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HIGH LEVEL SEMINAR ON PERSONALISED SERVICE PORTALS AND BACK-TO-BACK 
SPECIAL SESSION ON EXCHANGE OF EXPERIENCES IN E-GOVERNMENT 

 
Paris, 11-12 December 2006 

 
Meeting report 

 
 
 
Overview 
 
The OECD and the French Ministry of Finance, Economy and Industry organised a two-day event in Paris 
in the framework of the Governance for Development (GfD) Initiative in Arab countries. The first day 
featured a High Level Seminar on Personalised Service Portals hosted by the General Directorate for 
Modernisation (DGME) of the French Ministry of Finance, Economy and Industry. The objective of the 
seminar was to exchange experiences and build capacity on implementing personalised e-government 
portals, moving from the experience of France and other countries in this area. The second day served to 
provide Arab countries with the opportunity to exchange experiences with OECD country participants on 
the basis of the current OECD programme of work in the area of e-government.  
 
The seminar was chaired by Mr. Jean-Jacques Leandri, Advisor for E-Government of the French Ministry 
of Economy, Finance and Industry, while the briefing meeting was chaired by Mr. Christian Vergez, Head 
of the Innovation and Integrity Division of the OECD Public Governance and Territorial Development 
Directorate. Mr. Vincenzo Schioppa, Minister Plenipotentiary of the Italian Ministry of Foreign Affairs co- 
and Co-chair of the Working Group 2 on E-government and Administrative Simplification, co-chaired the 
two events. Fifteen experts and delegates from 7 Arab countries (including Egypt, Jordan, Lebanon, 
Morocco, Palestinian Authority, Tunisia, and UAE) and 4 OECD countries (including Belgium, France, 
Italy, and Portugal) attended this event. Mr. Bruno Lanvin, a senior advisor at the World Bank on e-
strategies and regional coordinator for Europe and Central Asia, also participated in the events and actively 
contributed to the discussions.  
 
The seminar was closed by Mr. Frank Mordaq, Director General for State Modernisation of the French 
Ministry of Economy, Finance and Industry. He reminded participants that according to the latest 
benchmarking annual report published by the European Commission, France was ranked in the top 5 
countries in terms of level of sophistication. Mr Mordaq further argued that one-stop shop service delivery 
and personalised portal will become the two main features of the next generation of services. The project 
for the personalised portal named “my public-service (mon service-public)” will allow citizens to have a 
numeric vault where they may store all personal administrative documents. The deployment for this project 
in France is planned for early 2008. 
 
The seminar took place in response to a demand from Arab countries at the last meeting of Working Group 
2 in March 2006 where several Arab countries mentioned the theme of personalised portals as being one of 
the common regional challenges that should be discussed among practitioners in the context of a regional 
capacity building seminar. Discussions during the seminar focused on portal development as one 
example of how ICT can be used to transform public administration. In particular the discussions 
addressed the following: preconditions to set up information portals (e.g. institutionalisation and regulatory 
framework); managing personal data (e.g. opportunities and limits imposed to the use and reuse of data); 
how to move from information to transaction portals; harmonisation of practices across government; 
strategies to increase user access and accessibility; and skill development within the administration.  
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Outcomes 
 
The discussion led to a firm agreement on the benefit of this type of exchange between Arab and OECD 
countries and a request to continue this regional dialogue in support of the implementation of the national 
action plans. In particular, activities in the following areas were proposed:  
 
-- Regional high level seminars: a number of countries proposed themes to be the topic of the next round of 
high level seminars: 1) Identity management and E-procurement (Italy), 2) E-government in the context of 
state modernisation (Tunisia), focussing on what needs to be done to translate the central vision for e-
government into sectoral strategies at ministry level, 3) Management of e-government projects (Morocco); 
4) How to mainstream e-government in sectoral ministries (Morocco); 5) How to increase accessibility of 
e-government services  (Morocco). Morocco offered the availability to host one of these seminars in June 
2007 back-to-back with a national event on e-government. 
 
-- Peer - to - peer learning activities: It was suggested by the participants that the OECD should take the 
initiative to organise peer-to-peer study visits which would allow public officials from a limited number of 
interested Arab countries to participate in study visit in OECD countries focusing on identified themes of 
Arab country interests (e.g. learning from the experience of a given country with service portals). The 
results of this peer-to-peer visit could be shared with other Arab countries. 
 
-- Training seminars: It was also proposed that training seminars targeting high level officials responsible 
for e-government in ministries and agencies should be organised in Arab countries with the assistance of 
OECD country experts. This training seminar could take the form of an in-depth technical exchange of 
knowledge focused on a particular aspect of e-government implementation. 
 
 
 

Seminar presentations can be downloaded from www.oecd.org/mena/governance 
 



 4 

ANNEX 1 
 
Meeting discussion 
 
1) High Level Seminar on Personalised Service Portals (11 December, Ministry of Finance, Economy 
and Industry, Paris) 
 
Each session of the seminar was opened by a presentation of the French experience in implementing a 
personalised e-government service portal. The purpose was to provide a structured framework for the 
meeting discussion based on the practical experience of France.  
 
The first session served to introduce the topic of personalised service portal and to identify the principles 
and objectives that support its creation, implementation and development, as well as its link with the 
overall e-government strategy. For example, the project to develop a personalised portal in France 
(mon.service-publique) became an integral element of the national e-government strategy (ADELE) in 
2004 and corresponding building blocks were defined around the principle of improved accessibility for 
users, personalisation of information provided (e.g. by life event), unique authentication, and security of 
access and safe transmission of data stored in an electronic vault (coffre fort électronique).     
 
While countries agree on the importance of setting clear objectives guiding the implementation of service 
portals (e.g. simplified access and better quality e-services), their achievements require an all-of-
government approach which goes beyond the idea of government portals as simply e-service enablers but 
as an opportunity to transform the way government operates (back office change).  
 
Participants identified a series of challenges that need to be addressed by Arab countries when developing 
service portals. Some of these issues which emerged from the discussion are not only relevant to portal 
development but focus on the framework conditions that need to be established to use ICT as a tool to 
transform government structures and operations. These are: 
 
� Set up the institutional and legislative framework conditions 

- Define a governance/institutional framework for project with identifiable project staff and 
responsibilities and ensure that knowledge is transferred across the administration (Morocco, Egypt, 
and Palestinian Authority) 
- Introduce the necessary legislation to allow for online transaction (e.g. legislation on e-signature) 
and develop the e-banking sector (Lebanon)  

� Understand the cost associated with establishing portals (the business model) 
- Develop a set of tools and indicators that allows a constant monitoring and evaluation of portal 
development and achievement of its objectives not only ex post but during the implementation phase 
- Understand the cost and benefits of setting up partnership between the private and public sector for 
portal development 

� Develop a common vocabulary and language among countries which could lead to better 
understanding and response to common challenges 

� Define innovative ways to work together which focus on integrating people (knowledge 
communities), technology (standards) and processes (policies, regulations, guidelines) (Egypt).   

� Go beyond simply monitoring available technologies (e.g. WiFi, Wi Max) and focus on understanding 
how they could be concretely integrated and used in support of the delivery of services 

� Manage the “political risk”: maintain focus on the modernisation agenda regardless of political 
changes. 

 
 The second session looked at the strategies to improve access and take up of online information and 
services. Participants discussed the opportunities that personalised service portals offer to improve the 
access, convenience and quality of online services and the challenges related to implementing service 
strategies, such as promoting single points of contacts in view of eliminating dispersions, integrate public 
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channels (e.g. web and telephone), and organising and coordinating services around life cycle events. 
Examples from Arab and OECD country experience were provided with a focus on the challenges and 
solutions adopted to overcome them. In Tunisia the national portal is organised “by theme” with 10 themes 
serving three different populations: businesses, citizens and citizens abroad. This thematic architecture 
requires strong coordination between different actors involved in portal management. This has been 
achieved by identifying a theme coordinator which ensures the synchronisation among themes and 
promotes collaboration among theme administrators. Efforts are now being directed towards further 
simplifying this heavy thematic architecture, ensuring regular updates and improving the search engine.   
 
Discussion also focused on portal service delivery strategies. While countries recognised that providing the 
largest number of services online doesn’t translate in and by itself in a higher take up, they have adopted 
different approaches in service provision ranging from starting with essential or/and easy-to-develop 
services (e.g. obtain information / download forms) to focusing on high volume-high value services (e.g. 
tax collection). For most Arab countries the next round of challenges will be moving from standardising 
and putting government forms online (information stage) to developing transactional services 
(transactional stage). This will require a better alignment of back office systems with front office service 
delivery, developing authentication systems and developing e-payment solutions.     
 
Participants also recognised that strategies to improve the quality of online information cannot be effective 
without the involvement and close collaboration of all public agencies. Portugal has created a taskforce, 
composed of officials from institutions across the public sector, to ensure the participation of public 
administration in the content development and updating of the citizen portal. Delegates stressed the 
importance of developing a whole-of-government approach to portal development with a well identified 
governance structure and mechanisms to push agencies to work together. 
 
In the third session participants discussed aspects related to the reorganisation of the back office needed 
to develop personalised service portals and on the management of multiple service provisions channels. 
Countries recognised the importance of focusing as early as possible in the e-government development 
process through setting up an interoperability framework, common horizontal business processes and an IT 
infrastructure allowing for communication and exchange of data between organisations.  
 
In the fourth session, participants discussed issues related to the management of data including aspects 
related to privacy and security of data exchange and compliance of data management with existing 
national legislation.  Participants discussed the issue of how to ensure each individual access to own 
personal data stored in government databases while protecting it from unauthorised or fraudulent access. 
The experience of many countries shows that it is difficult for the users to accept that their personal data is 
stored in government-managed electronic databases. In addition, while in certain countries data matching is 
allowed under certain conditions, other countries have a stricter legislation which poses some limits to the 
possibility of data matching. In France, which has a stricter legislation in this regard, data matching has 
now been made possible on limited cases and under strict legislation within the framework of a specific 
legislation.   
 
Assessing the user’s ICT preparedness has also been identified as a key element in avoiding major project 
failures. The type of technological solution allowing for secure transaction needs to take into account the 
level of ICT skills of users. For example, the use of a sophisticated authentication system (e.g. using smart 
card readers) may be perceived by users as too complex and costly a solution, making investments for its 
development unjustified. 
 
In the fifth session, countries discussed the different steps and mechanisms involved in the 
experimentation process of a portal. At this stage associations and users group play a fundamental role in 
evaluating the level of accessibility and user-friendliness of a portal. Participants stressed the importance of 
the experimentation process as instrumental to strengthen the relations between service users and public 
administration and fundamental for refining investment plans.  
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2) Session on exchange of experiences on the basis of OECD work on e-government (12 December, 
Annex Monaco, OECD Headquarter, Paris) 
 
The second day offered the opportunity to Arab countries to review the results of the work carried out in 
the context of the WG 2 programme of work (Governance for Development Initiative). In particular the 
Italian WG 2 chair stressed the importance to take the national action plan forward and assist Arab 
countries in implementing them. Arab countries agreed that marketing national action plans has been 
limited so far in their countries and will increase efforts. 
 
This half-day meeting gave Arab countries the possibility to share their experiences related both to current 
and planned project carried out by the OECD E-government Project namely in the area of 1) 
transformation, 2) e-service take up, 2) partnerships across levels of government for e-government 
implementation 3) process and outcomes indicators, 4) benchmarking e-government expenditures, 5) 
cost/benefits analysis for shared services, and 6) ROI in ICT-enabled applications. Arab countries 
expressed an interest in being closely associated to the work of OECD in e-government, in particular in the 
area of indicators and transformation.  
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ANNEX 2 : REQUEST FOR COUNTRY INFORMATION 
 
Following the seminar on Personalised Service Portals, the OECD Secretariat requests that countries 
submit short country fact sheets which will constitute a comparable body of information in the area of e-
government portal. The country fact sheets must follow the guidelines and structure below.  The OECD 
Secretariat requests that you please submit your country paper no later than Thursday, 15 March 2007 
to Marco Daglio (marco.daglio@oecd.org, tel: +33 (0) 145249876, fax: +33 (0) 145248563). Please 
contact Marco Daglio if you have any questions regarding the preparation of your country fact sheet. 
  
TOPIC 
 
The topic of the High Level Seminar (11-12 December 2006) was “personalised service portals”.  We ask 
that the country paper focuses on Arab country experience in implementing national portals and provide 
information on: 1) the objectives behind portal development and their link with the e-government strategy, 
2) the number of services accessible through the portal and their level of sophistication, 3) the level of 
personalisation of the national portal, 4) issues related to privacy, security and authentication.  
 
 
STRUCTURE OF COUNTRY PAPERS 
 
The paper should be approximately 2-3 pages (in English). In order to ensure comparability among papers, 
we request that you please structure the paper along the following lines: 
 
� Question 1: What are the key principles and objectives that support the creation, implementation, and 

development of your country national portal? How are these objectives linked to the overall e-
government strategy of your country? 

 
� Question 2: How many of the 20 basic public services identified by the EU do you provide online? 

Which of them are accessible through your national portal? What level of sophistication* is attached to 
each of these services? Please use the table below.. 

 
� Question 3: What options does your national portal provide to increase portal personalisation (e.g. 

personalised email account/page/log in; personalised help desk services)? How many presentation 
modes do your national portal offer (e.g. by life event, user group, organisation, type of service)?  

 
� Question 4: What strategies have you adopted to increase portal usability (e.g. common “look-and 

feel” / branding of the portal site consistent with that one of the different websites of the administration 
delivering the services accessible through the portal site)? 

 
� Question 5: How does user protection of privacy is ensured? Do users have to authenticate themselves 

in order to access the services offered through the portals?  If yes, what authentication system is used?  
Do you plan to provide an electronic vault (coffre fort électronique) for citizens and businesses in your 
national portal?  
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  SOPHISTICATION ACCESSIBILITY 
Service Provided 

online?(yes/no) 
1 2 3 4 Accessible 

through the 
national 
portal? yes/no  

Accessible through 
other dedicated 
portal (e.g. 
business portal) 
yes/no 

For citizens 
Income taxes        
Job search services        
Social security 
benefits 

       

Personal documents 
(passports / drivers 
license) 

       

Car registration        
Application for 
building permission 

       

Declaration to the 
police 

       

Public libraries        
Certificates        
Enrollment in 
higher education 

       

Announcement of 
moving 

       

Health-related 
services 

       

For businesses 
Social contribution 
for employees 

       

Corporation tax        
VAT        
Registration of a 
new company 

       

Submission of data 
to statistical offices 

       

Customs 
declarations 

       

Environmental 
related permits 

       

Public procurement        
 
*Levels of online sophistication  
 
Level 1 - information: necessary information to start procedure is available on a website 
 
Level 2 - one-way interaction: possibility to obtain a paper form to start procedure 
 
Level 3 - two-way interaction: possibility to start procedure with an official electronic form  
 
Level 4 - transaction: full electronic case handling 
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ANNEX 3 : LIST OF PARTICIPANTS 
 
 

Participating Countries 
 
Egypte/Egypt 
Eng. Ashraf FAWZY 
E-Government Infrastructure Program Director 
Ministry of State for Administrative Development 
Cairo 
Egypt 
 

Tel: +2 (02) 4000100 
Mobile: +2 0122103119  
Email: AFawzy@ad.gov.eg 

 
Jordan/Jordanie 
M. Hasan HOURANI 
Director of E-Government 
Ministry of Information and Communications 
Technology 
8th Circle 
11194 Amman 
Jordan 
 

Tel: +962.6.5805757 
Email: hasan.h@moict.gov.jo 

 
Liban/Lebanon 
M. Ziad GHORAYEB 
Web Specialist 
Office of the Minister of State for Administrative 
Reform 
STARCO Building, 5th Floor 
Omar Daouk Street 
Beirut 
Lebanon 

Tel: +9611371510 x669 
Email: zghorayeb@omsar.gov.lb 

 
Morocco/Maroc 
M. Aziz RABBAH 
ICT Advisor, Minister of EGA 
Advisor to Minister El-Alami 
National Committee of IT 
National Committee of e-Gov 
Rabat 
Morocco 
 

Tel: +212 37687300 
Fax: +212 37 68 73 64 
Email: arabbah@gmail.com 
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Palestinian Authority 
Ms. Lily HABASH 
Director General of Reform 
Coordination and Support Unit/Prime Minister’s 
Office 
 
Senior Governance Adviser 
Center for Continuing Education 
Birzeit University 
 

Tel: +97 (0) or (2) 599381002  
Email: LHabash@cce.birzeit.edu 
LHabash@pm.gov.ps 
partners_wm@yahoo.com 

 
Tunisia/Tunisie 
Ms. Khedija ZAMMOURI 
General Director of E-Government 
Office of the Prime Minister 
Place du Gouvernement le Kasbah 
Tunis 1008 
Tunisia 
 

Tel: +216 71563021 
Fax: +216 79562886 
Email: khedija.zammouri@pm.gov.tn 

 
United Arab Emirates/Émirats Arabes Unis 
M. Abdulla AL MAJID 
CIO 
UAE eGovernment Program Director 
Ministry of Development for Government Sector 
Abu Dhabi, Dubai 
United Arab Emirates 
 

Tel: +971.50.6447448 
Fax: +97126267252 (Abu Dhabi); +97143968415 
(Dubai) 
Email: almajid@csb.gov.ae 

Mr. Fadi SALEM 
Research Associate 
Dubai School of Government 
PO Box 72229 
Dubai 
United Arab Emirates 
 

Tel: +971.04.317.5523 
Fax: +971.04.329.3293 
Email: Fadi.Salem@dsg.ae 
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OECD Countries 
 
Belgium/Belgique 
M. Dominique VOLON 
Director General, Service Management 
FEDICT 
rue Marie-Therese 1/3 Maria-Thereiastraat 
1000 Bruxelles 
Belgium 
 

Tel: +3222129650 
Mobile: +32475721895 
Fax:  +3222129699 
Email: dominique.volon@fedict.be 

M. Jacques ERNOUX 
Program Manager, Belgian Portal 
FEDICT 
rue Marie-Therese 1/3 Maria-Thereiastraat 
1000 Bruxelles 
Belgium 
 

Tel: +3222129622 
Fax: +3222129699 
Email: jacques.ernoux@fedict.be 

 
France/France 
M. Frank MORDACQ 
Directeur général de la modernisation de l’État 
Ministère de l'Economie, des Finances et de l'Industrie 
Télédoc 242 
139, rue de Bercy 
Paris Cedex 12 
France 
 

Tel: +33 (0)153183902 
Email: frank.mordacq@dgme.finances.gouv.fr  

M. Jean-Jacques LEANDRI 
Conseiller pour l'administration électronique  
Direction générale de la modernisation de l'État, 
Mission des Relations Internationales 
Ministère de l'Economie, des Finances et de l'Industrie 
Batiment Colbert, pièce 2285 D 
139 RUE DE BERCY 
TÉLÉDOC 
75572 PARIS CEDEX 12 
France 
 

Tel: +33 (0)153185557 
Email: jean-
jacques.leandri@dgme.finances.gouv.fr 

M. Benoît BOUTE 
Mon.Service-Public 
Direction générale de la modernisation de l'État, 
Service du Développement de l’Administration 
Electronique 
Ministère de l'Economie, des Finances et de l'Industrie 
Télédoc 242 
139, rue de Bercy 
Paris Cedex 12 
France 
 

Tel: +33 (0)153183968 
Email: benoit.boute@dgme.finances.gouv.fr 
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Ms. Emilie CHUNG 
Direction générale de la modernisation de l'État 
Ministère de l'Economie, des Finances et de l'Industrie 
Télédoc 242 
139, rue de Bercy 
Paris Cedex 12 
France 
 

Tel: +33 (0)153185567 
Email: emilie.chung@dgme.finances.gouv.fr 

M. Bruno DESCHEMPS 
Direction générale de la modernisation de l'État, 
Service due Développement de l’Administration 
Electronique 
Ministère de l'Economie, des Finances et de l'Industrie 
Télédoc 242 
139, rue de Bercy 
Paris Cedex 12 
France 
 

Email: bruno.deschemps@dgme.finances.gouv.fr 

M. Pierre PÉCASTAINGS 
Direction générale de la modernisation de l'État, 
Service due Développement de l’Administration 
Electronique 
Ministère de l'Economie, des Finances et de l'Industrie 
Télédoc 242 
139, rue de Bercy 
Paris Cedex 12 
France 
 

Tel: +33 (0)153183759 
Email: pierre.pecastaings@dgme.finances.gouv.fr 

Ms. Bénedicte ROULLIER 
Chief of Product 
Mon.Service-public,  
Documentation Française Ministry of Economy, 
Direction générale de la modernisation de l'État 
Ministère de l'Economie, des Finances et de l'Industrie 
Télédoc 242 
139, rue de Bercy 
Paris Cedex 12 
France 
 

Email: benedicte.roullier@df.gouv.fr 

M. Alexandre TISSERANT 
Mon.Service-Public 
Direction générale de la modernisation de l'État, 
Service due Développement de l’Administration 
Electronique 
Ministère de l'Economie, des Finances et de l'Industrie 
Télédoc 242 
139, rue de Bercy 
Paris Cedex 12 
France 
 

Tel: +33 (0)153183045 
Email: 
alexandre.tisserant@dgme.finances.gouv.fr 
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Italy/Italie 
M. Vincenzo SCHIOPPA 
Minister – Plenipotentiary 
Ministry of Foreign Affairs 
Rome 
Italy 
 

Tel: 00 39 06 36 91 26 04 
Email: Vincenzo.Schioppa@esteri.it 

M. Alessandro BELLANTONI 
Program Manager 
Unitá Tecnica “e-Government per lo Svliuppo e 
l’ICT” 
Dipartimento per l’Innovasione e le Tecnologie 
Presidenza del Cosiglio dei Ministri 
 

Tel: +39 06 84 563 413 
Mobile: +39 346 680 26 41 
Email: a.bellantoni@governo.it 

M. Marcello FONDI 
First Counsellor 
Permanent Delegation of Italy to the OECD 
50 rue de Varenne 
75007 Paris 
France 
 

Tel: +33 (0)144392150 
Email: marcello.fondi@esteri.it 

Ing. Francesco VARGIU 
Responsabile Sezione Digitale Terrestre 
Area Progetti Applicazioni e Servizi CNIPA 
Via Isonzo 21b 
00198 – Roma 
Italy 

Email: F.Vargiu@cnipa.it  

 
Portugal/Portugal 
Ms. Sofia CARVALHO 
Advisor 
UCMA-Office for Public Services Reform 
Praça do Comércio 
Ala oriental - 1º andar  
Lisboa Portugal 1149 - 018 
 
 

Tel: +351 213232290 
Mobile: +351 962522639 
Fax: +351 213232284 
Email: sofiac@ucma.gov.pt 
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OECD and other International Organisations 
 
World Bank/Banque mondiale 
M. Bruno LANVIN 
Senior Advisor, E-Strategies 
Regional Coordinator for Europe and Central Asia 
Head, Client Capacity Building 
The World Bank 
Global Information and Communication Technologies 
Department 
The World Bank 
1818 H Street, F 5K 114 
Washington, DC  20433 
USA 
 

Tel: +1.202.473.2414 
Fax: +1.202.522.3001 
Email: blanvin@worldbank.org 

 
OECD 
Mr. Christian VERGEZ 
Head, Innovation and Integrity Division 
Public Governance and Territorial Development 
OECD 
2 rue André-Pascal 
75016 Paris 
France 
 

Tel: +(33-1) 45 24 90 44 
Email: Christian.VERGEZ@oecd.org 

Mr. Edwin LAU 
Project Leader, E-Government Project 
Public Governance and Territorial Development 
OECD 
2 rue André-Pascal 
75016 Paris 
France 
 

Tel: +(33-1) 45 24 80 36 
Email: Edwin.LAU@oecd.org 

Mr. Marco DAGLIO 
Administrator, Governance for Development in Arab 
countries Initiative 
Public Governance and Territorial Development 
OECD 
2 rue André-Pascal 
75016 Paris 
France 
 

Tel: +(33-1) 45 24 98 76 
Email: Marco.DAGLIO@oecd.org 

 
 
 
 
 
 
 
 
 
 


