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The use of information and communications technology (ICT) in delivering government and health services has become more widespread in recent years.  With more widespread use of ICT has come a shift in citizen demand from delivering government information to online and interactive dialog oriented services.  This has required a more citizen-centric approach to delivering services. 

Vienna has used many approaches to improve the interaction between citizens and the government. For example, survey tools have been used to find out citizens’ wishes.  A recent survey showed that citizens prefer for government institutions to be called “services” rather than “departments” or “agencies.”  Also, Vienna provides multi-channel service delivery to enable access by all citizens.   Front-end devices such as PCs, mobile phones, and one-stop shops are offered, as well as public terminals for those citizens who do not have Internet access at home. 
Among our most prominent online services are the Vienna Government portal, “Wien.at” (http://www.wien.gv.at/english/), Vienna’s Citizen Request Management (http://www.wien.gv.at/english/vcrm/), the m-parking system (http://www.m-parking.at/), which allows users to pay for short-term parking through their cell phones, and the lost property system and an online lost and found service (http://www1.fundamt.gv.at/default.htm ).  Other solutions can be found at http://www.wien.gv.at/english/hightech.htm.  The aforementioned Vienna portal (www.wien.at) is the main interface between citizens and government and is continually adapted by applying statistical and market analysis, and private and public research services.  

The evolution of online services is being taken to the next level with Vienna’s citizen relationship management (CRM) efforts.  These efforts are being implemented within larger eEurope initiative, which serves as a framework to improve the application of new technologies and systems by governments.  Two of these initiatives involving CRM are highlighted below: Vienna Citizens' Request Management  (vCRM) and the Electronic Democracy European Network (EDEN). 

vCRM  (http://www.wien.gv.at/english/vcrm/)

The Central Vienna Citizens' Request Management, developed in cooperation with UNISYS (http://www.unisys.co.at/) and Fabasoft (http://www.fabasoft.at ),is a cross-departmental system of referencing and handling requests, complaints and suggestions from the local community. Reference data on incoming requests or complaints, as well as related files are registered, stored and processed by a computer application based on Standard ELAK (short for “Elektronischer Akt”), the electronic filing system used by the City of Vienna.  Each citizen can decide if he or she wishes to stay anonymous or identify him or herself to the vCRM-system.  
The system provides the following advantages:

· Coordinated complaint management 

· Parallel cases are identified 

· Information can be accessed from everywhere 

· Identical complaints - one file 

· Cross-departmental system - only one reference number per file is used by all departments 

· Complete electronic data and document storage (file referencing, text processing, E-Mail, scanning)

· Electronic workflow

The departments interested in participating in the vCRM project initially had already considered topics such as change management and CRM internally.   Fears existed among others of increased control through the workflow process and too much transparency of sensitive information in the system.  An in depth rollout of vCRM among a few early-adopters was necessary to convince department heads of its benefits.   

All requests of our citizens are recorded and stored into one database in real tine along with the answers from approximately 70 municipal departments. Similar cases with similar answers will be stored and displayed in our FAQ-system (frequently asked questions). 

vCRM Case Study: Public Lighting

The following example is taken out of the roughly 10.000 requests in the year 2001.  Franz, a Viennese citizen living in the ninth district at Lustkandlgasse 37 has gone to sleep and realizes that the street lighting in front of his bedroom is blinking constantly. He cannot sleep. He tries to call the public lighting hotline “Licht Telefon” +43 (800) 33 80 33 [8 VCA MD 33] of the Municipal Department 33. The automatic answering machine tells him that the line his busy and he may wait or call later. This “typical message” makes him angry. Next morning he goes straightly to the Vienna City Terminal and clicks “wien.at”, “contact the city” and “vCRM.” He files his location and request: “streetlight is blinking at Lustkandlgasse 37” and that “the drain cover in front of the house should be fixed” using the touch screen. In return he receives a Case Identification Code and Pin Code. The vCRM officer at the district office receives the request, classifies it, takes it down and sends it directly to the local unit of MD 33 Public Lightning and MD 48 Waste management, street cleaning and vehicle fleet. The request is added to the daily workload of the maintenance teams. After repair they send their report back and the vCRM officer informs the requester that his request has been solved.
Electronic Democracy European Network project (EDEN)

The use of the Internet by European governments has so far been focused on 

Web sites rich in information but one-directional and lacking in interaction. EDEN will address the issue of shifting from the prevailing paradigm of "broadcasting" to the paradigm of "interactivity".  The aim of EDEN Project is to enable true bi-directional communication between citizens and government staff.   The project will achieve this goal by defining a multimedia platform for democratic consultation.

The EDEN-project (http://www.wien.gv.at/english/eden/), funded by the European Union, is the foundation of our vision for citizen relationship management.  The goal of the EDEN Project is to improve the communication between government and citizens in the decision-making processes. EDEN will help to stimulate and support citizens' participation in the decision-making process, specifically in the area of urban planning, through the development of Natural Language Processing (NLP) tools (http://www.wien.gv.at/english/eden/Glossary.html#nlp) designed to make communication between citizens and public administrations easier, more dynamic, and more effective.  The incoming information is analyzed according the addressee, the location and content, thus allowing the information to be linked to GIS maps. 

The benefits will be threefold:
· Qualitative improvement by simplifying access to professional quality data support through Natural Language Processing (NLP) and by providing different views of a linked city map; 

· Quantitative improvement by offering Internet access via different media, in order to overcome the lack of mass participation in Public Administration processes; and 
· Economically by reducing the cost per citizens' participation action.

EDEN diagram:
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Conclusion

vCRM is the first city-wide document handling system introduced by the Vienna City Government to document and resolve all incoming requests.  It benefits citizens as well as the administration. It reduces the processing time. The citizen may participate via email and public terminals because of multi-channel service delivery.  The combination of this application with Natural Language Processing Tools as described above will enable the administration to analyze complaints, requests, and comments. By giving all involved parties the possibility to interact, improvements in the level of service will be achieved that haven’t been possible in the past.  Thus the citizen will become an equal partner of the administration in the decision making process.

For more information, contact Rainer Riedel via e-mail at rie@adv.magwien.gv.at or via phone at +43 (1)4000-91964.
