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Smart Cities

 The Smart Cities project is creating an innovation
network between cities and academic partners to
develop and deliver better e-services to citizens
and businesses in the North Sea Region.

o Keywords

— academic research: do not invent hot water
— mainstreaming: involve national authorities
— co-design: involve users



Smart Cities in Kortrijk region

e Building bricks
— Processes: front & back office, unified services,...
— Products: catalogue, benchmarking, targeting

— Expand and better use of channels: better channel
choice, personalised, localised

— Users: profiling & channel preferences
— IT: eid, website, data standards, GIS, wireless...

 Process
— Co-design
— Mainstreaming
— Change management in municipal organisation

— Regional cooperation: defining common strategies and
solutions



Government Is complex



Personalised services

“This is the future for our public services.
Accessible to all, personal to you. Not just a

basic standard but the best quality tailored to
your needs.”

Gordon Brown.



Mijn Gemeente // My Municipality

Why?

o Offer more channels > take-up
o Efficiency gain / channel costs

« Leverage for the inner organisation to create
transparency and to reduce routine tasks by
skilled staff

e Users can profit from more transparency by
consulting their data and personal information

e Easier and more reliable transactions



Mijn Kortrijk: Why?

Ambition for improvement of services for citizens
using IT as a driving force

Expectations of customers are changing
Many data in our back office: 150 different

applications

— E.g.: library, people administration, reservations,
ticketting,...

— Many data in different regional and federal databases
1 website
— Also own little customer database



Mijn Kortrijk: Why?

More than a personal page

 Personal page as basic instrument for other
channels: phone, desk, at home,...
— Mijnkortrijk.be > myfile
— Access to other national government services
— Myfin, tax on web, mijndossier ?






Solution



Platform: Digitale Regio Kortrijk

* One platform for online communication in the
Kortrijk region (13 municipalities)
— Drupal-based websites
— Shared users
— Shared content
— Shared tools & knowledge

e Features: common navigation, common
taxonomy, product catalogue, address database,
webforms, ...



Goals Mijn Kortrijk

e Personal customerpage
e Customer database
* Authentication:

— Different levels

 Portal: access to services:
e Local
e Regional
* National






Steps



Step 1: Using data eid-card

e |Less work

* Pre-filled forms
 Good data

e Drupal profile



Step 2: Enriching data

e Using Drupal profile module
« Data

— E-mall

— Phone

— Preferences

— Newsletter
« Communicate o

— Geobased

— Based on age
— Based on ...



Step 3: Use back office data

e “My file”
— Single login
— Authentic data
— Transactions
— Transparancy

« Customer profiling
— Better targeting

— Pro-active use
° Requires %
— Identity layer

* Persons
» Organisations
* Roles




Problems

o 150 different applications can hardly exchange information
— Different technology
— Very few common definitions
— Expensive ad-hoc solutions to achieve small progress
— Supplyers protect their own ‘containers’

— Employees sometimes have to print and type digital data
again !?

— one city <> 150 different desks ?

— Customer friendly ?
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But...

« Equal services for all customers
— E-inclusion ?
— Access mijnkortrijk.be > better service ?
* |s our organisation ready for e-services ?
— Administrative procedures
— Hierarchy
— Processess and workflow
— Transparancy
* Higher speed of e-services <> traditional
government
— Contradiction
— Shorter response time



