AFD-Iddri – Leading the digital transformation – Worksheet “Improve relations between local authorities and citizens” 
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Step 1/6 – Clarify expectations of digital technology to improve relations with users
Choose a reason for undertaking the use of digital technologies in the relations with the citizens
	Possible answers
	Your answers

	Enhanced legitimacy of decisions made, founded on citizen opinion?

Accountability of politicians vis-à-vis tax collection and budget allocations?

A possibility for the citizen and social movements to express themselves and cooperate on public actions?

A reduction in corruption and increased transparency?

Facilitation of administrative procedures (time saved for public agents and users)?
	


Identify the risks of exclusion and the targeted mechanisms to attenuate it
	Questions
	Your answers

	Which people have most difficulty entering into contact with government services?

Are the obstacles related to distance, cost or the time frames for the procedures?

Do they have easier access to dematerialised/online tools?

Which digital service design ensures that everyone understands and has faith?

Which stakeholders are already working on digital literacy?
	


Step 2/6 – Perform a quick diagnosis of possibilities and progress of digital technology in the relations between local authority and citizens
Produce a quick technical diagnosis of local authority maturity on this domain
	Questions
	Your answers

	What is the rate of household ownership of telephones, smartphones, tablets and computers? How is this penetration rate distributed over the territory?

What municipal spaces already offer the general public Wi-Fi access?

Which procedures and data are already dematerialised or available online?

Which documents and statistics have already been scanned?

Which teams or public agents are most familiar with digital technology and oriented towards innovation?
	


Produce a quick diagnosis of possibilities and limits offered by the national regulatory framework on e-governance
	Questions
	Your answers

	What are the national and international programmes, competitions and calls for projects that can help to fund improvement actions?

What are the national programmes for dematerialisation of procedures?

What are the possibilities for setting up participatory processes?

What are the regulations on personal data and online administrative files?

Are there any legal methods for paying taxes by mobile or online?
	


Step 3/6 – Mapping stakeholders’ ecosystem
List stakeholders potentially concerned by e-governance
	Possible answers
	Your answers

	Local authorities (municipalities)

Traditional private firms

Telecommunication sector

Digital start-ups / Small entrepreneurs and operators (including informal)

Stakeholders in social and solidarity economy / NGOs / Community organisations

Citizens

Universities and educational institutes
	


Identify stakeholders particularly likely to be interested in e-governance
	Questions
	Your answers

	Who in civil society develops civic tech? What are possible meeting points with public authorities?

Who among the public agents of the local authority have the keenest need to change modes of relation with the population?

Among the citizens, which people will be most willing to be beta-testers of municipal digital systems?
	


Step 4/6 – Identify quick, easy pilot actions to introduce digital technology in the relations between local authority
and users
Define pilot e-governance actions to be implemented to respond to social demand
	Possible answers
	Your answers

	Online communication to the general public of motions voted after each council meeting?

Transparency and online publication of major items in local budgets each year?

Targeted online survey of the population’s satisfaction and needs?

Test online participation of citizens in the annual budget?

Online collection and management of a tax or duty as a test?

Dematerialisation of a targeted administrative procedure?
	


Define a friction point for developing an experimental solution
	Questions
	Your answers

	On a procedure that is particularly expensive for users?

On a procedure that is particularly ineffective for local authority?

In each case, think about what can be dematerialised, automated or digitalized simply for citizens?
	


Step 5/6 –Define the action methods for improving relations between local authority and users
Define your vision as a local authority
	Questions 
	Your answers

	What commitments should be made in terms of digitalized services for the population?

How can civic tech start-ups be relied on and cooperated with?

Which data and information should be shared?

What are the actions to be conducted for the most vulnerable members of the population so that they can take part in the process?
	


Choose a digital action that the municipality can support on a larger scale after completing a test phase (previous step)
	Possible answers
	Your answers

	Gradual dematerialisation of tax and administrative procedures?

Systematic online collection and management of taxes and duties?

Systematic transparency of major investment decisions?

Convergence and coordination of tools for experience feedback, opinions, claims and notifications from citizens?

Integration of opinions from forums, media and digital platforms for citizen control in decision-making?
	


Step 6/6 – Evaluate and communicate on the change in relations between local authority and users 
Choose an indicator that shows targets have been met
	Possible answers
	Your answers

	Users’ perception of the quality of local administration?

Increased tax revenue?

Enhanced citizen contribution to public decision-making?

A reduction in the time it takes to complete administrative procedures?
	


Implement a communication strategy
	Actions
	Your answers

	Disseminate information and raise user awareness: communication campaigns, active presence on social networks, websites, etc.

Feedback information and gather opinions: call centres, surveys and online questionnaires, a complaints and claims management system, urban problem reporting tools.

Provide information about decisions and create spaces for virtual dialogue: online forums, participatory mechanisms, making open data available.
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