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o= 2009 @ HE Al EHO] HJEHo] 2

0 UN S337d 4 Category HE

Category/Yoar 2003 2004 2005 2006 2007 2008 2009

oty R & Category 1 — Improving transparency,
e R | accountability, and responsiveness in

Gyt the W the Public Service

o Dt S B Category 2 — Improving the delivery of
b=l = services

oo o
e L Category 3 — Fostering participation in
Improving Transpar- . . " .
R DR Pollcy Tnaklng dec.lsmns through
e e Qo e | innovative mechanisms

Improving the

o -0t

— e Lol Category 4 — Advancing knowledge
i anosion W management in government
;?-ml%%;';e o Special Award -~ UNPAN Member
— U pp——— Excellence Award on Knowledge

o el o] Sharing

2 UN 23933 2obd £4 5% 24

(1) Category 1 ¥oF9] B7H71E & $4 5F £4

>

O Categoryl (3 XWX T84, AU, ds4d WA)e HrrlEe
2 O %A 3 (Promotes Transparency), @ U4 =7 (Promotes
Accountability), @ ®¥H&4 &4 (Promotes Responsiveness), @ P4 =
Zl(Promotes Equity), @ #2#|37d W (Transforms Administration), ©®

AMZL Y =% (Introduces a New Concept) & 6713 &

O Categoryl (F&AMMILoAMe] T4, A4, e Ad)e H<
= s & u, Uy 2A4 54 2 s P & 2E6)

rr o



[] Category 1 - Improving transparency, accountability, and
responsiveness in the Public Service

Criteria Description
Creates mechanisms to increase the public's ability to observe, monitor and analyze governmen

Promotes t decision-making and processes. The mechanisms can be documentary, face-to-face, meetings,
Transparency and/or electronic.
Utilizes documentation in various forms which can serve as evidence of a government's confor
fen = mity to legal, procedural and fiscal reqir d improves processing of complaints and h
2 y to legal, procedural and fiscal requirements, and improves processing of complaints an
Accountability andling of grievances.
Enhances the monitoring and filtering of public opinion and the views of concerned sections of
Promotes the community, and includes an obligation to share information and demonstrate openness thr
Responsiveneass ough consultative mechanisms with the public.

Extends service delivery to vulnerable groups and/or enables service delivery to a wider popula
Promotes tion particularly through mechanisms that promote social inclusion relating to gender equality,
cultural diversity, the youth, elderly, disabled and other vulnerable populations.

Equity
Involves transformation within a large framework rather than incremental improvements. Innova
tive methods, tools and techniques, in the context of a given country or region, are applied to
Transforms themes such as modernization, change of organizational culture, administrative reforms or the
Administration averhaul of government service delivery procedures.
Introduces a unique idea, distinctively new approach to problem sclution, or unique policy or i
Introduces mplementation design, in the context of a given country or region, for transparency, accountabi
a New Concept lity and responsivenessin the Public Service.

O BAE Categoryl (B2AMzdAe £, 894, thg4 Aa) o
of FMAFIL} FAR WES AW ATt FAE A9 2R e
H, AeA7} 0993 108 A% FA4LS B o doks 4. 53] 20109
India®] State-Wide Attention on Grievances by Application of
Technology Atdlle =RIAlEILe} AEgE B FAME ] EAstes A=
g

- frAFSE A 2= State-Wide Attention on Grievances by Application
of Technology (%1%, 2010), Call center 1502_The Greek Ombudsman
(Lel%, 2003) 55 & 7 A+

- Y WFAA AMEA7F Women Friendly City Project (X-&4], 2010),

1
Real-time Water Quality Opening Services (A&A], 2009) To.2 2zt

J& 5=2}3}



[] Category 1 - Improving transparency, accountability, and
responsiveness in the Public Service

Criteria

Promotes
Transparency

Promotes
Accountability

Promotes
Responsiveness

Promotes
Equity

Transforms
Administration

Introduces
a New Concept

- State-Wide Attention on Grievances by
= Application of Technology (@I, 2010)
2= AFAHE| - Call center 1502_The Greek Ombudsman
(12| ~, 2003)
SHHF - Women Friendly City Project (M2A],2010)
ot - Real-time Water Quality Opening Services
2 AFAR| (M2 A, 2009)
- MEA|7F 09, 104 ¢ 4=A2 3t HE 9lO
0, 104 (91 5) Tt 03E(02|A) QAR Atz
7t ZXel Ol=ate| AHEst7t 2
20114
HEf X 0| X 2 AoR EEHE =+
ofal, fi= 0| =&y =4 o d7) 78
T Cojlis 22 p M 9 37|
SYUANZA|AEMZED) ZFX

O 2010 A3

S} fALE

O India (Chief Minister's Office, Government of Gujarat) At :
State-Wide Attention on Grievances by Application of Technology

- The SWAGAT Initiative was established as a transparent system through which
citizens can their grievances regarding government’s provision of public
services. It gives citizens direct access to meet the Chief Minister personally to
present their case.

- This open and transparent system allows citizens to derive satisfaction from the

fairness of the process, even if the decision is not in their favor. The tracking of
the status of applications may also be viewed online.

-9 Ame] Al

% UN s5dgde] B, Fod=]
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O 2009 o]x AZirel FARG 4 Abel &2

e

O The Greek Ombudsman (Citizen’s Defender)
Division of Relationship between State and Citizens

O Category: Improvement of Public Service Results (2003)

Under the responsibility of the Directorate of State-Citizen’s Relationships, a
Call Center (number 1502) operates where citizens may apply for 53
certificates and other administrative documents. This form is immediately
transmitted on-line and through fax to the competent agency, which issues
the document and sends it to the citizens by registered letter to their postal
address. The 1502 Call Center was first launched in February 1998 and by

the end of 2001 more than 870,000 applications were submitted (almost 608
applications per day).

- Alx AL Ombudsman®] A 5, A A|

= TitleS JT w, CategorySA4S & 4
o7 HY

] A9
A% S-S @ uh 9o, 109(1E)F 039 (22l
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od FEAE 9 T8 FFNAAIA =Y
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(2) Category 2 ¥} 717 |& 2 F4 5% 4

O Category 2 (F&AHlE g W4 7)o HFrhrj€cgs O 884 <
ZH(Increases Efficiency), @ iFZ X B]2AF(Provides High-Quality
Service Delivery), @ #2374 W& (Transforms Administration), @ A=
+ /NE =% (Introduces a New Concept) & 47FA|Z E} Fokoll H| 34
= B7h7)Eel dwd A4

] Category 2 - Improving the delivery of services

Criteria Description
Streamlines processes, reduces red tape, and improves coordination and other me
asures increasing efficiency. An increase in efficiency must be supported by quantif

Increases

Efficiency iable indicators, surveys, questionnaires, etc.
Provides timeliness, courtesy, access and client-orientation in public service deliver
Provides y. Includes the availability of government services at times and in ways that are mo
High-Quality re convenient to the public, speedy processing of applications or claims, reduction

Service Delivery  |in the amount of paperwork and other activities citizens must perform in order to
demonstrate compliance.

Involves transformation within a large framework rather than incremental improve
ments. Innovative methods, tools and technigues, in the context of a given country
or region, are applied to themes such as modernization, change of organizational

culture, administrative reforms or the overhaul of government service delivery proc
edures.

Transforms
Administration

Introduces a unigue idea, distinctively new approach to problem solution, or unigu
e policy or implementation design, in the context of a given country or region, for
a New Concept transparency, accountahility and responsiveness in the Public Service.

Introduces

O Category2 (T3 ARl A W4 7fAd) SHolA FWAE
At HEe A (
2009) zrolE <
wHgdoel 7 v

ml> to,
4m

Y A2 One-stop Shop for Company
= AR, ERHow IWIAEae 54 3 AAee

o

P obZ B7hY

d

O Category2 (d3AHlE HAE 4 7)) SHAlA 3= Hope-Plus
Account (4]-&41,2010), Korea Immigration Smart Service (5%, 2007)

(@]
S F4o] A=

_10_



(3)

Category 3 20k BAA1Z L 4 T 24
Category3 (H414 WHES T3 AAZ2A 3o S48 Hrprsoeze
O w84 3 (Promotes Responsiveness), @ MZ A=Z W7lUESS
B3t Fo FHZ(Promotes Participation through New Institutional

Mechanisms), @ e-#¢] ZZ(Facilitates e-Participation), @ MZF 7id

S 7HAZ vlud Sed 3

Z Y (Introduces a New Concept)

[] Category 3 - Fostering participation in policy-making decisions

O Category3 (&4l

through innovative mechanisms

Criteria Description
Enhances responsiveness of government to the demands and needs of citizens; fav
Biormcics ours the inclusion of the views of concerned sections of the community in public a

respo nsiveness

ffairs; and demonstrates openness through consultative mechanisms with the publi
c.

Promotes
Participation through
New Institutional

Implements new processes and institutional mechanisms to channel the demands
and views of citizens. This may include decision-support systems, government net
working, and consultation mechanisms leading to more effective policymaking and
implementation as well as holistic and “horizontal” approaches to public service de

Mechanisms livery and management.
Enables governments — policy makers and public officials — to better interact with t
- he public, particularly individual citizens, and allows citizens, for instance, to better
Facilitates express their needs, participate in and influence policy-making; comment on policy

e-Participation

implementation; provide feedback on government services (on and off-line service
s); and file complaints.

Introduces
a New Concept

Introduces a unique idea, distinctively new approach to problem solution, or uniqu
e policy or implementation design, in the context of a given country or region, fo
I greater participation of citizens in policy-making decisions, particularly the poor.

Tile dF

Policy Making Decision (
Seoul City,s Oasis (A&

A, 2008)

Aol A =/
0™, Participation in
2008) AHEIZF o, ar AlHE =
Al, 2009)¢} Information System Planning (X<

5 2700 A%

_11_
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(4) Category 4 £t9) H7H7E & +3 5F £4

O Categoryd (459 AA#e P HrArzeze @ Fs4 =4

(Increases

Service Delivery), ls

Efficiency),

@ aFZ AP E=AF(Provides High-Quality
o
-

A 3¢ (Promotes Responsiveness), @ e-Z+o

Z: 7 (Facilitates e-Participation), ® MZF 7I'd = (Introduces a New

Concept), ® A<UA ZFHXI(Promotes Accountability), @ FEHA

SEAF

(Promotes Transparency) & 77FA 2 ©-¢&

[] Category 4 - Advancing knowledge management in government

service delivery

Criteria Description
e Streaml!nes processes, |'educe~ls |'eFi tape, and improves coordination and other measures increas
i ng efficiency through the application of knowledge management processes. Anincrease in effici
efficiency ency must be supported by quantifiable indicators, electronic surveys, questionnaires, etc.
Provides Provides timeliness, courtesy, access and client-orientation in public service delivery. Includes the
; . availability of e-government services at times and in ways that are more convenient to the publi
high quality

¢, speedy processing of applications or claims, reduction in the amount of paperwork and other
activities citizens must perform in order to demonstrate compliance.

Transforms
administration

Involves transformation within a large framework rather than incremental improvements. Innovati
ve methods, tools and techniques, in the context of a given country or region, are applied to the
mes such as modernization through the provision of e-government services, change of organizat
ional culture, administrative reforms or the overhaul of government service delivery procedures a
nd the application of knowledge management processes.

Facilitates
e-participation

Enables governments — policy makers and public officials — to better interact with the public, par
ticularly individual citizens, and allows citizens, for instance, to better express their needs throug
h electronic means, participate in and influence policy-making; comment on policy implementati
on; provide feedback on government services (on and off-line services); and file complaints.

Introduces
a new concept

Introduces a unique idea, distinctively new approach to problem solution through the applicatio
n of new knowledge management techniques, or unique policy or implementation design, in the
context of a given country or region, for greater participation of citizens in policy-making decisio
ns, particularly the poor.

Promotes
accountability

Utilizes documentation in various forms which can serve as evidence of a government’s conformi
ty to legal, procedural and fiscal requirements, and improves processing of complaints and handl
ing of grievances through e-applications.

Promotes
transparency

Creates electronic mechanisms to increase the public's ability to observe, monitor and analyse g
overnment decision-making and processes.

O 2009 Al ¥ Category4d (FF< A4

FAAE %

rJ

g Fe A9,

BA 7k BA ge B
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O Australia — 1st Place Winner
Initiative: 670 - Knowledge Network

O ANAUIER IS Set gl ZgAlF =
O Japan - 2nd Place Winner

Initiative : 820 - Innovation "SAGA" Project
O J120KEt 203 01RI-2 22 2L AAlZ2Ze ZE

Ok

__I_L

i

O Oman - 1st Place Winner
Initiative : 692 - Hospital Information System

O 89 203 & g A| Al

(O Bahrain — 2nd Place Winner
Initiative : 741 - National Enterprise Architecture Framework

(O Enterprise Architecture Framework at the national level (NEAF)

O Categoryd®] 54242 BA3 BW, A8E A A 2due] 54 o} of
4 4% FAY Pl ob FHHA 2 Ao H

O Category4dl ] @3e] 444-& o}x @A gho} AuHow F= A}
ol HE BAAE 4 2
4%

WA, A4, NeA AH)H Categoryd (332 AAwe] b
T 5 92 Aoz BaW. 53 T £4 2 FAbb SR 24
sholl 71%s) 2 W), Categoryd (339 ANwe) F4)e £ 5ol
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2. AN AHe A8 Az 24
(1) A=A ota s AESAH

On&off-line real-time water quality opening services

- Office of Waterworks, Seoul Metropolitan Government -

O Solution and Key Benefits 2] of A]

O Through the internet, citizens of Seoul can verify quality of tap water
in real time which is supplied to their each house from water
purification plants that are located around their residences , also can
verify water quality with water quality inspecting agents who visit

citizens” houses for free.

- The former is called * Seoul Water-Now System’ , and the latter is

called “Arisu Quality Verification System’

O Implementing these two services could clear out citizens” potential
unsatisfaction & suspicion for water quality, finally have secured
citizens” trust and improved transparency, accountability in the public

services.

O In accordance with the rise of trust in the safety of tap water, the

rate of drinking tap water has soared over 20% than before.

O About 76% of households which has experienced Arisu Quality

Verification System has got the highly increased trust in tap water.

O Increasing of the rate of drinking tap water makes citizens reduce the
management cost and purchasing fee of water purifiers and bottled

water, also can conserve the resources of ground water.
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O The Problem

O Solution and Key Benefits

O Actors and Stakeholders

(a) Strategies

(b) Implementation

(c) Overcoming Obstacles

(d) Use of Resources

O Sustainability and Transferability

O Lessons Learned
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Collaboration Testing (2009'd A& ¥, 20103 +73)

- Saga Prefectural Government, Japan -

O Solution and Key Benefits Fi 7|& o Al

[Boosted Citizens’ Satisfaction by Enhanced Public Involvement]

There was a sea of change in terms of transparency and public
involvement in the process of designating the parties to provide public
services following the introduction of “Collaboration Testing” in Saga.
“Collaboration Testing” encourages proposals from the private sector
for every existing public service. Prior to gathering proposals, the Saga
Prefectural Government documents the salient points on each business
line and makes these informations transparent to the public over the
Internet and with hard copies at all branch offices. In addition, the
Core Team holds town meetings at various local branch offices and
town halls. Detailed but concise information and frequent consultations
enable the interested private sector to more easily create their

proposals.

“Collaboration Testing” began in 2006, and in the period until 2008, 157
CSOs, private enterprises and academic institutions have submitted 582
proposals. Out of these 582 proposals, the Saga Prefectural Government

has accepted 351 proposals for immediate or  short-term

_31_



implementation. Especially noteworthy is the fact that in these 3 years
the number of CSO proponents has jumped up 3.5 fold, from 14 to 48

organizations.

Surveys are taken in order to measure customer satisfaction with each
individual new service that has been selected and implemented from
the proposals. According to a survey taken in 2007, aimed at
measuring satisfaction with the 59 projects initiated in 2006, 76% of
those citizens who were beneficiaries of the services responded that the
degree with which they were satisfied had increased as a result of
“Collaboration Testing”. Of the organizations responsible for providing
the new services, 74% responded that they believed citizens’
satisfaction had increased. The system of proposing projects and
dividing responsibility for providing public services has contributed to

cutting government spending by 36,000,000 yen.

O WETH D AP Hot
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B) A=A 2oFAE A EALE

Seoul City’s Oasis

- Seoul Metropolitan Government -

O Solution and Key Benefits Fi 7|& o Al

With the inauguration of the 4th elected mayor of Seoul, Oh Se-Hoon,

Seoul City started creating a system that serves as a channel through
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which citizens actively participate in the city government and suggest
fresh ideas for improvement, realizing that “creativity” and
“imagination” were the only options for its survival in the midst of
fierce global competition. Oasis (oasis.seoul.go.kr), which opened on

Oct. 10, represents creativity and imagination as Seoul City’s vision.

Created on the basis of the fact that more Koreans have Internet access
than ever before, Oasis was greeted more enthusiastically than expected

and became established as a citizen’s governance model.

A total of 3,585 ideas were submitted and 87 of them were adopted
through the previous citizens’ creative idea suggestion system during
the period of 1997 to 2007, but the system was not well-managed
enough to show the exact statistics as to how many of the suggestions
were put into action and how many of them were in progress. In the
case of Oasis, however, 2.9 million citizens had visited the site, some
20,000 ideas were submitted, and 70 of them were adopted as policy
after 13 instances of meetings and discussions as of Dec. 31, 2008.
Also, the process of putting the adopted ideas into action was
monitored every other month. Fifty-two of the adopted ideas were
brought to life, 15 were in the making, and 3 were under
consideration last year. The ideas that became solid reality include the
pedestrian bridge across the Han River, the floating island, the wall for

marriage proposal, and movie theaters with English-captioned movies.
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Category 4

(Advancing knowledge management in government) W& A ¢S 71
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I (title) 417 o]

= Q
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e-People system :

Kl

- (2% = AT

e-People system :

- (3%h) FEAEI ;B3

e-People system :

T UAAYAEE 8T

0o 298 A% A47Y

Knowledge management for people’s voice

Aed A4 d YA =H
Intelligent knowledge management system based on
integrated people’s voice (complaints/proposal/policy

discussion)

People’s online portal & intelligent knowledge

management system
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* Introduction of e-People system

A single online portal system wunifying complaints/proposal/policy discussion
handling of all central government agencies, municipalities, public organizations

and Korean legations overseas
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2. Solution and Key Benefits

What were the key benefits resulting from the initiative? (the solution)
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4. (Process)

(a) Strategies

What were the strategies used to implement the initiative? In no more

a.

than 500 words, provide a summary of the main objectives and strategies of the
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(b) Implementation

b. What were the key development and implementation steps and the

chronology? No more than 500 words
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(c) Overcoming Obstacles

What were the main obstacles encountered? How were they overcome?

No more than 500 words
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(d) Use of Resources
d. What resources were used for the initiative? In no more than 500 words,
specify what were the financial, technical and human resources? costs associated

with this initiative. Describe how resources were mobilized.
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5. Sustainability and Transferability

Is the initiative sustainable and transferable?
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e-People System:

Knowledge Management for People’s Voice
1. The Problems

O Problems encountered by people before the establishment of e-People

system

- In order to file civil petitions, people had to go through a cumbersome

process in finding the right agency.

- It was difficult to rely on the government since each government
agency presented different measures and responses for similar civil

petitions.

- From the public perspective concerning the inconvenience people
experienced, it was difficult to get information on similar cases of civil

petitions, relevant government policies and laws.

- There was no way to resolve the dissatisfaction about the
procrastination by civil servants and the doubts and frustrations due to

insincere responses for (filed) civil petitions.
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O Problems encountered by the government and civil servants before the

establishment of e-people system

- Due to each government agency’s own development and management
of civil petition handling system, etc. duplication and dissipation of

administrative management occurred.

- When civil petitions were received irrelevant to government agencies,
they had to be mailed by offline to the right agencies that caused

unnecessary costs.

- As similar civil petitions were received by several government agencies
and handled according to the positions of each agency, administrative

management was dissipated.

- Due to lack of information on previous responses and solutions for

similar civil petitions, there were difficulties in managing affairs.

- Despite the repetition of similar civil petitions, because information on
civil petitions was difficult to share among agencies, it did not lead to
system improvements that fundamentally fixed the causes of civil

petitions.

2. Solution and Key Benefits

With the establishment of e-People system, the main dissatisfaction factors
about civil petitions that had continued for 60 years since the launch of
the government were fundamentally improved, and the public’s faith
towards the government was restored based on the invigorated

communication with citizens.

O First, the inconvenience of the public having to separately visit

relevant government agencies in order to file civil petitions was
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solved, and the duty of handling civil petitions was improved.

P Due to the improved convenience in filing civil petitions via e-system,

the number of petitions increased.

# Number of petitions :

402,442 in 2006 — 556,532 in 2007 — 623,434 in 2008 — 696,715 in 2009 — 431,741
in July, 2010

P If a complaint or proposal is requested on e-system, according to the
automatic classification system, it is sent immediately to the

government agency that can best handle the complaint or proposal.

P If a secondary complaint(a second request of the first complaint that
received an administrative measure) is identified through the automatic
classification system, then the Anti-Corruption & Civil Rights
Commission(ACRC) is assigned to directly investigate and handle the

civil petitions.

P The entire process in handling the complaint can be checked on
e-system, and the handling process is presented real-time via e-mail
and SMS.

O Second, the dissipation of administrative management caused by the
duplication and repetition of civil petitions was prevented, and

consistent measures for the same civil petitions were promoted.
P Prevention made in advance due to the amalgamation process after
the identification of duplication and repetitive civil petitions.

#  Number of repetitive civil petitions merged :

21,491 cases merged to 7,276 in 2006 — 23,628 cases merged to 2,064 in 2007—
27,378 cases merged to 3,693 in 2008 — 30,325 cases merged to 5,136 in 2009 —
22,172 cases merged to 5,427 in July, 2010

P Development of people’s reliability towards government administration

due to maintained consistency of responses for the same civil petitions.
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#  Level of satisfaction increase in handling civil petitions:

459% in 2006 — 52.2% in 2007 — 51.2% in 2008 — 52.2% in 2009 — 53.9% in July,
2010

P Prevention of civil petitions through automatic supply for similar civil
petitions - policies Q&A.
# Civil petition prevention in advance :

Withdrawal of 5,283 civil petition applications (June, 2009 ~]June, 2010)

O Third, processing time was shortened by online transfers, etc., and
time delay is prevented through satisfaction evaluation of every

complaint.

P Average processing time for general civil petitions: 12 days in 2005 =
Shortened to 6.4 days in 2010

P Average processing time for complex civil petitions : 36.1 days in
2005 = Shortened to 8.1 days in 2010

% Example : Police headquarters’ processing time for civil petitions: Average 30 days
= Shortened to 3 days

P Occurrence of reduced administrative cost effects such as personnel
expenses and postage.
# Estimated amount of administrative cost reduced:

1,580 KRWxnumber of online transfers(44,787 in 2006, 60,133 in 2007, 135,698 in
2008, 171,456 in 2009, 120,066 in July, 2010 = total 532,140) = 840,781,200 KRW
(BPR/ISP for establishment of online public participation portal, 2004)

O Beyond the level of simply solving the complaint according to
legislations, promoting system improvement by discovering irrational

systems related to civil petitions.

P Provided statistical data on laws causing frequent civil petitions to
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each government department every quarter since 2008 to November,
2011 : 505 laws on the need for promoting civil complaint reduction
measures discovered and provided — 235 law and system
improvements, 103 distribution of promotion materials and hosting

brief sessions, 178 FAQ posted and homepage announcements

Examples of promoting law and system improvement

O Amendment of construction implementation Article 3(4) (90 cases received in
2009)
(Previously) No legislative basis about use conversion and fire prevention
installation, etc. because there are no usage about construction laws for
Gosiwon (type of one-room office)
(Improved) Relevant law amended by identifying Gosiwon as a separate
building for use- as a type 2 neighborhood facilities or accomodations
(July, 2009)

O Amendment of measures for natural disaster Article 4 (196 received in 2008)
(Previously) Disaster impact review received without any relevance to the
extent or transfer rate when agricultural industrial area is appointed for
change
(Improved) Relevant laws will be amended only when the floor area increases
more than 30% (February, 2008)

P In June, 2010, “Weekly Report on People’s Voice’ was presented to
each vice-minister and minister, which results in finding 304 cases of
irrational system as well as 108 (35.5%) items or ideas considerable for
policy alternatives (17 cases of institutional change , 18 cases of system

improvements, etc.)
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Examples of promoting law and system improvement

O Since the selected income standard for special provision of Bogeumjari
Housing is based on families with more than 5 members, families with more
than 6 members relatively experience disadvantages, thus an additional income
standard was proposed to be prepared (3.12.)
= For young married couples and families with more than 6 members’, a

new income standard were created (Ministry of Land, Transport and
Maritime Affairs, 4.25.)

O Request for systematic reform in order to prevent job seekers, who have no
intention of actually getting a job and are only formally job-hunting, illegally
receiving unemployment benefits (4.9.)
= Suspension of payment to suspected job seekers (Ministry of Labor,

May)

O Proposal of extending the expiration date for the Hope and Work Project
vouchers (3.26.)
= Allowing a special use period(June~August) for vouchers that have
expired (Ministry of Public Administration and Security, May)

O With the innovative outcomes of service to the people through
e-system, the satisfaction level elevated, and the credibility level

improved.

P Satisfaction level of the people: 30% in 2005 = Increased to 53.9% in
July, 2010

P The people’s credibility level towards the government: (Survey results

to be used in the future)

3. Actors and Stakeholders

O First proposal by the President

- November 2003, the President ordered "There is a need to build a
system that can solve the duplication problem of civil complaints,

manages civil petitions through an integrated window".
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O Integration and system improvement led by the ACRC

- The ACRC playing a leading role in the system improvement for
integrated management of civil petitions, the development of e-People
System, the preparation and persuasion to expand agencies for
integration, and the continuous efforts for developing new information

services.

O Active support of the Ministry of Public Administration and Security

on the expansion of electronic government

- Support for law amendments, support for information system

development budget by selecting it as an electronic government project

- The Presidential Committee on Government Innovation and
Decentralization in th Rho administration (2003-2007) finalized the
establishment of e-system with 31 e-governments as a roadmap task

for the ‘expansion of public participation” (July, 2003).

O It overcome early resistances and obstacles by each government agency

and civil servant responsible for handling civil petitions.

- It overcome the early stage resistances from government departments
subject to complaint system integration, public institutions, and civil

servants.

P For each agency, it was arguably impossible to give up its own

instrument establishment system, concerns for information protection.

P The ACRC visited 49 organizations and explained the purpose of the
project and also hosted workshops, visited subject organizations for
integration. Furthermore, it held 140 meetings to draw wup a

compromise plan while reflecting 700 improvement requests and
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opinions from heads of agencies (4 agencies, 2 times) Use the

E-government BP presentation material

- Thereafter, it successfully drawn up cooperation from each department

with the help of the legislative office (e.g., Practical Law Q&A service).

O Support for and cooperation with various organizations of the society

civil petitions/policies Q&A private web portal link service (Private

portal sites such as Naver, etc.)

Smart Phone service (Samsung Electronics)

Foreign embassies (Complaint services support for foreigners) - Vietnam

embassy in Korea, Mongolian embassy, Indonesian embassy

4. (Process)

(@) Strategies

O Scope expansion in phases and evolution of functions

- Central government = Local government = Affiliated organizations of
the central government in local areas = Integration scope expansion in

phases towards public institutions

- Internal Korean language service = Internal and external Korean

language service = Internal and external multilingual service

#  June, 2008multilingual complaint service via Korea’s diplomatic

offices in foreign countries

- Integrated submission and allocation of civil petitions = Integrated
complaint handling system = Evolution of e-People System’s functions

by system improvement based on complaint information analysis and
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new services.

O Development towards an intelligent knowledge management system

- Complaint information management = Knowledge management system

integrated with work.

- Complaint information analysis by people = Real-time analysis by the

system.

# In the case of 2009, case studies data on frequent civil petitions
were analyzed by hand. (In 2009, 23% (about 200,000) of the 870,000

cases were analyzed)

- New information technique methodologies such as data mining,

semantics search were applied.

O Partnership between private sectors and other government agencies

- Information sharing with other government agencies and horizontal

cooperation (Legislative office, Practical Law Q&A)

- Cooperation for system improvement through the voice of people
(Promoting participation of deputy secretaries in each government

department)

- Cooperation with private companies (civil petitions-policies Q&A portal

service, Smart Phone service)

# Providing 45 thousand data, approximately 100 thousand hits per
day(June, 2010)

O Development from a management system to a prevention system

- Discovering and providing issue civil petitions for anticipative measures

and solutions
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- Policy ombudsman reinforcement through analyzing various voices of
people and providing it to each government departments, presenting

the need for policy supplement and system improvement

(b) Implementation

O Expansion and development of integrated complaint management

system

- November, 2003 - The President ordered "There is a need to build a

system that manages civil petitions through an integrated window".
- June, 2004 - Launch of e-People System establishment project

- July, 2006 - Integration of the central administrative agency’s functions

(civil petitions, proposals, policy discussions)

- April, 2007 - Pilot operation of complaint system in 17 local

governments and 3 public institutions

- February, 2008 - Integrated management of complaint system in 43
central administrative agencies, 246 local autonomous bodies, 14 key

public institutions

= Continual expansion in subjects for integration of e-People System
which is across-agency complaint management system (Local education
authorities which are affiliated organizations of the Ministry of
Education, affiliated organizations of the Judiciary, affiliated

organizations of the Ministry of Defence, etc.)

O Evolution into an intelligent knowledge management system using

integrated complaint information

- May, 2008 - The President ordered "If the same civil petitions are

being repeated then it means that the system is a failure... in order to
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fundamentally solve the problem, the irrational system ought to be

changed"

- May, 2008 - Introduction of designation system for frequent civil

petitions

%  Reinforcing  effectiveness and  correspondence of complaint
management through designating frequent civil petitions and system

improvement

- June, 2008 -multilingual complaint service via Korea's diplomatic offices

in foreign countries

- February, 2009 - Publication of across-agency off-line knowledge

management network for the voice of people

# About 10,000 civil petitions per day are analyzed and organized in
“Weekly Report on People’s Voice’” and are provided to 39 government
agencies including the prime minister's office, promoting system

improvement.

- June, 2009 - Commencement of a service providing similar cases

automatically when filing similar civil petitions

- September, 2009 - Complaint policies Q&A service provided through

private portals.

- July, 2009 - Information service provided linked with the legislation

information system of legislative offices

November, 2010 - Development of complaint information analysis

system and intelligent service provided

% real-time display of frequent civil petitions, multi-dimension complaint

type analysis, trend analysis and report.

O Development plans for the future

- 2011 : Expansion of the collection scope of complaint information,
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optimization of analysis models for government departments

- 2012 : Completion of complaint prediction model and public
communication feedback system, establishment of early warning system

on issue civil petitions

(c) Overcoming Obstacles

O Opposition by complaint system integration subject organizations

- Ministry of Labor, Ministry of Defence, etc. refusing to give up their

own established complaint management system

- Presenting doubts on effects and the need for integration among

concerned agencies and civil servants

= Efforts to overcome obstacles : Functions reflected considering each
agency’s characteristics (700 improvements for government departments
collected + Individual and group contacts (3~4 visits and negotiations

to 25 key agencies, discussions with the heads of agencies)

O Concerns about the leak of private information and personal

information

- Opposition by the Public Prosecutors Office, National Police Agency,
Korea Customs Service, etc. (Concerns about the leak of crime related

information)

- Ministry of Defence, Korea Independent Commission Against
Corruption concerned about the leak of citizens” and responsible civil

servants’ personal information

== Efforts to overcome obstacles : Prevention of information leak by
reinforcing security functions + operation of 24hours monitoring system

+ reinforcement of reading records’ automatic log-in function
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O Absence of systematic basis for system integration-operation

- Absence of legislative basis for integrated management of civil petitions

that are received by administrative agencies at all levels

- Non-establishment of standard operation process for civil petitions that

integrate and operate all administrative agencies

== Efforts to overcome obstacles : Constituting and operating promotion
team for across agency operation (5 agencies including The Office of
the President, The Ombudsman of Korea, The Ministry of Government
and Home Affairs) + Public participation portal integration-operation

basis improved (The Ombudsman Act was enacted)

(d) Use of Resources

O The integrated complaint management system developed since 2004 to
2008. At the same time, a total amount of 10.9 billion won was
invested for system establishment. In actually applying the integrated
complaint management system, opposition arose from government
departments, local governments, etc. The Anti-Corruption & Civil
Rights Commission(ACRC), overcoming the oppositions of public
institutions subject to integration through multilateral communication
and persuasion efforts, integrated and managed the complaint system
of 43 central administrative agencies, 246 local autonomous bodies, and

14 key public institutions according to the year 2008.

O From 2009 to the present, continuous functional improvements along
with the development of complaint information analysis system was
launched. The Anti-Corruption & Civil Rights Commission(ACRC) is
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promoting various system improvement by improving the process of
managing affairs based on the designation system for frequent civil
petitions, managing ’‘the voice of people’ network, etc. Using various
information here, such as already collected complaints(approximately
3.4 million cases), etc., classification and analysis standards for the
types, characteristics, frequencies of complaints were made, and these
are used as preliminary data for work improvements. From 2010, for a
comprehensive analysis of vast materials such as new complaint
information, already processed complaint information, externally
collected information, etc., about 3 billion won are being invested as
development costs in establishing a complaint information analysis

system.

5. Sustainability and Transferability

O

O

Sustainability guaranteed through continuous improvements in the

basis for systematic equipment

The Ombudsman Act (October, 2005) and Decree (October, 2005)

enacted

Operational regulations of public participation portal(Instructions from
the President, April, 2006) and detailed enforcement

regulations(Instructions from the committee, November, 2006) enacted

Legislations concerning petition affairs amended (March, 2006), public

proposal regulations enacted (June, 2006).

Active measures on environmental changes through continuous

functional improvements and new services.

International awards and recognitions

- October, 2006 Selected among Top 10 Who Are Changing the World of
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Internet and Politics at the World e-Gov Forum held in France

October, 2006 Selected as representative case for Asian region by

International Ombudsman Institute(IOI)

October, 2008 Selected as the Best Demonstration Stand of e-Challenges
Conference and Exhibition (Europe’s e-government and IT conference)

hosted by the European Commission (2008)

2009 Invited to ‘CeBIT Australia 2009° (an international information

communication exposition) and displayed e-People System pavilion

National awards

November, 2006 Received ’International Official Brand” prize at the

Government Innovative Brand Competition

September, 2007 Selected as the Best Practice at the E-government

Performance Contest, received Prime Minister prize

Research presentation on e-People System internally and externally (To

be reorganized)

October, 2010 Presentation at IFIP (Argentina)
December, 2010 Presentation at national symposium

April, 2011 Presentation at ASPA (U.S.A)

O Global contribution performance and future plans

Provision of teaching methods to developing countries such as

Southeast Asian countries

% ADB "Regional Technical Assistance(RETA) : Study Tour of Korea"

Training program for RETA developing countries’ training teams
(November, 2009)
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- Visit by executive civil servants of local administrations in developing
countries (March, 2010), visit by Thailand’s ombudsman (June, 2010)

- With Korea joining DAC, we will expand support programs for
developing countries by using the ODA funds.

6. Lessons Learned

O Need more creative work towards knowledge management system

which is integrated with work process in each agency

- Utilization of knowledge management system in the process of filing
civil petitions (providing similar cases, private portal civil
petitions-policies Q&A, automatic classification of complaint types)

- Utilization of knowledge management system in the process of
handling civil petitions (analyzing frequent civil petitions, providing the
results of similar cases within the operation system, civil

petitions-policies Q&A)

- Utilizing the knowledge management system in the perspective of
complaint measures (real-time analysis of complaint conditions and
trend predictions through the voice of people, complaint information

analysis system)

O Maximizing utilization of system

- Maximizing the wutilization of system while minimizing oppositions

against system by adopting pilot test operation and user survey

O Creation of new policy service using IT

- Adoption of Web 3.0 technologies - analysis of complaint types and

similar cases through data mining technique, information estimation
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and detailed analysis through the introduction of ontology,
reinforcement of relevancy analysis function using semantic search

function, etc.

Heightening services and strengthening communication with

Net-generation via Smart Phone

Sustainable administrative innovation through improvement of service

quality and effectiveness

Securing the support foundation through improvement of service
quality such as handling and preventing public inconveniences and

civil petitions from the public perspective

Securing resource investment legitimacy by producing visible outcomes

and improving effectiveness

Solving the problems through information sharing and partnership

knowledge sharing across governments reflecting voices of people, civil

petitions, and policies Q&A

Improvement of information service quality through horizontal linkage

such as integrated information system

Strong drive for the e-People System

President’s strong drive for e-People System (Special attention and

orders by the former and current President)

Promotional will of the ACRC and innovative efforts of responsible

civil servants
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(1) ASPA (American Society for Public Administration)

O ASPA A7

- e Wope] YEAL FAH 8o s
_ UN #47A%7191913(CEPA) A9 (BED44 B9 THE

SRR

- A A &< 2] Public Administration Review (SSCI) 3t 3}3]

O ASPA 2011 Annual Conference 27}

- ASPA S 71& A2l t)FE International Conference
- AN 7] - 2011 49 119 ~15Y

- %2~ . Baltimore, Maryland

O 2011 ASPA Conference Main Track FA|

Transparency and E-Government in the Public Sector

Changes to the Performance Agenda in the Public Sector

Personnel Policies and the Economic Crisis

Intergovernmental Relations and Collaborative Governance

Nonprofit Management

Ethics and Integrity of Governance
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The Changing Role of Public Education

Healthcare Policy and Administration

71 3 A

O ZFA|Z (Submit a Proposal)

Financial Management in a Global Financial Crisis
Disaster Management and Homeland Security

Environmental Policy and the Role of the Public Sector

=
=

- The deadline to submit a proposal is 11:59 pm Eastern Time on July

30, 2010. NO late submissions will be accepted or reviewed

w F3l Al E Transparency and E-Government in the Public Sector

Trackoll A=

O ASPA tj-g H=F 2 F2 Ay

- UN 333 12 ASAS 7R 0, EAZQ AL o]Hdd =&
x7) Vet 94

- 8}t3] Main Track @22 ZHAZ 20109 79 = AT E Q3 =24 5

of H=24 =g F3

- 12 25 AAe FHE e, 23 =T AAE B4 =S g

- 2011 Conference ¥ 7} &2 A%, &AHH WR=FS UN AF=9
Az FAH g3 dFAHAHE AG

O 2011d ASPA X E 93k ALY A LA
- Q] &3 =RERE 98 F1EUd AERAPE 2e% A, AEERA
Hx 2 ZAAH|(AN]) XY 2.
¥ AR FEY U AERAR = 23 FHAAZ S T ALY SAAE A
- FHF =R 2A4E Ae, A7A 290 2 HY] #AARY &3
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(2) IIAS (International Institute of Administrative Sciences)

O IIAS 2470

- 1930 A9

i
ok

Wget Hope] EA FA 33

% AAH AW (UN CEPA #1)7F 2011 913 3o = A%

O IIAS 2010 International Conference on Public Administration

- YA] ;20109 109 229 - 249

- &4 : Canberra, Australia

O A7
- 1AS $H88%0] © AAY BRALFE FH =RLE b5 B
S ERUEES Y 25AF 52 59 1A SHs BESY IS

(3) IFIP (International Federation for Information Processing)

O IFIP A:7H

- IFIP was established in 1960 under the auspices of UNESCO

- IFIP’s activities are centered on its fourteen Technical Committees,
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which are divided into working groups. The working groups (with
names like "WG 2.4 Software Implementation Technology") organize

conferences, run workshops, and circulate technical papers.
TC 1: Foundations of Computer Science

TC 2: Software:Theory and Practice

TC 3: Education

TC 5: Information Technology Applications

TC 6: Communication Systems

TC 7: System Modeling and Optimization

TC 8: Information Systems

TC 9: Relationship between Computers and Society[9]

TC 10: Computer Systems Technology

TC 11: Security and Protection in Information Processing Systems
TC 12: Artificial Intelligence

TC 13: Human-Computer Interaction

TC 14: Entertainment Computing

O The 10th IFIP Conference

- YA ;2010 11€ 3¢ - 5¢Y

- &4 : Buenos Aires, °}Z 3l EjL}

O The 10th IFIP Conference %1733}

- B A ST BERFAMEIETE AJHE The 10th  IFIP

Conference 4 F3 =

- YA Fof I EG= IT ok A&7 s3] AdAo] ol wet
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STRAZEIe] Ak 54 3 AHs FHE= A4 ¥R A
- AT 193 Aol AFe] A ExE= e F3 F
% I 2/ R Powerpointdt oM delfo] A g

4) 201038 =&LE7} 7Hsd AT g4

O The 7th International Conference on Knowledge Management

- 94 - 2010 10€ 229 - 23¢
- %2~ . Pittsburgh, Pennsylvania
- T8 IA

Full paper Submission: August 1, 2010

Practitioner Presentations: September 1, 2010

% DT A SAA BHI 5T Aon AHAY, FHE =F

O 2010 International Conference on PIC (Progress in Informations and
Computing)

UA] 2 20109 12€ 104 - 12¢

D e, =

27

o
b

N
ko

Full paper submission: August 10, 2010
Acceptance notification: Sept. 20, 2010

Final papers submissions: Sept. 30, 2010
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¥ AN sl Y o[ o, T AR SFF o] FHA|N
3l3] EXY =5 FA 7 A9 Mismatch =)

2. 2011 ASPA Conference =224 ¥ A3

O Proposal Details

TRACK: 1. Transparency and E-Government in the Public Sector
Primary Focus: National

Attendance: All of the Above

Audience Sector: Public Agencies

Audience Sector - Other: academics, students

O Title

Building Knowledge Management Network System for Public: A Case

of e-People System in Korea

O Proposal

The "e-People", the people’s online petition & discussion portal system
in Korea, may be a case showing the process of sharing and
integrating knowledge and information in multi-organizational settings
by efficiently managing complex socio-technical interactions embodied
in work processes, organizational forms, and institutional contexts.
Started with pilot projects for seven public organizations in 2003, it is

now used in 49 central governments, 246 local governments, and 14
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public organizations as an integrated access point and standardized
procedure both for public organizations and citizens in delivering
public services including civil petition, civil proposal, and policy

discussion.

The e-Pelople system was originally called as a "Sinmoongo(a Big
Drum)", the system of handling complaints against the government
during the Joseon Dynasty by giving the people a say in government
affairs. Driven by ancestors’ lofty ideals, Sinmoongo was reborn as
"e-People" by integrating all channels of administrative organization to
the people to upgrade the whole function of administrative judgment
and corruption reporting as well as petition, proposal and policy
discussion services. The e-People system, available everywhere in the
world, is making a new paradigm of knowledge network management

as well as efficiency-based governance model.

The issues of knowledge management can not simply be approached
in a single organization or just across organizations without
understanding dynamic interactions between different organizations and
people which influence organizational settings, power structures, and
even cultures with each other. These are challenges of future
governance as well as issues for public administration. In this sense,
the research issues need to focus on investigating patterns of
knowledge sharing across organizational boundaries by employing
integrated perspectives including variance theories, process theories,
emergent perspectives, and case studies. It also will be meaningful if
habitus of public administration over many years can be measurable

both in general and particular cases.

The research team will introduce the e-People system in Korea, as one
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of the best practices in knowledge network management and discuss it
with practitioners, academics, and students by focusing on public
administration habitus over two different government regimes,
outcomes of it in terms of quantitative and qualitative measurements,

and policy implications and challenges shareable among colleagues in
research and practice.

O Explain how your proposal fits the conference theme

The case of e-People system will draw issues in the field of
knowledge network management for the public by showing evidences
and policy implications. This study will fit the conference theme by
considering many dimensions and policy alternatives by specifically

reporting the a advancing cutting-edge governance practices in an

interdependent world or governance structure.

1

O WHEA (A%

)

O

- Bsd (Astoign 4T B
- AR (AN FFET B
LR EET

3. AT7AF 53] TRE AT Y W<

_91_



| ==Y

3

HEto 2 10 o|Lf =i & st

IS

g2

of

O

3](2010. 12. 10~11)

-
it

1=12
=

3] A St=

[<13
of

Lk

Eia

S
=

o] 7}

Folshe A5

A AL
}3](ASPA) Annual Conference

94

A

O UN ¥

ius
NR

=

=)

= 2
= 1

-
it

1=12
=

i =l

F7] %18

5

AA ZAE

F5

L
- L

el
T

N
nR
H)
o}
1
gl
e
oy
gl
X

—_
"o

E_E
=]
L

nR
H)

o

—_—
"o

wK

"Bo

—

0
T

—_—
"o
oF

E_E
=]
L

wK

o]
Gl

O A2 ¥§xeX

3)

1 9

S

1ol &4

[e]
-
Rl

Pl A

)

_92_



o

wK

T

Ho

=3
Bl

—_
o)

i

Rl

~L

;OE

A

o

0
=0

K
G

_#OT

.60

7} o

g

SIREY

35

o
o7

3

A%H weoz UN AA4% =

o]
= 7). O
t‘oéoﬁ‘

1=
T

g

s

To-

Bl

FAsU 22y ol

2} A&

~
file)

il

7Fell A 20093 H-E

SICE RS

i__l

1o o

&l

Tl = &

3

i

il

O

mK

To-

3)

_?_'l

Eigd B

A
Muls 7

d glelA

T—
T

2 243

2t

0

2l

Gl

H
o

FF FIAYIFS 43

1:5-_]_.

o
B

e $9NE B ZAARE A

AlE™, 7

H AgE g AstA Hdo] BFHY, A754 9 B §x=2

Y}

Mo A

7

o =
- T

stz

<

Eay
H

A A %

T—
T

1544 A

3|

ol &%

)

o

8

2010

T
F

—

0
T

ul




L AsHAAN FPsn AN dFo FVAEL E8F = dg AEAUG. 3
Fote X AI (V)M FAHAL.

1. AsAA F33ta A F 4RE U9xE] 479 o= A=
7}?

r ol
i
i)
2
%
zy
A

D AR T e F dFolt ()
@ NAAE gre B BEH 4Tt ()
@ el e NPALS} gAY Ak ()

3 FNARNG BAY Gv R %o BAN o= AT Bo SAIEA ARae
2ol AA()H FAAL.
a9 WE [0 5
g & obyet T o |7FH  aag
®

1) DAGF] tE HelAzte] gEH At

2) DAYTAL o] e JT Firo] ZojEAUr

4) TEE 1A AUt A E AT
5) WA E] wEx A 8 AREUHY 55 5
HAx ol gk AdgS Fstatit
O~

)
o
(.
>

& 83 wdel it dede Aasknh

9) AT E T3 ARG WY FEH 2 Al g
ot AEE HA 948 F A
10) =RAF 27 AFs F= 7oy #4d W8S S8

_94_



—_
file)

gl

K
1

5

t}

<
=

A o

HE
o]t}
wE
o]}

511

°©

ol th
ol Tk

]

ot

[

.’l
A9
ol}

&
U

tl

1

s

o

°©

1 o= 3= Bo

kS|

=

=

she B4

dolguo]a7t HozM F

Rl

<l

¥

]

L=

Fuge Ay A
=

il

9
pal

FYUH JREA) B4y

2) TEEE A

W R
7 A
X
N T

R

_95_




3 i
- ~ i
o )
ol —_ @
A o L s o T
.Lﬂl w = 1 <a £y n_uu%@
5 Ax | ® B
T - DN N | N o
No 14 7 H = | © oy % S
wo - g U ~ | "
~ Nfo oF M %O ) o 7
T "X oz oI * & b [me®
L . 2| o
pR T i o ey
(s m,m < w5 2 °
=3 A R © % T
moo - | g i
® o o L eeR ek AT
= & T % ol < G
‘_lr.yl O,w oF B =iy il ' o
™ o HLI — <} leﬂ —_ H H = iy < o
1 O Mulu %A ~ N B WE 0o | P ok " = T
3L ER gl R B < T
™ ﬁwmzr o T e L2 R o
"o oy <o @@@ e - —_ = o N S
T i — Mo U e Ay
_ﬂ_ M. H ) — =n \mﬁ ‘,AI.._ ) = e dloTv R
woD TR x TR T )
- o X o ~ R | Ar ol 63 zn % ok
< E - X < | =P o || Xl B | o4 4 o
T o %9 X = TR | | < zn W% A
- o oM T oF o oo mp R H | TR dlo g B i
or &O ~ ﬁTl z.:v O | T umO | < H_A| —_— —_ h ,I.” X:._ —_—
o AR o AU o ko SRS K < N pE R R
N W oo & - v J) O G S o | o | o =) = [T o B
= i o K| _X J o | | go | 3| o | K 0 —_— =
O_U. ‘ll_'l o file) _lf = J)A' Q_ W._L —~ M _ZTU ~ N = 1 ‘%|~ Om‘o ,lﬂ )
Y o w_mmﬂﬁ xui%fe = o | & Mﬂ oo | N K _MM @.LW > A@MHO
. ol o % Q9 T ] gobbwu%\ﬂma = T I o [o0 | F o
)))Axn_/nHTdn_/nu_w T = — ol
e I S N = R 7o N I Sl N N = o B &Mﬂ” o
© ) o P < mAW
o) o o~

- 96 -




10. AN e BHAN FTUARTY BF LGP B o= P= T FAE
A A Fete 2ol AAHV)AH FAHAL.
BE BE g
W & oo T o | I | g
© @ [ ®]@]|®
1) hFe S99 Just ANL Fatel Jrel w8t
AHg3 5 9ic
2) A &E AREA] Eo]F 9, HElH|o|H o] EFE, FA4lTte
AA & A, dF, ZEEAZTE A FFEHA Uh
3) A2 FET 5 A AHFFAL £9HT Yok
4) -g]71#e dFA YA 2T AATE FHodar o] F o]
4.
5) 3 1% @TAA=AR AgIE Golsh A
£ o] fAstL
6) AAZE 74 5 age] =go] k.
7) TE1718 225G F37F v Eo] Aok
8) LAt EFE Hof oslatr] k.
9) JAE S Fofaln B-gat Atk
10) =AY, Q&ATY FHe} A& JF-¢F AA s
#83tn 3o
V. 52 IUAERY Avy o7l 2 &5 SAY¢S #dd 289U
11. FRAIFY AEQl 7% & thaf o= HAE 59 sA=A AFete
Foll AV FAA L.
A8
719 | B& LI
g & M9 2g | o |75 o
|l @ [ ® | ® 6
) ANAeE B o, FUARLE 29 RAR A
A ol
2) AMA o B W, YA EIE FHY HIHS
Eole H
3) ARt o® = u, IRAZTI= IR AH IA
g0 FAste  AATFF 9 (Tele-Democracy) S
Ad3= dH
4) ARrA o g B wf, I FELE FRY FYHAA
49 FAE T3] 319 TN wolE

_97_




=l
B
]

wA

P AT A

S

S
tel 2 Ws g Hol T4

12.
3

259 (

191 (

_~
file)
o
~X
mjn

859 wet F 7Y

259 (

191 (

h=

A

[e)
T

IEREEE L
2

e BAU7? S8 =

S

o) F8

259 (

191 (

CuR
HT.E %0 50

SICAE)

IV. A3L9 AZALZ ] da) AZEHe X AI(V)A FHA L.

o
ol
o
B

—_
o

Mo

—

NI
olo
B

—

NI
Jlo

® 7

D WA

® 71E (

® 71&3(

_98_



Hl
(g
(>
Hd
k!
o
ofo
(i
fu
)
:x:%
["_1.,
o
1o
r
i
r-ln

ZAHLEFTE)

ohg st Y72
At 200937 AAAFR

r U
o
]
e
o
4z
Lo
N
px
)
1 o}
f
-
z
2
D
o

r

Hrkel A 200995 d&o R 195 AAdtE IS Ho}oi HEP :Lﬂi
U oolE e o FA Hridx =yetal Rt AR Al=dEo] wRlve
A% SHAM o= Amu B 3, oS T =Y AsE A
2 3 leX e Wigh dyse]l HYY Ao] AUk oy Hid =
RlFke] 2% g oiAdy AHFY SN FUAELI FFE e 9T
= @rhstal FF Rt Ryl f6 Z1gHAsUH. o As =9
AL MHEls o] 84S o s FHAER o84 # AdE A% 4
T RAME AAstaa gy

HAsAAM ERisFA %%W%ﬂ fﬂzﬂ% RS & i}% 2> AR

20103 8¢

SRECEDE

_99_




Lo&e =

)
>

Exel g AN A4 ol gdro] B¢ B YU

11, AN BB daon QR NAAF 24/2F 5T Adst AL ow A9
Y oleste £AUE 123 <98 719ekd F4412)

W @ A3} == Y= @ Rzt Y

O #H 4 QA (FAARIE F)
@ AR AN AxW(Z AP FHolA Ee FRHAED 5) 6 U A4S A4NY A2
g (d]. www.minwon.com, www.ezminwon.co.kr 5) ® 7]EK )
T 14 2] 34
FAn 2~ HE
12, #RART Aulas @A B oA 2 B2E 98 F 0| A4UR
D AE @ TV ® P DAE Y ® BEA S/ ER AR
® FRA 27/ @ 71K )

14, FRART AH 0] U7 o]gAee] Be AR, ofele) F <> B gHalel
A7) wg .

« olelo] <B1>3 <H7|2>F Fuste] HFsHe WEE /1Y FHAL

o] &HIE(A) d3|F Ft o] &-A7H(B) F o] &EF(C)
<A> HA o]ENE

@03 @1 ~ 53] @6 ~ 103] @11 ~ 153 ©163] o]
<B> ¢ 3 Fo]§ At

D10% vt @10% ~ 20%& w]wk 320% ~ 30% wlt

@30 ~ 40% V¥ G40E ~ 50% M| ®©50% °]d
<C> ¥ o]gEA

O Rk @AM 5 FRAIE

BFAEE T A=574 P4 3 AHF @H- o g Y4 A

®71EK( )

€7
ste] oAb o= @E%Mﬂ}? &) 33}
@78_6‘% st @8ttt @R F o]

- 100 -



16, 9 <1S>EFAA ‘ol S} GO 2k 47
& At QT olHE BEF FAYUAA T2

W s guE A 440
DRERB 1B/ @olg3e] mAy 2 BFAEl. AR 5)
DA AFANR £5o] HE JRPE  OFATE 149 5 71E $40] o AL
GAAAR 4% EE Po) 52 ®71ek )
T 19] 259 3%:9]
A s

L ASAA F2 AR FVUAED L FRo AP 2o h BS5EL 5

37 9% ALYY. & £

E=)
-
£
L)
oft
ok
i
ped
2
@)
F
L)
>
fo

2-1. AEHAA FE AL e FUAEDAAN AFets AR AHlzd ) ol= Fr wEsHA]
=4 sBHse] Oxa FHAIL.

Ou ¢ T @F QH 5 @u= ©@ul¢ D=

a9 HE 9 3
zq9= 0 e ogg 1 o g ¥ Jag
Dl o]0 @06
oo JAARE WS & ok
Tre) nAAE Aaa &80
DA [gree] WA ee W AFd gt JPA
o] AAURE gA= 13:—3; el .

393 G aAlol vstel 3%t o 4g B

gzl 2 HA9 APoZHE illﬂ—g_ B3}

AurE Q) . =
)4 = Zulo] MFH F7te] AYS FEFo T AR FTE
dxe FLIAEAC skl 5 Fulo & 5 Ui Wk

A
A9, i, A%l Aegel gl ZAL AN
Sale] w7k AAw olfe] FAHeE F

e R B i S S P s e R e P R B o

éﬂﬂﬂ

QE apole] wE FAIAL Abete] tFt Fwel s
AL E stot.

A g Aol a d9ol 4x AAFA Heo] ek

Agsd Nxdel HE AT/} ol 23 g
NAME 2 FE JAba 2

5 Ha
AtelH ARFYUEIE T3 GFe it 7} A ST,

- 101 -



5
ks W & chag
@

o] THEA % UMY A 5T F Aok
Azkl BAglel AAY AA 45T 5 A

iy
rd
ox

Fodoly @At et HoAdo] W2 AlE dFd

MElzs o & A HlgHgto] At}

A2 ol gl golsies ke LEEdolsl AT Bt

ZEAE a3 AEY MEAE A o] &8 F Utk

ARY Muja7 &5, AREA B FAEE 2 ER/5 Y

A4 [ga7l5el Belshn K3tk

JEATF XA A gAE ANY F
]

ot
A= Weoly MAEd W= dA AAE + U
1’H7]' %6—]"15 Xc—)]y_ﬂ’ /\‘1]:1]{_\‘ 601-%0] E'__E]:— 77}—%01

AAAR) 4ol HE Ju/ A2 ATEE £ Y
AZHE FRo AAF A7 FA1H0E B €

ATHE AR} Mulae Fdeta A vttt

e~ A AH| 22 @F o Ok Sgo] mz2A AFEHT Yo

o] @79} A4 2= ey xS AF st

o MulA7) o] 89} oo A Al Hal

AX Al EE U= 7|3t BE MH|AS A3 3

24 B 47718 YAolERS] ool sFsaltt

ME] & o]§ Al HAFEE AT ME|E FEHEAFO] jlH

3 A
Y s s gz 29517 A
an wg 192 018 A AR R gg d9% Aol

71 AR/ B uFel tisk Ay AFe] Aot

B3, 79 2 Aojxg 5 AMulE F2RY7) o] Folx|a b

waige e FNHCE AEA aFAGE sefela ol E vk st

Axgxy MEIEA W FR7E gdd ¥Ho R ofFoAal At

BEAE, TrE g 5 Od AEETL AlEsa o

HAE 7HAdo]l HAo o] FAAI Aot

FRAET Aul2e) G5 AAAG] B ARPUTH

Mo

. o

32 A 2AA $Ede AARR qus AT FEL 4 BoolE
go v Az Aoz JeiauUt FNARD Aus o] §ES @
S AzkEe ool deAld ks Hol 417 mighc

- 102 -



3-2. AAME AR Aulze dig BEE FE s ot FEE I o= F=
o] JjAel Bastga AZsUzt?
Ad Be = Mo gde 298 0 M F 28 W% @8
) @ ® @ ®

Ao 8ol

°]&4 H A

A= A

A=

Alz=H o] M
Mz FH B
=AA /A =H]

M At Muls Al
ik

Td3 <= o 43t JAFUG. ASIAA oo AF o
DA ARFA=A AFHE AE Ut S Vv Fdtd FAHA
4-1. FRAETe ARkE 7% & tis)] o T 9 A=A AGste Holl AA(V)3
FAAL
73
7l | BE o -
7] i 7] o
v & wa 23 | otk 7] o
@ @ @ @ ®
1) Avtxoz 2 w, FWAETE ZFHo gFR MIHE
FoleH
2) Avtxoz 2 uw, FUAETE FR WAAS FolE

H

3)) Autdozg B o, FuAfies 9o HAFH FAHL A
Zo 5l AR FF2](Tele-Democracy)S A &3l H

4 AwAHoz B o, FRAEns Jpo ARl
FNE B3] AR FHAE wole

4-2. AASHAM A A AR AXE o AQWR Farkel Wt F S Addste] 2 We s
7i| A

o] FAAL.
19 ( ) 259 ( )
O A28 Add A4 @ 47 #dE A7 AH
@ 7HNS FF-A o =s8h¢ @ dur FAZQ AH
© FPeE FIS ST e THE - AR

- 103 -



il
2
i
o
2
u
(E
fol
il

3. AAN AASAE AN AR od AYUR Famel Gt T )

2o F4412.

191 ( ) 259 ( )
@ FFde] A ske FF @ AAdHe] Astd A7
@ AN G =T (KMS)o] AAE FH @ AR} FAGE 7hE
© FAZ AAe F/7F 245t AR

M Yrrg gda) Tolo] Fasity BAUR Faxd we T A

19 ( ) 259 ( )
O EZ23 B - 3oA7te] G @ BlSEZSQ A - A8Y #HA
@ BAAFS A FA ALY ITF @ T vHEZAR JF9 Hilks)
© 429 JEE¥as 9% DB 7=

@ 2 ( )@)04‘3( )

DAY () @ARF () @FTA( ) @ () OIND () @7 )

5-4. Aste] € W A5L o= HAE YR
@ 1009+ W ¥k ) @ 100-2009H | ) @ 200-3009H Wt
@ 300-400%H ®TH( ) © 400%H o]( )

5-5. Fske] 3t 2?
D 25guE ol ) @FH( ) O IF( ) @AFRE( ) ©® UF: 1F( )

5-6. 715} 7’]“1‘/ FA G g gduy7i?
D M=, 371 ﬂ( ) @ AZA 5 U=A( ) @ FA2TEA( )
@ FoI=( ) ® M ()

- a%e] gal FAA A FUT -

- 104 -



[75 2] UN T334 ASAtE A
1. M=A] ot AESAH

Title : On&off-line real-time water quality opening services

Office of Waterworks, Seoul Metropolitan Government

The Problem

O Seoul tap water, "Arisu’ satisfies all 145 items of water quality
inspection recommended by WHO. Safety of Arisu was verified by US
organizations(UL & NSF) specializing in products quality analysis,
which are famous for strict standards. The quality of Seoul tap water,

"Arisu’, is superior or comparable to tap water of developed countries.

O However, citizen customers of Seoul are suspicious about the quality

of Arisu for no apparent reason and avoid drinking it.

- There was no any monitoring system to verify the quality of tap water

directly in each citizens” house.

- That brought low rate of drinking tap water, high sales volume of
bottled water, reckless underground water development, and indiscreet
belief in water purifiers, also negative effects such as waste of water
resources and pollution of drinking water caused by the humble
management of water purifiers. Finally, that was threatening citizens’
health and caused lots of doubts for the public services (tap water

supplying service. etc)
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Solution and Key Benefits

O Through the internet, citizens of Seoul can verify quality of tap water
in real time which is supplied to their each house from water
purification plants that are located around their residences , also can
verify water quality with water quality inspecting agents who visit

citizens” houses for free.

- The former is called * Seoul Water-Now System’ , and the latter is
called "Arisu Quality Verification System’

O Implementing these two services could clear out citizens” potential
unsatisfaction & suspicion for water quality, finally have secured
citizens’ trust and improved transparency, accountability in the public

services.

O In accordance with the rise of trust in the safety of tap water, the rate

of drinking tap water has soared over 20% than before.

O About 76% of households which has experienced Arisu Quality

Verification System has got the highly increased trust in tap water.

O Increasing of the rate of drinking tap water makes citizens reduce the
management cost and purchasing fee of water purifiers and bottled

water, also can conserve the resources of ground water.

Actors and Stakeholders

O Office of Waterworks, Seoul Metropolitan Government proposed the

initiative and has been implementing it.
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- Stakeholders are all citizens of Seoul.

(a) Strategies
- objectives : Improving citizens’ trust in tap water by supplying best
services

- strategies : Implementation of free water quality verification for all

Seoul residences(Arisu Quality verification system)

O Real-time Opening of the information of water quality through the

internet (Seoul Water-Now System)

(b) Implementation

O Arisu Quality Verification System

- In the period of first implementation step, from 2001 to 2007, our
water quality inspecting agents have been visiting about 60,000

residences every year and inspecting tap water quality for free.

- From 2008 to 2010, the period of magnified implementation step, Seoul
waterworks office is going to inspect all 2.6million households of
Seoul, it has already finished the water quality verification for 680,000

residences in 2008, is gonna inspect 1.92 million residences by 2010.
» 2008 Yr : 0.68 million(completed)

» '09~"10 Yr :1.92 million

O Seoul Water-Now System

- The basic plan to establish Seoul Water-Now System had been made in
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2001, about 4.8billion KRW had been invested for five years and the
system had started from 2005.

- From March. 2008, by opening the information of water quality -
turbidity, pH, chlorine residual -, of total 72 spots including 6 intake
plants, 6 water purification plants, and 60 spots of water supplied

routes to citizens through the internet,

citizens can verify the information of water quality around their tap

water supplied areas directly.

» Total number of spots opened : 72

(c) Overcoming Obstacles

- Although Suffering from the shortage of expense and manpower in the
beginning of the two services, in accordance with the improvement of
the revenue water rate, or prevention of water leakage, and reduction
of production cost by downsizing our office, it can obtain efficiency
and productivity and input more inspection agents and expense into
the initiatives of free water quality verification system and Seoul

Water-Now System.

(d) Use of Resources
O Arisu Quality Verification System

- From 2001 to 2010, Seoul waterworks office has plans to invest about
15 billion KRW and 40,000 man-days every year to complete the
initiative by 2010. As of 2008 it has completed 1.1 million residences

for free.
» Total working expenses : 15 billion KRW

» The total number of man-days/Year : 40,000 agents
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» '01~'07 yr : 0.44million(completed)

» 08 yr : 0.68 million(completed)

O Seoul Water-Now System

- From 2001 to 2005, 4.8billion KRW had been invested to establish this
system and additional 1.4billion KRW will be invested in order to
expand the system until 2009.

» Working expenses : '01~"05yr(4.8billion KRW),
'08~"09yr(1.4billion KRW)

Sustainability and Transferability

- To secure the continuous trust in Seoul tap water from citizens, office
of waterworks plans to maintain two systems continuously, so the

initiative can be sustainable for the future.

- Especially, in the case of Seoul Water-Now System, considering the
teatures of its electronic system it can be sustainable just with the

continual maintenance.

- In the situation of the falling of the trust in tap water home and
abroad because of reckless development of ground water, precious
water resources is being depleted, so by confirming the water quality

to citizens directly it is possible to secure the trust in tap water.

- If it is implemented in foreign countries as well as domestic other
authorities, it can improve the rate of drinking tap water and reduce

the waste of water resources from indiscreet development of ground
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water.

Lessons Learned

Securing professional agents with the abilities of water quality

inspection and systematic and repeated education for them.

Improving citizens” trust in tap water and transparency and
accountability in the public service by letting them verify water quality
in person through the on and off-line Real-Time Water Quality
Opening Services (Seoul Water-Now System & Arisu Quality

verification system)
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Title : Collaboration Testing (20094 A& &, 2010 T4}

Saga Prefectural Government, Japan

The Problem

Since the early 2000s the Saga Prefectural Government, Japan has been
faced with a challenge: how to respond to increasing needs for public

services while facing a dwindling budget.

On the one hand, Saga has been experiencing increasing needs for public
services, arising from an aging population, a falling birthrate, and
climate change. This new need for public services demands Saga to
expand its support for nursing care, child raising, and CO2 emission
reduction, such as the promotion of solar energy generation. On the
other hand, Saga has been pressed to trim down its existing public
services under the burdens of rapidly declining tax revenue, due to a
concentration of people, goods, funds, and information in urban
centers. The local population, especially the local labor population, is
on the decrease, and the local economy is becoming stagnant.
Therefore, Saga has been struggling to solve a dilemma: how they can
tultill the gap between what they are expected to do and what they

can actually do.

Responding to these dilemmas, the private sector --- civil society

organizations (CSOs) and private enterprises ---, especially CSOs, have
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recently become active in public and quasi-public service domains in
Saga Prefecture, such as public welfare, environmental preservation,
child raising, elderly nursing care, community safety, lifelong learning
and the support of local businesses. However, until that time there
had been few mechanism to coordinate the public-private role

arrangements for fulfilling gaps in provision of public services.

In light of these societal changes, Saga Prefecture has made its primary
goal to increase citizens’ satisfaction with regards to public services by
dividing responsibility for providing those services among those who
can provide them best, whether the providers be branches of the
government, citizens’ groups, or private companies. Since the 2006,
Saga has introduced a decision-making mechanism for public-private
partnership building, called “Collaboration Testing,” to mobilize private
financial, human, and knowledge resources into the public service
sector and to diversify public service providers through enhanced
dialogues among the Saga Prefectural Government, CSOs and private
enterprises. In the meantime, “Collaboration Testing” has come to
function not only as a new mechanism to solve mismatched public
service needs and provisions, but also as a mechanism to form “a new
public services domain supported by plural providers, i.e. government,
CSOs and private enterprises,” which is referred to as the “new public

sphere.”

Solution and Key Benefits

[Boosted Citizens’ Satisfaction by Enhanced Public Involvement]

There was a sea of change in terms of transparency and public
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involvement in the process of designating the parties to provide public
services following the introduction of “Collaboration Testing” in Saga.
“Collaboration Testing” encourages proposals from the private sector
for every existing public service. Prior to gathering proposals, the Saga
Prefectural Government documents the salient points on each business
line and makes these informations transparent to the public over the
Internet and with hard copies at all branch offices. In addition, the
Core Team holds town meetings at various local branch offices and
town halls. Detailed but concise information and frequent consultations
enable the interested private sector to more easily create their

proposals.

“Collaboration Testing” began in 2006, and in the period until 2008, 157
CSOs, private enterprises and academic institutions have submitted 582
proposals. Out of these 582 proposals, the Saga Prefectural
Government has accepted 351 proposals for immediate or short-term
implementation. Especially noteworthy is the fact that in these 3 years
the number of CSO proponents has jumped up 3.5 fold, from 14 to 48

organizations.

Surveys are taken in order to measure customer satisfaction with each
individual new service that has been selected and implemented from
the proposals. According to a survey taken in 2007, aimed at
measuring satisfaction with the 59 projects initiated in 2006, 76% of
those citizens who were beneficiaries of the services responded that
the degree with which they were satisfied had increased as a result of
“Collaboration Testing”. Of the organizations responsible for providing
the new services, 74% responded that they believed citizens’
satisfaction had increased. The system of proposing projects and

dividing responsibility for providing public services has contributed to
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cutting government spending by 36,000,000 yen.

Actors and Stakeholders

There are two-tiered solutions: i) “Collaboration Testing” system
development, i.e. institutional reform, and ii) individual proposals, i.e.

operational business reform.

At  the institutional level, the Saga  Prefectural Government
Informatization and Business Processes Improvement Division and
Public-Private Collaboration Division, hereinafter “Core team,” designed
the institutional framework and step-by-step procedures of the
“Collaboration Testing” system, in close consultation with the Governor
Yasushi Furukawa. Governor Furukawa is often considered one of the
most reformist governors in Japan. The “Core team” worked in
collaboration with the operational departments involved, and conducted
in-depth examinations of the lessons learned from on-going national
administrative reform measures, such as the central-government-led
“Market Testing” (a Japanese, modified version of the British CCT),
and the national-think-tank-led “Public Business Reallocation” (a
comprehensive government task overhaul by third-party government

officials, academicians and politicians).

The Core Team conducts the “Collaboration Testing” process during each
tinancial year. The system is implemented in nine steps: i) check the
relevance of each existing business activity, ii) document and disclose
the key terms of conditions of the business including the result of the
check, iii) hold consultative town meetings with interested parties from

the private sector, discussing possible outsourcing and collaboration
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with the candidate proponents, iv) receive and analyze the proposals,
v) examine the proposals and decide whether to implement them or
not,vi) in the case the proposal cannot be implemented, explain to the
Governor why the operational unit cannot accept and implement the
proposal, vii) inform the results to the candidate proponent, viii) in
the case of implementation, cooperate with the proponents in
implementing the proposals, and ix) evaluate the implementation based

on the service recipients satisfaction survey.

In 2008, 12 Saga-based CSOs specialized in supporting other CSOs’
managerial activities, forming a joint-operation group called
“Association on Collaboration Testing.” The Core Team and the
Thematic Group signed an agreement for joint activities for monitoring

and improving the quality of the implementation.

Nikkei Shimbun, a nationwide economic newspaper, devoted a
considerable amount of print, including a front-page article, in
reporting on the Initiative. Saga Shimbun, a local newspaper, reports
the implementation process and new features of the Testing
periodically. City offices contribute to calling for proposals and holding

town meetings together with the Core Team.

(a) Strategies

The ultimate objective of Collaboration Testing is to increase the quality
of life of citizens living in Saga. This simple objective reflects Saga
Prefectural Government policy, which defines the primary goal of
Government as to lift the inhabitants” general level of satisfaction. To

achieve this objective, Collaboration Testing pursues two sub-objectives:
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i) to reduce the cost of public services by outsourcing service
provision to private enterprises, and ii) to enhance the quality of
public service by collaborating with CSOs. The Core Team established
these sub-objectives in close consultation with the Governor Yasushi

Furukawa during the system-designing process.

The key objective of the Collaboration Testing system is to nourish a
sense of ownership amongst government officials in Saga by
stimulating them to recognize how important the public service
provisions are, and the capability of these provisions to better the
quality of life of the citizens of Saga Prefecture. This strategy is based
on two building blocks: i) to place government officials in transparent
and competitive environments as much as possible, by detailing their
achievements to the public through the Internet and other media, and
by allowing the private sector to casually propose their ideas about
how to improve public services based on the information provided;
and ii) to provide government officials with an incentive to accept

proposals rather than reject them.

This incentive is based around the general principle that the Department
Head, the top official of the operational Department, responsible for
day-to-day operation, is required to make a report to the Governor in
the case the proposal is rejected, and to explain why the proposal is
unfit to be implemented. The Core Team, especially the Informatization
and Business Performance Reform Division, established these strategies
by incorporating successful elements and excluding unsuccessful
elements of preceding national administrative reform projects, such as

the “Market Testing” and “Comprehensive Public Service Overhaul”.

The key elements incorporated in the Collaboration Testing system are:
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inspiring a sense of ownership in government officials,
institutionalizing proactive disclosure of information regarding all
public services, establishing a competitive environment among public
and private stakeholders, and linking accepted proposals to the active

operational budget.

(b) Implementation
[Preparation Stage: From April to July in 2006]

The Saga Prefectural Government Informatization and Business Reform
Division conducted a feasibility study on two active nation-wide public
service reform systems at the time: The "Public Services Assortment
System" and the “Market Testing” system. The study resulted in a
suggestion that the Saga Prefectural Government should design their
reform system by adopting the pros of the two systems, namely
proactive disclosure of information regarding all public services and a
competitive  environment among relevant stakeholders,  while
eliminating the cons of the systems, namely a low sense of ownership
amongst government officials and disconnection of the accepted

proposals with the following budgeting.

In the meantime, the Saga Prefectural Government Public-Private
Collaboration Promotion Division designed a government-wide
stocktaking survey to identify the public services that could be

enhanced through collaborative arrangements with CSOs.

"Public Services Assortment System," which is advocated by Japan
Initiative, a think tank specialized on public services reform, is a

comprehensive public sector works assortment by third-party
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government officials, academicians and politicians.

**“Market Testing” is a mechanism to expose the government officials to
competition from external providers such as private enterprises and

CSOs.

[The First Year of Implementation: From August 2006 to March 2007]

The Core Team and all operational division staff initiated the
“Collaboration Testing” system, initially covering 2027 business lines in
the central office of the prefectural government. Excluding law
enforcement and on-site public school works, these 2027 business lines
represented all of the business lines in the central office. All target
operational divisions disclosed business information, including each
business line budget, but excluded personnel expenditures at the time.
Two meetings were held at 5 locations 6 times. Consequently, 59
groups submitted 371 proposals, and the Saga Prefectural Government
adopted 197 proposals. All nation-wide and local newspapers reported

this initial movement significantly.

[The Second Year Implementation in 2007]

The Core Team extended the initial coverage to the entire 2315 business
lines, including zero budget businesses, i.e. licensing businesses, as
well as decentralized businesses at all branch offices. Moreover, the
Team added the personnel expenditures, performance indicators, and
work load expressed in numeric terms in the disclosed information.

Furthermore, the number of town meetings was increased from 6 to
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22, which were held at 22 locations. As a result, 42 groups filed 124

proposals, and the Government adopted 86 cases for implementation.

[The Third Year Implementation in 2008]

The Discussion Group on Collaboration Testing began joint operation of
the Initiative. Introducing Canadian guidelines for public nature, the
operational divisions abolished as many of the existing routine
businesses as possible, promoting self-examination on the raison d’etre
of each business line. Following advice to improve the explicitness of
the Association, the Core Team restructured the disclosed information
format by linking each business with the key policies in the Saga
Comprehensive Plan 2007. As a result, 56 groups submitted 87
proposals and the Government adopted 68 proposals for

implementation.

(c) Overcoming Obstacles

The biggest obstacle encountered was the '"reform fatigue" that overcame
the government staff. Staff was resistant to new reform, especially in
the wake of many other reforms implemented since Governor
Furukawa took office in 2003. Furthermore, not all of the staff was
able to fully understand the significance of the system at the time of
its implementation. Many were hesitant to fully disclose the details of
their duties, as they had never been required to perform such a task
before. In addition, the feeling of burden of the specific statf members
was significant because the consultation with the proponents

concentrated a lot on the specific works. It also burdened the
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accountable staff, in that it required them to participate in the 2
meetings. Furthermore, there was general suspicion as to whether the

private sector was reliable enough to provide public services.

Such obstacles in the staff’'s mindset have reduced as they came to
understand the significance of the Initiative. In the meantime, the Core
Team rationalized the documentation and consultation works as much
as possible from a base with the document made in the first year and
based on the consultation requests from the private sector. The
exposure of the Initiative through the media also helped deepen the

staffs” understanding and strengthened their sense of ownership.

(d) Use of Resources

For the most part, little to no financial resources are required to run the
initiative. However, in order to implement the initiative, the
government needed to provide the private sector with details on all of
the government’s projects. A great deal of manpower was necessary in
order to produce the data. In divisions directly involved with the
initiative, one staff member was assigned solely to producing the data,
while other staff in the division provided their assistance. 10 staff
members involved in each line of public service within each operating
division attended the meetings. Currently, data production is nearly
complete and a standard operating procedure for proposal meetings is
beginning to take shape, and meetings are conducted with 3 members.
While some personnel costs are required in order to provide staff to
deliberate with proposing parties regarding specific articles in their

proposals, these costs are limited.
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The initiative required a new knowledge-sharing scheme on public
service provisions among the government, the private companies and
CSOs. Some external advisory services were meaningful, allowing
operational staff to realize the importance of improving communication

with public service recipients.

Sustainability and Transferability

As this system approaches its third year, it is beginning to spread its
roots and settle within the administrational framework of the
Prefecture. The fact that the financial costs of implementing and
continuing this system are minimal --- it is, in fact, contributing to

reducing government spending --- guarantees its continuation.

Furthermore, the government uses its official website in order to display
how the system has succeeded in improving public services and lower
operational costs. By offering concrete examples of how public-private
cooperation has improved public service enterprises, the Prefecture
hopes to promote further understanding and support among citizens
and public servants, creating an environment in which the system can

continue to prosper into the future.

Finally, in order to keep the system from stagnating, the Prefecture is
considering implementing organizations that can work together with
CSOs to further evaluate the system. Constant effort to better the

system will increase its potential to continue.

The spread of the system was reported by several media organizations,
even being featured as front-page news by a nationally recognized

financial newspaper. As a result, prefectural offices have sent
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documents and relevant information to over 200 public and private
organizations that made inquiries regarding “Collaborative Testing”.
The United States Embassy and several personnel outsourcing
companies from Australia have also conducted on-site surveys into the
system. Furthermore, the system is now being implemented in 13
other regions. There are high expectations for the system’s spread

outside of Japan, into the international sphere.

Lessons Learned

The success of the initiative was based primarily upon the fact that the
system is open, it is characterized by on-site thinking, and it functions
through collaboration with residents of the prefecture. The system is
aimed at constructing a new public sphere, matching with the
government’s recent financial situation and modern trends in citizen
mentality, such as an increased interest in participating in providing

public services.

Also, the system’s success is due in no small part to the initiative
displayed by the Governor of Saga Prefecture. His enthusiasm for the
initiative spread to the other staff in the prefecture offices, thus

sparking their earnest cooperation.

Finally, utilizing the media and the prefecture’s website in order to
actively appeal the successes of the system helped increase
understanding and support amongst the prefecture staff, also

contributing to the success of the initiative.
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Title : Seoul City's Oasis

Seoul Metropolitan Government

The Problem

Seoul City’s Oasis (oasis.seoul.go.kr) is a portal in which citizens are
encouraged to suggest ideas and participate in the city government
decision-making process through open discussions. Designed to bring
useful ideas to light and reflect them in city government policy, Oasis
differs from other idea suggestion systems in that it emphasizes
communication between the Seoul City government and its citizens in

line with the Web 2.0 spirit of creativity, sharing, and collaboration.

Oasis is an excellent example of e-governance that provides citizens with
taster and better services through information technology. It is a
noteworthy site in that it is operated by Seoul City and boasts the

world’s best online administration.

Seoul City ran a citizens’ creative idea suggestion system from 1997 to
2007 in order to urge citizens to participate in the policy making
process of the city. However, it was a rather closed system in that
citizens filled out a suggestion form and submitted it in person or by
mail and were notified whether their ideas would be adopted or not a
month later. Since those ideas were reviewed in closed-door meetings

without the participation of the idea providers, the system was bound
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to have limited success and naturally drew little interest and
participation from citizens. The ideas adopted were supposed to be
developed and put into practice under the supervision of the relevant
departments, but most of them were not brought to life, due partly to
frequent staff shakeup and civil servants’” lack of interest in the

system.

Solution and Key Benefits

With the inauguration of the 4th elected mayor of Seoul, Oh Se-Hoon,
Seoul City started creating a system that serves as a channel through
which citizens actively participate in the city government and suggest
fresh ideas for improvement, realizing that “creativity” and
“imagination” were the only options for its survival in the midst of
fierce global competition. Oasis (oasis.seoul.go.kr), which opened on

Oct. 10, represents creativity and imagination as Seoul City’s vision.

Created on the basis of the fact that more Koreans have Internet access
than ever before, Oasis was greeted more enthusiastically than

expected and became established as a citizen’s governance model.

A total of 3,585 ideas were submitted and 87 of them were adopted
through the previous citizens’ creative idea suggestion system during
the period of 1997 to 2007, but the system was not well-managed
enough to show the exact statistics as to how many of the suggestions
were put into action and how many of them were in progress. In the
case of Oasis, however, 2.9 million citizens had visited the site, some
20,000 ideas were submitted, and 70 of them were adopted as policy

after 13 instances of meetings and discussions as of Dec. 31, 2008.
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Also, the process of putting the adopted ideas into action was
monitored every other month. Fifty-two of the adopted ideas were
brought to life, 15 were in the making, and 3 were under
consideration last year. The ideas that became solid reality include the
pedestrian bridge across the Han River, the floating island, the wall
for marriage proposal, and movie theaters with English-captioned

movies.

Actors and Stakeholders

Oasis was created with strong support by Seoul Mayor Oh Se-Hoon,
who was determined to actively respond to the demands of the 21st
century, when originality and imagination are synonymous with
competitiveness, and to reform Seoul City’s organization culture with

passion and creativity.

As soon as he was sworn into office on July 1, 2006, Seoul Mayor Oh
Se-Hoon launched the “100-Day  Creative Seoul Promotion
Headquarters,” a temporary organization designed to lay the
foundation of the “creative city administration” consisting of a group
of civil servants and civil experts. Oh concentrated on spurring

creativity and, as a result, created Oasis.

He designated a civil servant in each department to manage and
monitor citizens’ ideas and had the Management Planning Office
provide support for budget formulation, organizational reform, and

legal revision.

In addition, a civilian group named the “Imaginative World Club”
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operates the site by reviewing various ideas citizens suggest in terms
of their quality and value and discussing them with experts and Seoul

City.

The “Imaginative World Club” was opened by a citizen named Choi
Jeom-Yong on Nov. 9, 2006. Since then, over 340 citizens have become
active as members of the community (club.seoul.go.kr/sangnuri). The
club serves as a think thank and plays an essential role in vitalizing
Oasis by reviewing ideas posted on the site, replying to posts,
recommending them to others, and offering site operation-related ideas

to Seoul City.

(a) Strategies

Seoul City drew up the “Plan for the Creation of Oasis” and the “Plans
for the Improvement of Oasis” in Aug. 2006, and set up a budget and
formed an organization necessary for the creation and promotion of
the portal site. Seoul City then supplemented and developed Oasis by
formulating the “Plan for the Improvement of the Oasis System” in
Aug. 2007, and the “Plan for the Improvement of the Creative Idea
Suggestion System” in Sept. 2008 to reflect citizens’ various ideas on

operating the site.

In order to attract citizens’ voluntary participation, Oasis should be
unique enough to set it apart from other Internet sites. Seoul City
simplified the membership process so that citizens could have easy
access to the site and post their ideas, pictures, and other sources, and
added various content to the site, including an animation theater, flash

games, emoticons, and reward mileage.
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Also, Seoul City reviewed various ideas suggested by citizens in a
meeting held every other month in a casual environment entirely
different from ordinary meetings in a formal atmosphere. It also

strived to reach out to citizens for their active participation.

In addition, Seoul City made every effort to promote Oasis and improve
its public recognition by attaching advertising posters to the interior of
subway cars and buses, airing advertisements on radio (Seoul Traffic
Broadcasting System) and electronic boards, and sending direct mail to

the members of the Seoul City Homepage.

(b) Implementation

Once citizens post their ideas on Oasis, members of Oasis and civil
servants read them and reply to the posts. Seoul City reviews them
and selects some ideas with creativity, and a high number of votes,
replies, and hits. It then holds a discussion with citizens, civil servants,
and civilian experts, who engage in open debate on the viability of
the ideas and seek ways to bring them to life. After the discussion,
Seoul City holds a working-level meeting and selects the ideas that
will be brought up for further discussion. Finally, it holds a meeting
to make decisions on those ideas with the Seoul mayor, idea

providers, experts, civil servants, and citizens in attendance.

While building the system (Aug.~Oct. 2006), Seoul City accepted ideas
from citizens through portal sites in order to reach out to them, and
placed animated teaser ads to attract attention from citizens, which

resulted in the name “Oasis” becoming carved in their memories.

Since the opening of the site on Oct. 10, 2006, the number of visitors to
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the site and public interest in it has been growing. Seoul City
continues to hold a meeting every other month to bring fresh ideas to
light, since the first meeting on Nov. 21, 2006. On Feb. 12, 2007, Seoul
City added the “Wow Seoul” menu to the site into which citizens can
upload their video clips and pictures and gain information on major
tourist attractions in Seoul, in addition to other features. In Sept. 2007,
Seoul City revised the site for a 3rd time and added new content,
such as the “Guide to Oasis” and “Seoul City Policy” to encourage
citizens” active participation. In Dec. 2008, Seoul City redesigned the
main homepage for site visitors to create easy access to a variety of
information on the city government, so that they can refer to it when

they suggest ideas.

(c) Overcoming Obstacles

Oasis is operated by two major groups: the citizens as idea providers
and the civil servants who reply to the ideas posted by citizens and
put the ideas in action. However, the civil servants working in
relevant departments are bound to face various problems, such as
insufficient funding, a lack of workforce, and excessive workload,
when pushing forward with new projects based on the ideas selected,
with the eventual result of taking more passive action. In order to
solve this problem, Seoul City drew up a plan to promote civil
servants’ active participation in May 2007 and assigned the duty of
replying to the posts on Oasis to staff in the Creativity Promotion
Division so as to relieve the workload of the civil servants of other
divisions and departments. It also introduced the “Oasis Keeper of the

Month” system to reward the civil servant who posts the most replies.
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This motivated civil servants to participate in replying to citizens’

posts more actively.

Oasis is expected to grow more. To boost the participation of civil
servants, Seoul City plans to reflect the “Oasis Project” in the Seoul
Creativity Awards and the performance point system that will give

rewards to hard-working civil servants, starting 2009.

(d) Use of Resources

Seoul City built “Oasis” with an emergency fund as the budget for fiscal
year 2006 was finalized the previous year. However, it included Oasis
in the budget for fiscal year 2007 to cover various expenses for portal
development and operation, events and promotional activities,
hardware (web server, data server, etc.) site maintenance, and site

management.

On Aug. 3, 2006, Seoul City created a task force team of three in the PR
and Planning division to develop the Oasis website and its system. On
Aug. 31, 2006, three more staff joined the task force team to oversee
the idea suggestion system, communicate with staff in relevant
departments, review the viability of the ideas selected, and discuss
with related departments. Three of the six task force team members
were outside experts who were responsible for designing the site,
designing and managing the site operation process, and marketing.
They also consulted with the Hope Institute, a site for idea suggestion
similar to Oasis, operated by Korea’s leading non-government
organization, and held public hearings to reflect citizens’ opinions on

the operation of Oasis.
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Sustainability and Transferability

It is necessary for Seoul City to secure consistent funding for prizes to
the citizens whose ideas were selected (prizes are gift certificates worth
approx. USD 73.00), rewards given to the civil servants who actively
participate in the Oasis project by replying to posts and putting the

selected ideas into action, and site upgrade and maintenance.

Seoul City expects that public interest and participation in Oasis will
grow consistently, and plans to come up with a legal basis in order to
award the citizens and the civil servants who contribute to the

development of the Oasis project.

Oasis has been benchmarked by many institutions, as provides both
citizens and the local government with an opportunity to suggest their
creative ideas for administrative reform and to communicate with each
other, unlike other participatory systems that tend to be one-off and
mostly for airing complaints and administrative grievances. The
institutions that have benchmarked Oasis vary from public institutions,
including  the  Presidential  Transition = Committee, = Northern
Chungcheong Province Office, Korea Coast Guard, Busan City, Daegu
City and private institutions, including Samsung Electronics, Samsung
Fire, Woongjin Coway, Yonsei University, and Ewha Womans
University. Oasis offers citizens the opportunity to demand creative
change and improvement in various systems and areas from Seoul
City on the one hand, and allows Seoul City to utilize various
citizens’ ideas for its policy development and inform citizens of its

policy development and adoption on the other hand.
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Accordingly, Oasis serves as a model for other institutions as it was
conceived as a portal that thrives on citizens’ participation and interest

and thus sets itself apart from other similar sites.

Lessons Learned

Oasis is drawing positive responses from citizens, as they are proud of
the fact that their ideas are adopted as city policy and have more
opportunities to communicate with the city and understand city

administration better.

The site also contributed a great deal to the public conception of the
civil servants in general in a positive way as it is Korea’s only site
that listens to citizens and serves as a channel through which citizens

can express their opinions freely.

The success of the Oasis project can be attributed to various factors.
Above all, the site wurges citizens to participate in the city
government’s policy making by suggesting ideas, and reflects their
ideas in city policies through discussions among citizens, civil servants,
and experts, which attracts public attention to and interest in the site.
Also, the site proves that Seoul City takes citizens’ ideas seriously

enough, for the Mayor himself leads discussions about their ideas.

The continuous development and success of the Oasis project lies in the
Seoul Mayor’s leadership and determination to keep up with historical
demands for change, citizens’ active participation, and civil servants’

passion for bringing citizens” ideas to reality.
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