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1. Introduction

E-Vienna is the implementation of the eEurope initiative by the Vienna City Administration. It is based on the concept of Living situations. This concept is based on the one hand on the experiences of the City Administration introduction of citizen service centres and units in the 23 districts the first workflow applications in the Cities facility management on the other on the desire of the inhabitants to “buy” public services at one stop.

Thus CRM – Citizen Relationship Management and Data Protection will become more prominent.

The challenge of the management is to introduce new processes which are organised not according to the hierarchical structure but similar t to an industrial process combining the necessary inputs from all afflicted administrative units and external partners when necessary. To do so new technologies – Workflow systems and XML – have to be introduced to handle the flow of information and to interact with the partners. In future the visualisation of input and results by Geographical Information Systems – GIS – as well as natural language will become more prominent especially when citizen participation is an achievable goal.

But the Consequences of this technological change are, that

· new modes of access have to be offered to the Inhabitants by the administrations

· administrative processes have to be redesigned

· the organizational structures have to be adopted.

2. Living situations

The Living situation concept takes the users point of view. It anticipates the desire of the citizen that his problem is solved by one office or process and gives him the opportunity to check the actual state of affairs of his case. Under the heading of one living situation different processes which usually happen are combined and offers the citizen to start one the one hand the administrative process and on the other provides him with a bundle of additional offers from different branches to help him not to forget usually needed actions to describe it more practical. The Living situation “marriage” offers not only the formal administrative procedure as an interactive process but may offer access to links of shops which offer wedding clothes, wedding rings, presents, restaurants for the wedding dinner, travel agencies, religious communities and so on. One well known international example is the Website of the German city Hamburg “Hamburg.de”. Another is the City of Bremen – one of the Winners of the media@comm competition - . Originally they offered a rather large range of Living situations which were reduced to less then ten afterwards. Another good example it the website of the Austrian Federal government “Help.gv.at”. One additional feature of it is, that it links directly to the relevant pages of the decentralised offices as far as they offer the required content.

The Vienna City Administration tested the living situation concept in one Pilot application “Housing”. It deals with the whole process from information about renting, social payments concerning housing, new housing build by the city or building associations, the renting procedure and the complete administrative and maintenance tasks within the Adminstration.

2.1 e-Vienna

the e-Vienna concept is the regional eEurope initiative which was implemented by the European council in Lisbon to boost the Use of ICT in Government. The living situation concept is used to offer electronic Services to business and citizens from customers point of view.

ICT enables the administration to bundle the offers of different public or private organisations as one package. These are presented in a way that the customer does no realize that his demand is full filled by different partners and without having to visit each of them separatly. This kicks off an analysis of administrative processes and services which might be reengineered. or lead to co-operation with private partners.

2.1.1 Organisation

The main organisational parts are the

· The e-Vienna Committee

· Virtual Competence Centre (VCC)e-Vienna.

The e-Vienna Committee is lead by the Central Information Office, supported by the director of management and controlling and the project leaders of the living situations.

The VCC e-Vienna consists of the project manger, the three living situation managers. These are supported by the technical and the advisory board. Only if necessary additional managers for specific projects will be appointed.

2.1.2 Living situations

The services offered in e-Vienna are clustered in thirteen living situations

· children from birth till 2,

· Children from two to six

· School and education

· Marriage

· housing and renting

· family related services

· women related services
· elections and direct democracy

· crafts and business
· public and private transport

· Health and handicaps

· Seniors

· Leisure and sports

2.1.3 Specific projects

Beside these seven specific ”enabler” Projects were detected. Payment services are not included, because those ware already implemented under the Welcome project.

· Call Center

· One Stop Shop

· foreigner premises matters

· City Planning
· building permits

· Citizen activation /-participation

· Accounting and cash

2.1.4 Horizontal projects

At the moment two horizontal project exist which will combine some living situations from an different point of view. They are co-financed by two European Programs, FP5 and Ten telecom.

· VirtuHalls
· Eden
3. Examples

The following examples can offer only provide a brief introduction how the technologies mentioned above are used and combined.

3.1. VirtuHalls

provides an integrated set of online multimedia multilingual cross-sectoral applications and services to be accessed through locally branded 'city portals' or "VirtuHalls©. The services are described from users point of view, not from a technical point of view.

It consists of four VirtuHalls:

Municipal VirtuHall – Digital Town Hall, communication with citizens

· The informed official

· The informed citizen

· The (inter)active citizen

Business VirtuHall

· Market Place

· Interactive Cultural Placa

Housing VirtuHall
· Housing Channel
· Housing News
Social Care VirtuHall

· Social Care channel
· Social Care News
3.2. EDEN

The general objective of the EDEN Project (FP5-IST second Call) is the improvement of communication between Public Administrations (PA) and citizens in decision-making processes. The improvement to be obtained will be threefold:

· qualitative by simplifying access to professional quality data (support through Natural Language Processing (NLP) or by providing different views of a linked city map electronically (integrated City Planning &Groupware tool)

· quantitative by offering access using different media, in order to reach the generally missing mass participation to Public Administration processes,

· economically, by reducing the cost per citizens' participation action.

This ambitious goal will be reached by integrating the tools into existing infrastructures which allow citizens to dialogue with the Public Administration using their natural language,. Such tools will be developed for general purpose - thus as reusable as possible. Communication of those groups will be managed by integration into existing GIS- and workflow technologies by using groupware and unified messaging systems (UMS) and XML. These tests will be done not only in Vienna, but also in Antwerp, Bologna, Bremen and if technically possible partly in Nisko

3.3. Central Complaint Management

The central Complaint management is the first city wide document handling system introduced in the VCA. It is based on Faba Components workflow technologies allowing the Citizen Service department to document all incoming complaints. It benefits as well Citizens as administration because it offers all involved Parties actual information about the State of affairs. I reduces the duration of processing time. The citizen participates via email and public Terminals. The incoming information is analysed according the addressee, the location and content, thus allowing to link the information to the GIS maps. The combination of this application with the EDEN Tools as described above will enable the administration to analyse the citizens complaints and comments multi modal. By giving all involved parties the possibility to interact improvements which haven’t been possible in the past will be achieved. Thus the (inter)-active Citizen will become an equal Partner in the decision making process.

4. Conclusion

The above described case studies show, that the concept of living situation enables administrations to reach eGovernance. By changing its main point of view and focussing on the user requirements CRM Citizen relationship management is established. The introduction of workflow management tools an Business Process Reengineering are logic consequents. The results are not only a higher level of satisfaction on both sides but also financial benefits for adminstration enabling better or additional services for the future.
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