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Facts about Helsinki

The City employs about 38 000 people with about 16 000 PCs at their disposal to produce different kinds of services for the half a million people who live in Helsinki. About 40% of the households have a PC and 27 % of them are using Internet daily and 16 % weekly.

Background of e-shop

The City of Helsinki has developed digital transaction services on the net since 1997. The first services were experimental applications designed for the public in general or for a small group of hand-picked customers in the social welfare field. The applications were planned and carried out in the public-private-partnership, mainly with the Helsinki Telephone Corporation, nowadays Elisa Communications. The procjects were partly financed by EU-funds.

A few examples of these applications : 

· the Digital Library of Public Services, designed especially for citizens 

· the digital Meeting Point Lasipalatsi, designed especially for young people, 

· Virtual Museum, Calender of Events, Virtual Touristic Walking Tour, designed especially for  tourists. 

Home care services for a special group of old and disabled people. This application continues its life as a new project with aims to develop a new customer service model for the municipality.

Public-Private-Partnership

The City of Helsinki has had several joint ventures with Elisa Communications (Helsinki Telephone Corporation) in connection with the year 2000 operations. As you probably know, Helsinki is one of the nine European Cities of Culture just like Prague.

The reasons for the joint ventures are simple: the City of Helsinki has the many-sided knowledge and services and a very large clientele, that means all the citizens, but not the money to make enough experiments and pilots by itself while learning to use the new Information Technology and the Internet. 

As a counterbalance to the business interest Elisa has the technical platform and the expertise of the newest Internet knowledge because of its telephone lines. 

And we both want to build up a modern information society and promote the introduction of the newest IT methods to the citizens as cost efficiently as possible.

The project of the e-shop of the City Helsinki

The idea of an e-shop was invented in the brain storm held together with the employees of the City and Elisa Communications a few years ago. 

The idea was organised as a project with a very exact project plan and a tight time schedule. There was a management group with people of both organisations to guide and control the work of the project group. 

The project group was divided into three parts where the representatives of the City, Elisa and the graphic designer worked together.

The project started its work in August 1999 and the Finnish version of the e-shop was published on November 24, 1999, and  the Swedish version one month later.

The introduction of the e-shop

Our e-shop is called City shop on the net. Actually, the e-shop is a shopping centre consisting of six different shops. On the home page www.hel.fi/stadinkauppa you can select which one of the six shops you want to enter:

· City Transport Department to buy one- or 10 –way tickets

· Real Estate Department to buy different kinds of maps in digital or paper format

· City Museum to buy historical studies, research and books as well as souvenirs and gifts

· Helsinki Urban Facts to buy studies and research about the life in Helsinki today, yesterday and tomorrow.

· Helsinki 450 years and Helsinki 2000 European City of Culture to buy many kinds of souvenirs and gifts.

· The purchases can be paid via digital bank Leonia, Merita and OKO or they can also be billed. The customer is guided with an easy interface from step to step: 

· How to look around

· How to select the products 

· How to put the products into the shopping basket

· How to decide the method of payment and delivery

· What to do if there are technical or other problems.

The experience of the e-shop

We were quite well aware that the e-shop is no real business for the City because most of the items produced by the city are priced just to cover the costs. We did not expect to make any profit.

The e-shop was built up rather to promote the image as a modern IT city. We wanted to offer to our citizens an alternative way to buy things they could buy also in real shops. 

We also wanted to gain experience in developing transaction services on the net, for instance.

· How to design a user-friendly interface

· What are the expectations of the citizens 

· How do the customers react 

· What are the effects on the administration

· How the working process should be re-enginered

· What are the costs for the municipality and citizens.

The e-shop has some limitations demanded by the shopkeepers or by the technical equipment like 

· The customer must live in Finland 

· A service fee or a minimum amount purchased

· The customer cannot yet be digitally identified.

The killer application has been the City Transport Department with the tickets for the bus, tram and metro. The customers have expressed a wish to buy also the monthly and yearly tickets on the e-shop.

Of course, we could not avoid all disappointments like financial loss when some customers have not paid their maps sent against invoice.

Alltogether the feedback has been very positive. We already have new ideas of how to develop our e-shop with digital identification and signature and how to exploit the experiences when planning and carrying out new transaction services to our citizens.

Raija Ollikainen 

Helsingin kaupunginkanslia City of Helsinki, City Hall, Pohjoisesplanadi 11-13, FI-00170 HELSINKI             

e-mail: raija.ollikainen@kkansl.hel.fi

Raija Ollikainen is working for the City of Helsinki since over 20 years as a consultant with the expertise of re-engineering the administrative processes. He is not an IT expert myself, but he knows how to make use of Information Technology and  how to benefit IT in close co-operation with the people responsible for the tasks under focus
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