasis.gov.ie or by business event - www.basis.ie.  

The Public Services Broker is now live at www.reachservices.ie. It provides a central point of access 

to comprehensive information on public services and procedures, application forms for services, and on-

line access to some services.  It also allows users to enrol as a registered user and get a set of credentials.  

This enrolment is verified with the Public Service Identity details maintained by the Department of Social 

& Family Affairs.  Users may then use these credentials to login and receive secure and personalised 

access to on-line services.  This personalisation will allow users to store personal information on the 

Broker if they wish.  If they choose to do so, then that information can be used to automatically populate 

on-line forms, thus reducing administrative burdens on people attempting to apply for services 

../../../sdataGOV/Applic/MINISTERIAL%20MEETING%202005/Country%20Information/Document%20for%2027%20October/www.oasis.gov.ie
../../../sdataGOV/Applic/MINISTERIAL%20MEETING%202005/Country%20Information/Document%20for%2027%20October/www.basis.ie
../../../sdataGOV/Applic/MINISTERIAL%20MEETING%202005/Country%20Information/Document%20for%2027%20October/www.reachservices.ie
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Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country ï or any other means used to communicate expected standards to both citizens 

and public servants. 

In the Civil Service, Departments and Offices are required to prepare Customer Charters, detailing the 

level of service they will provide to their customers.  The Charters are based around a four-step cycle of 

consultation, commitment, evaluation and reporting.  The Charters ensure that each Department or Office 

continue to have a challenging set of standards in respect of its core services, which can be effectively 

measured.  Departments are required to evaluate and report on their performance in meeting the standards 

they have committed to in their Annual Report. All Departments and Offices have now published their 

Charters. 

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public service in 

general, and/or in specific sectors)? 

No information available. 

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

In the current national partnership agreement (Sustaining Progress) it is accepted that there will be 

situations where the need to respond to temporary pressures may require the employment of temporary 

staff or outsourcing of work.  In particular, where there is a temporary and/or non-recurring requirement 

for work which is not part of the core work (for example data capture of manual records as part of the 

introduction of new technology), management may, at its discretion, have the work undertaken by 

contractors.  There is an agreement that the public sector trade unions will be notified in advance of 

initiatives of this kind. 
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ITALY  

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?   

The department for Public Administration, pursuing the goal of public administration modernisation 

and improvement of the quality of services provided, has launched a comprehensive initiative named 

Human Governance, for the humanization of Public Administration; the proposal is part of the process of 

improving the regulatory and governance systems, in order to strengthen citizensô trust in public 

institutions, and to promote the better regulation process, in the framework of the Lisbon strategy for 

development and growth. The proposal puts attention on the individual and on the fundamental values of 

democracy, pluralism and the respect of human rights and is intended to stimulate a process of cultural 

renovation involving not only administrative bodies but also citizens themselves. 

Human Governance, ñthe Administration with a human faceò, is the expression chosen to define, from 

a new and innovative perspective, the criteria and principles that are at the heart of the problems already 

widely faced by Governments in the field of Public Administration reform, improving the quality of public 

services, intensifying ICT investments, improving the quality of regulation and bettering human resources 

management and training. 

Human Governance highlights principles of ethical and cultural significance that could guide 

Governments in their policies for public sector innovation. These include policies in the area of Social 

accountability, Education of citizens, Equality of freedoms, Participation, Sustainability, Subsidiarity, 

Competitiveness at an international level, Adaptation and Equivalence of administrative performances. 

Last but not least Reliability ï this to be understood as the result of a more balanced relationship between 

State, Institutions and citizens, based on the dialogue and on the establishment of a climate of both respect 

and reciprocal trust, taking into account that Public Administration always has as its primary goal the 

common good. 

Many key areas of the administrative modernisation effort have been strengthened and more focused 

following the attention given to citizen, employees and businesses  needs and perspective contained in the 

Human Governance initiative. 

Regulatory reform is an area that has received a great attention in the last years. The reduction of the 

administrative constraints that burden citizens and businesses have been prioritized. In this framework the 

policies of simple streamlining of single practices and the introduction of the one stop shops for businesses 

were followed by a more organised policy of codification for specific areas and subjects. At the same time, 

we launched the Regulatory Impact Analysis (RIA) that enable the creation of new rules and provisions 

and to improve the quality and the impact on the users. In the field of administrative simplification , a 

significant innovation concerns the review of two simplification mechanisms that have been introduced 

since 1990: silent consent and the start-of-activity notice. The changes, introduced by the Italian 

Parliament in May 2005, made both tools ï silent consent and the start-of-activity notice ï generally 

applicable. Previously, they could only be used in the cases specified by law. Following these amendments, 

ñany authorization, license, non-constituent concession, permit or other approval however named, 

including registration in professional associations, shall be replaced by the start-of-activity noticeò. In 

cases where the start-of-activity notice cannot be used, ñfor all procedures initiated by a request from an 
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interested partyò the principle of silent consent is applicable (although there are restrictions associated with 

the ñsuper-primacyò of the interest involved). The adoption of a ñcutting-law actò is also being studied to 

further reduce the number of rules and procedures the users must respect to interact with the Public 

Administration.   

Integrity and ethics in the public service have also been tackled by initiatives aimed at fighting 

corruption and managing conflict of interest situations. Law No.3 of 2003 has instituted the ñHigh 

Commissioner for preventing and fighting corruptionò (Alto Commissario per la prevenzione e il contrasto 

della corruzione e delle altre forme di illecito allôinterno della pubblica amministrazione) in conformity 

with the provisions of the International Convention against Corruption recently adopted by the United 

Nations. This body can make inspections and surveys in order to fight corruption. It can also assess 

measures for promoting integrity and preventing corruption in the public service and evaluate the 

effectiveness of the instruments that the existing order provides for this purpose. 

Another important area of reform focuses on implementing the shift from an administration based on 

procedures to a results-based administration, mainly through the modernisation of control systems 

evolving from pre-emptive controls of legitimacy to managerial controls focused on ex post evaluation of 

economic and social impacts, of efficiency and effectiveness, etc. A performance-oriented approach in the 

public sector has been introduced mainly through strategic planning initiatives both at the central and at 

the local and regional levels of government. 

The traditional structure of public employment has also undergone profound changes, putting 

emphasis on managerial autonomy and responsibility of senior civil servants within the framework of 

guidelines provided by the political level. 

The Department for Public Administration has, more recently, emphasised the need to guaranty an 

adequate level of organizational well-being and quality of life for public employees, with the final 

purpose of improving the performance of the administrations. Well-being is conceived as the keystone for 

re-conquering a sense of belonging and a professional identity that can be the true value added of the 

ñhuman capitalò at the disposal of the administrations. This in the awareness that only public employees 

who see their competencies valued, who see that there are real opportunities for their participation in the 

decisional processes can assure the further increase of the quality of the public service that the citizens 

expect. 

2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

According the different and innovative perspective of the Public Administration, which is relevant to 

Human Governance, the relationship between government and citizens should be envisaged to be renewed. 

The relationship ought to be seen as broadly as possible, with the whole variety of rights and duties that it 

implies. This all-encompassing relationship becomes important reality in oneôs daily life and actions. 

Human Governance intends to encourage and complement a cultural renewal, both for citizens and 

Public Administration: the latter must become keener on usersô requirements and, most of all, more 

reliable, an institution with a human face, able to speak the same language as the userôs and to understand 

his/her requirements. At the same time, the citizen-userôs attitude should also improve. People should 

develop and enhance their sense of belonging to a political community in which both personal and the 

collective well-being can be pursued through dialogue, which is the only possible way to improve service-

providing institutions.   
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In this context, a key area of reform which is still ongoing is the devolution of powers from State to 

the territorial administrations (i.e. Regions, Provinces and Cities). During the current legislature a more 

radical review of the Constitution has been undertaken. 

Future challenges in this area will concern multilevel governance issues, especially multilevel 

regulatory governance, and integrated decision making among different levels of government, as well as 

the development of capabilities at the local level to carry out the new functions. A main area of concern 

will  be the introduction of a new institutional framework able to support the current reallocation of 

functions between different levels of government. 

3. Has there been any evaluation of earlier reform efforts? 

There has been no systematic evaluation of the public administration reform process, though since 

2001 the Observatory on modernization (Department for Public Administration) provides analyses, 

based on empirical data and different areas of reform. Various areas have been selected over the years such 

as: the characteristics of the public executives, flexible employment mechanisms, contracting out, 

knowledge management systems, training in the public sector, the state of implementation of the law on 

administrative procedures, public agencies, etc. 

Country profile on modernisation responsibilities 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

Policies regarding modernisation efforts are under the responsibility of the Minister for Public 

Administration and are carried out by the Department for Public Administration , placed in the 

Presidency of the Council of Ministers. 

E-Government policies are under the joint responsibility of the Minister for P ublic Administration 

and the Minister for Technological Innovation. 

The main responsibilities of the Department for Public Administration are as follows: 

¶ Better regulation: in improving the quality of regulations and simplifying administrative 

procedures for citizens and enterprises, the Minister of Public Administration is supported by the 

Office for regulatory and administrative activity and simplification of regulations and procedures. 

¶ Communication and relationships with the citizens: in October 2001 an ad hoc unit for 

communication and information to the citizens was created. The new structure pays particular 

attention to on-line communication and simplification of the language employed in 

administrative documents; it also coordinates the Press Office, the Office for Relations with the 

Public and the Web Editorial Office. 

¶ Innovation: the Department, through the Office for Innovation in Public Administrations (UIPA), 

draws up innovation policies intended to improve the quality of the public services and the 

policies and verifies their efficacy. It also implements programmes in support of innovation in 

state and territorial public administrations based on the development of knowledge and the 

human capital and the creation of conditions favourable to innovation processes. 

¶ Personnel management: the Department defines the methods for selecting and recruiting civil 

servants. Furthermore, it has powers of orientation and supervision over the organization of the 
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offices of the public administration, as also over initiatives regarding the juridical status of 

officials and retribution policy. It is concerned with the management, coordination and steering 

of issues concerning senior civil servants, managing an appropriate database regarding their 

competencies. It has also got under way the process of constructing a database that, by means of 

the information provided by the administrations regarding recruitment, mobility and needs, will 

facilitate the drawing up of personnel management solutions intended to improve the efficiency, 

efficacy and cost of the administrative system. 

¶ Personnel training: in the general framework of training programmes, the Department promotes 

the valorisation of the human resources, utilizing the services offered by the High School of 

Public Administration (SSPA) and the Formez (Centro di studi e formazione per le autorità 

locali), as well as those of other public or private bodies operating in this field. The best of the 

training policies is obtained by means of processes of analyzing the competencies of the 

personnel and their training needs. 

¶ Trade union relations: the Department coordinates the administrations in their trade union 

relations. The Department also performs a series of tasks bound up with the exercise of the right 

of strike in the public employment sector. 

¶ Inspective function: the Department also performs a control activity over the public 

administrations to ensure that they function properly, are rationally organized and make best use 

of their human resources. The Inspectorate plays a strategic role in monitoring public expenditure 

control and the three-year plan of personnel requirements that all the administrations are draw up 

to rationalize the resources on the basis of the budget. 

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries? 

The Department for Public Administration was set up in 1983 as part of the Prime Ministerôs Office in 

order to respond to the needs of modernization of the Italian public administration. The Minister for Public 

Administration is a Cabinet Minister and his responsibilities are delegated by the Prime Minister. 

3. What role does the Parliament play in the modernisation process?  

The modernisation of the Italian public administration has followed an approach mostly based on 

regulations. This is typical of countries where a distinction between public and private law exists, and 

where public management by tradition is governed by administrative law. Therefore, the role of the 

Parliament in the modernisation process has been relevant. It should also be mentioned that with the 

delegation of legislative responsibilities to other levels of government, regional and provincial laws also 

influence the modernisation processes at these levels. 

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 

Since 1993, Italian public administrations have been required to handle relationships with the citizens 

through dedicated units, in order to inform citizens on their rights on participation and on access to 

administrative documents (Office for relations with the Public, ñUfficio Relazioni con il Pubblico ï URP). 

The Department for Public Administration has promoted a virtual network of civil servants working in 
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these offices ñURP degli URPò, which aims at improving relationships between citizens and government 

through knowledge sharing in this field. 

Dialogue with citizens has recently received greater attention through two initiatives. A Directive on 

customer satisfaction indicates the need for public administrations to constantly survey satisfaction by 

citizens towards government services. 

Guidelines on social responsibility reporting have been prepared to underline the need for public 

administrations to give an account to the public on the resources used and on the results achieved. 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups?  

A strong impetus for introducing formal consultation and participation mechanisms has come from 

the European Union.  

The Department for Public Administration is promoting the active participation of citizens in the 

policy-making processes. It has developed an approach which has been operationalized in a handbook for 

public administrations, called ñInclusive decision makingò. The proposed approach aims at helping the 

administrations in identifying the relevant stakeholders to be involved in the decision-making process as 

soon as possible in order to either avoid conflicts (when location of public facilities is concerned) or 

formulate better policy decisions through the contribution of different stakeholders. Examples of this 

approach refer to policies regarding social inclusion, environment protection, mobility plans, and so on. 

In order to avoid ñcaptureò of the consultation process by special interest groups the suggested 

approach indicates the need to involve and listen to all relevant partners, being they either associations of 

citizens and businesses or individuals and single companies. Formal consultations of citizens are 

undertaken by local authorities (i.e. Regions, Provinces and Cities) on specific relevant decisions regarding 

their communities among which worthy of note are the participatory budget processes. 

Simplification  of administrative procedures has been emphasised as an important tool to improve 

government-citizens relationships by reducing administrative burdens on citizens and speed up responses 

by public administration. Regarding businesses, important results have been achieved through the one-stop 

shops. 

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

The National Action Plan for e-government (June 2000) has identified three main objectives:  

¶ enhancing the internal operational efficiency of each administration; 

¶ computerizing and integrating the supply of services to citizens and business; 

¶ allowing final users access to public services and information. 

The Department for Technological Innovation has launched an initiative to promote projects using 

ICT as tools to foster the participation of the citizens in the life of Public Administrations and in particular 

in their decision-making processes. The projects to be implemented must include: 
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¶ the use of appropriate technologies in terms of reliability and accessibility; 

¶ the promotion of active participation of citizens; 

¶ the guarantee of the effective involvement of the public decision-makers; 

¶ the evaluation of the results of the participation process. 

In response to the call for projects opened by CNIPA (National Center for IT in Public 

Administration, the agency working for the Minister for Innovation and Technologies) on June 2004, 129 

proposals have been submitted. 57 projects, for a total cost of 41 million Euro, have been positively 

evaluated and co-financed for a total amount of 9,5 million Euro. The themes covered by the projects are 

concerned with environmental protection, participation and urban planning, payment of local taxes, and 

health services. One half of the administrations involved are local governments with less than 5,000 

inhabitants. 85% of the financed projects involve the associations of civil society, with the participation of 

450 associations, such as: ONLUS and ONG. In particular, the attention of the selected projects is 

concentrated on the process of public decisions, with the aim to improve the effectiveness, efficiency and 

sharing of the decisions with all the involved actors. 

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants.  

In Italy, a specific policy on the Service Charter (Carta dei servizi) was set up in 1994, by a Prime 

Minister directive (Direttiva del Presidente del Consiglio dei ministri, 27.1.1994, ñPrincipi sullôerogazione 

dei servizi pubbliciò). Under this policy, public services must be delivered according to a set of general 

principles (e.g. equality, impartiality, continuity, regularity, openness, choice, courtesy, helpfulness, 

consultation and value for money). The delivery must be based on standards and targets to be measured 

against actual performance. Consultation of clients, as well as procedures complaints, reimbursement and 

remedy, must be provided. This policy for improving customer service applies to all government agencies 

at central and local level and to public utilities. To facilitate implementation of service standards, sector-

specific guidelines (Schemi generali di riferimento) have been provided for the areas of health care, 

schools, gas, electricity, postal services, pension services. 

There are three main characteristics of this policy. First, there is a plurality of charters in each sector 

rather than a single national charter. Each agency must define and adopt its specific service charter in 

accordance with the general principles and sector-specific guidelines. Second, there are no national 

standards. Each agency must set its own standards based on the quality indicators defined at national level. 

Third, the performance review process is decentralised, based on checks provided by clients through 

consultation and complaint mechanisms. Agencies are expected to report annually to a central government 

body on their standards, targets and performance. Some years after the introduction of the law, the results 

have been very different from one sector to another. As of December 2003, nearly 8,000 government 

agencies had adopted service charters. Their use of most widespread in education, health-care, gas and 

electricity sectors. Schools (6,072 charters), health care (678 charters), gas (594 charters) and electricity 

(206 charters) are the sectors in which the use of Charters is more widespread. 

A new development, which is still under consideration, concerns the adoption of National minimum 

standards vis-à-vis to the devolution process, which has given the Regions more autonomy on setting their 

own policies in many public service fields, and the need to pursue territorial development objectives. 
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2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

The involvement of private organizations, for and not for profit, in public service delivery (horizontal 

subsidiarity) has been part of the overall reform framework set up in the second half of the ó90s and has 

been more recently encouraged by the Financial Law of 2002 (law 448/2001). 

A recently published survey on contracting out was carried out by the Department for Public 

Administration in cooperation with the ISTAT (the National Institute of Statistics). The survey analyses 

contracting out trends (in terms of the nature of activities and services contracted out, private organizations 

involved, and impact on the public administration) in 2003 interviewing 1,035 central, regional and local 

public administrations. The main results of the survey highlight that 96% of public administrations have 

had contracting out experiences during 2003, with significant differences between central and local 

administrations and north and south, and that the trend is increasing. Back-office administrative activities 

are contracted out more often than final and front-office services. For-profit firms are preferred in 

comparison to non-profit organizations, with the exception of final services. Contracted out activities and 

services refer primarily to the information and communication technology area and, to a lesser extent, to 

accounting, personnel management, external communication services, buildings maintenance, security, 

logistics, waste management, healthcare, etc. Regarding the evaluation of the impact of contracting out 

strategies, only 16,9% of the interviewed administrations do not have evaluation systems in place. Most 

public administrations are satisfied with the choice and perceive an improved quality of the service, 

simplification of internal processes and structures and reduced wastes. 

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

Contracting out is an area characterized by few regulations. The already mentioned Financial Law of 

2002 (law 448/2001) suggests contracting out whenever there is an economic convenience. 

The Department for Public Administration has prepared a handbook as a reference tool to help public 

managers to undertake an outsourcing strategy and to evaluate ex ante and ex post convenience of 

contracting out. Quality improvement principles and not only cost containment criteria are considered to 

guide the strategic choice between in-house provision and contracting out. 
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JAPAN 

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?   

¶ Realisation of an ñsmall and efficient governmentò: 

- Reforming the cash flow by privatising the national postal mail, savings and insurance 

services, reforming government financial institutions and strengthening the management of 

government debts; 

- The full-scale Introduction of ñMarket Testingò; 

- Reforming Total Personnel Expenses for Public Employees. 

¶ Regulatory reform. 

¶ Dialogues with citizens through town meetings etc. 

2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

3. Has there been any evaluation of earlier reform efforts? 

¶ The outcomes of the structural reforms implemented by Koizumi Cabinet is put together and 

publicly announced by Cabinet  Office. 

¶ According to Cabinet  Office estimates, the sum of the userôs merit created by the regulatory 

reform since 1990s is JPY 14.3 trillion (as of FY 2002), which is equivalent to 4% of national 

income or JPY 112,000 per capita. The business areas where the userôs merit is significant are 

truck (JPY 3.9 trillion), electricity (JPY 2.5 trillion), petroleum product (JPY 2.3 trillion) and 

mobile telecommunication (JPY 1.7 trillion). 

Country profile on modernisation responsibilities 

1.  What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

¶ It may be noted that in Japan, there is no government body which has responsibility for 

modernisation in an integrated fashion. However, each ministry/agency has and implements 

measures for modernisation. Some of major actions are as follows: 
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- Cabinet Office, which is responsible for regulatory reform; follows up the implementation of 

measures established by the Council of the Promotion of Regulatory Reform (CPRR) and 

announces its outcomes publicly.  

- Cabinet Office also establishes ñBasic Policies for Economic and Fiscal Reformò etc. 
annually.  

2. What are the role and responsibilities of this body in relation to the centre of government 

(Cabinet, Prime Ministerôs Office and Ministry of Finance), and in relation to line ministries? 

3. What role does the Parliament play in the modernisation process?  

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizensô expectations of, and satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 

¶ Opinion poll 

2. Please provide key examples of the kinds of formal consultation mechanisms ï apart from 

elections ï that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid ñcaptureò of the 

consultation process by special interest groups?  

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

¶ Services such as ñweb search of all government-related homepagesò, ñunified guidanceò and 

ñaccess to public commentsò are available through the governmental portal site ñe-Govò.  It 

enables the public to access the information they need at any time on any day easily. It 

contributes to the improvement of public convenience. 

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants.  

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

¶ Relevant ministries or offices do not have such data. 

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

¶ Such principles have not been established. 
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KOREA  

1. Briefly, what key areas of public sector modernisation is your government currently 

addressing?  

 

¶ The Roh Moo-hyun administration, or the Participatory Government, ultimately aims for a 

ñtrusted governmentò, with its vision of becoming an able and communicative government.  

¶ With a view to achieving these visions, the government has set innovation goals as follows; 

¶ Establish an efficient administrative system by redesigning working process and adopting 

performance-based government operations 

¶ Achieve serving administration by transforming into a customer-oriented administrative system 

and reinforcing service equity. 

¶ Decentralize by transferring authority to local governments and introducing local autonomous 

police system. 

¶ Eliminate public corruption and pursue transparent and clean administration where all 

government activities are disclosed to the public. 

¶ Engage the public in the government policy-making process as a key partner of governance.  

2. Briefly, what do you see as the main modernisation challenges facing your country in the 

coming years?  

 

¶ The resistance and fatigue of civil servants arising from tough innovation process are posing 

challenges to institutionalizing innovation.  

¶ Increasingly, well-educated, informed citizens expect high quality services and streamlined 

administrative procedures. But their expectations are often not met because citizens want to see 

immediate outcome of innovation while the government innovation is by nature a long-term 

process.  

3. Has there been any evaluation of earlier reform efforts? 

 

¶ Yes, the Republic of Korea has made continuous efforts to respond to the needs of its people and 

to social changes. In particular, since the 1990s, administrative reforms during the Kim Young-

sam and Kim Dae-jung administrations mostly aimed at a ñsmall but efficientò government. 

¶ During the Kim Young-sam administration, or the ñCivilian Governmentò from 1993 to 1997, 

organization restructuring and the legislation of Administrative Procedure Act and the Freedom 
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of Information Act were the major achievements of the government reforms, with a view to 

improving administrative efficiency and transparency. However, reorganization and 

administrative reform measures failed to gain public trust. Rather it only led to entrenchment of 

civil servants. 

¶ The Kim Dae-jung administration, or the ñGovernment of the Peopleò from 1998 to 2002, aimed 

toward a small, efficient, and service-oriented government. The public sector went through three-

phased restructuring of central government organizations and workforce cut, and attempted to 

introduce the principle of competition. It was, however, a short-term measure designed to 

overcome the financial crisis rather than lay the foundation for ongoing government innovations.  

Country profile on modernisation responsibilities 

1. What government body (ministry, sub- or inter -ministerial body, etc.) has responsibility for 

modernisation? What other responsibilities does this body have? 

 

¶ Office of the President, the Presidential Commission on Government Innovation, Ministry of 

Government Administration and Home Affairs mostly lead the government innovations by 

playing the following roles in innovation management; 

 

Government Body Role 

Office of the President 
Comprehensive change management of government innovation  

Integrated management of innovation performance 

Presidential Committee on 

Government Innovation 

Deliberation of major innovation issues 

Creation of driving forces, propagation of innovation techniques 

MOGAHA 

HQ for Government Innovation 

(Innovation Management 

Committee) 

Development of mid to long-term strategies 

Support for innovation activities of individual agencies 

Diagnosis, evaluation of innovation activities, performance 

management 

Innovation education/ research/ PR, propagation of innovation to local 

governments 

Central Agencies 

Local Government 

Development & execution of innovation plans 

Execution of common innovation agendas 

 

2. What are the role and responsibilities of this body in relation to the centre of 

government(Cabinet, Prime Minister's Office and Ministry of Finance), and in relation to line 

ministries? 

 

¶ Office of the President, the Presidential Commission on Government Innovation, Ministry of 

Government Administration and Home Affairs are serving as a ñcontrol towerò of innovation 

management.  

¶ These government organizations are constantly laying the groundwork for government 

innovations via building networks with ministries and agencies, local governments and civil 

organizations. 
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3. What role does the Parliament play in the modernisation process? 

 

¶ The National Assembly monitors major government innovation policies and their budget 

execution under the check-and-balance system.  

¶ Inspection of government ministries, parliamentary audit, and budget reviews are the main 

responsibilities of the National Assembly. 

¶ In addition, the Korean Parliament contributes to institutionalizing government innovations by 

enacting and revising major laws that are the basic framework of state affairs. 

Dialogue with citizens 

1. Please give key examples of the main approaches used across the government sector to 

assess citizens' expectations of, the satisfaction with, public services and policies? (e.g. polling, 

Internet, NGOs, user panels, complaints, redress) 

 

¶ Citizenôs satisfaction with the government policies and services are measured every second half 

of the year to be reflected in the government performance evaluation.  

¶ It measures satisfaction of sampled citizen groups and expert groups with adequacy and 

performance of key government policies. 

¶ An independent survey company conducts a survey on customer satisfaction to get fairer and 

more reliable results  



 GOV/PGC/MIN(2005)3/ANN 

 89 

 

2. Please provide key examples of the kinds of formal consultation mechanisms - apart from 

elections - that are most frequently used to engage citizens and civil society organisations in the 

development of public policy. Are these mechanisms subject to evaluation and, if so, what are the 

results in terms of the costs and benefits? What steps are taken to avoid "capture" of the 

consultation process by special interest groups?  

 

¶ Under the Administrative Procedure Act, public hearings and preliminary announcement on 

legislation and on government policies are the way through which citizens and civil society 

organizations can be involved in the policy-making process.  

¶ Preliminary announcement on legislation is designed to gather and reflect public opinions before 

enacting, revising or repealing laws by announcing the legislation bill for over 20 days. 

¶ Preliminary announcement on government policies is also designed to gather and reflect public 

opinions before implementing policies or plans that can have significant impacts on peopleôs 

livelihood.  

¶ Public hearing is to invite experts, stakeholders and the public to listen to their opinions with 

regards to certain issues when necessary.  

3. Please provide some key examples of how new e-government tools are being used to extend 

and improve public information, consultation and participation. 

 

¶ The Online People Participatory Portal System <www.epeople.go.kr> is an integrated system 

through which people are allowed to report their inconvenience or problems, suggest any ideas 

for policy improvement and change, and participate in government administration. 

¶ When a civil petition is posted on the portal system, the system automatically verifies if the civil 

application matches any keywords in each department characteristic classifying table, and 

eventually able to classify the civil petition and send it to the appropriate department. Due to its 

automation and specific time management of business, people are able to receive fast and 

accurate services. 

¶ The system facilitates peopleôs participation and satisfaction and increases trust in Government. 

 

Delivering results 

1. Please provide examples of formal quality standards or charters for public services that 

exist in your country -- or any other means used to communicate expected standards to both citizens 

and public servants. 

 

¶ Charters for public services were announced in 1998 geared toward providing quality services to 

the public. 

¶ 10,700 service charters have been announced as of 2005, with the participation of all 

administrative agencies. 



GOV/PGC/MIN(2005)3/ANN 

 90 

¶ Service charters are commitments to the public that include standards and contents, procedures 

and methods, corrections and redress of services provided by administrative agencies. 

 

2. In general, what has been the overall trend concerning the role of the private and not-for -

profit sectors in public service delivery in your country? Is any quantitative data available on this 

trend (e.g. increase/decrease in volume and/or number of private providers of public services in 

general, and/or in specific sectors)? 

 

¶ The Korean Government has carried out the privatization of public service delivery steadily. For 

example, the National Railroad Administration was converted into the Korean Railroad 

Corporation this year. As a result, nearly 30,000 civil servants became the employees of public 

corporation. Also, the Korean Government is going to examine and screen the privatization of 

Korea Postal Office.  

¶ In addition, the role of private and not-for-profit sectors has increased, with their growing 

deliveries of public services. In particular, contracting public service to the private sector is 

actively pursued in the fields of implementation of uncomplicated services, maintenance and 

operation of public facilities that are not directly related to the rights and duties of the public. 

¶ Private sectorôs participation in public services is growing every year, with 997 cases delivered 

by private companies as of 2003. The number had risen rapidly in 1998 and 1999. 

 

Year Private sector's public service delivery   Year Private sector's public service delivery 

~ ô90  484   97 17 

91 44   98 101 

92 20   99 128 

93 28   00 27 

94 14   01 8 

95 59   02 22 

96 11   03 34 

 

3. Are there any formal principles guiding the decision on whether to contract services out to 

the private sector or retain them in the public sector?  

 

¶ According to the Government Organization Act article 6, an administrative agency may entrust 

matters involving surveys, inspections, verifications, and management etc., that are not directly 

related to the rights and duties of citizens, to a juristic person, an organization which is not a local 

government , or its agencies or related individuals as determined by Acts and subordinate statues. 

¶ There is the Provision(presidential decree) for Delegation and Entrustment of Authority as the 

subordinate statues, and the Provision establishes the basic principles for the details of standard 

and contract about delegation or entrustment of authority. 
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MEX ICO 

Public Management Reforms in Mexico 

In order to simplify the strategy for change and transformation of the Mexican Government, a 

Presidential Agenda for Good Government was designed and widely disseminated. This Agenda, 

comprised by 6 lines of action - Honest and Transparent Government; Professional Government; Quality 

Government; Digital Government; Government with Regulatory Reform; and Government that Costs Less 

(Cost-effective Government) - has been the roadmap for shortening the gap between services offered by 

the government and citizensô expectations. The main purpose of Good Government is to gain citizensô 

trust. 

Access to Information Law 

The Public Information Law (Federal Transparency and Access to Public Information Law) came into 

effect on June 2002, and citizens were able to exercise their right to public information a year later. 

This Law has been an invaluable support of the ñHonest and Transparent Governmentò line of action, 

while it has derived into a Federal Institute for Public Information (IFAI). The IFAI is an autonomous 

organ in charge of promoting the right stated in the Law, solve negative responses of government 

institutions and secure personal information in power of the government, thanks to an electronic system - 

The Information Requests System- specially designed for this purpose.  

Since its creation (June 12, 2003), the Law has resulted in: 

Total Requests:        73,337 

Attended Requests:     65,847 

Requests in progress of attention:    7,490 

Disagreements:      2,570 (3.9%) 

Negative answers due to reserved or confidential information: 315 

(Information as of April 7, 2005.) 

 

Citizen Charters 

In September 2004, Citizen Charters were implemented in Mexico as a positive way of formalising 

the matching of services provided by a public institution and its customers' needs and expectations. The 

governmentôs goal is to create Citizen Charters for the 240 highest-impact services and transactions by 

2006. 




