AFD-Iddri – Leading the digital transformation – Worksheet “Manage urban services” 
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Step 1/6 – Make perfectly clear the expectations of digital technology for each urban service
Choose an orientation representing one of the main goals of the introduction of digital technology from among the following proposals
	Possible answers
	Your answers

	Digital technology contributes to improving the supply of urban services for better inclusion and sustainability.

Digital technology can facilitate and accompany the development of new private services.

Digital technology can be used to list the existing alternative service providers and have them cooperate.
	


Choisir Identify the population groups with little or poor service and make sure they benefit from the digitalization of the service
	Questions
	Your answers

	Who are the social groups or neighbourhoods with no access to the service concerned? To what extent can digital technology accentuate this exclusion?

Who are the informal service providers who could lose their business when the digital systems are introduced?
	


Step 2/6 – Produce a quick self-diagnosis of digital maturity
Produce a quick diagnosis of the possibilities and limits afforded by the regulatory framework of the sector
	Questions
	Your answers

	What are the national and international programmes, competitions and calls for projects that can rally specific funding for digital innovation and/or the modernisation of the public service considered?

What place is acknowledged and/or granted to alternative or informal service provision within the sectoral framework of the urban service concerned?

What is the distribution of skills and responsibilities between the State (if it is a stakeholder), the local authority and the provider?
	


Produce a quick diagnosis of the digital maturity of the urban service targeted
	Questions
	Your answers

	What is the level of computer equipment of the urban service providers (computers, software, sensors, etc.)?

For what uses do the providers have recourse to digital solutions (clientele services, flow monitoring, ticketing and invoicing, internal management, on demand service, etc.)?

What is the providers’ online presence (websites, social networks, applications, etc.)?

What data of potential interest is collected by the providers? Is it centralised and processed?

What part of the service is listed and geolocalised? Is this data updated?

What digital services are offered to users, and what is the rate of use of these digital solutions compared to physical exchanges?

Are there any start-ups who develop digital solutions for the service concerned?
	


Step 3/6 – Mapping the stakeholders’ ecosystem
List the stakeholders potentially concerned by the digitalization of a concrete project
	Possible answers
	Your answers

	Local authorities (municipalities)

Traditional private firms

Telecommunication sector

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

Stakeholders of the social and solidarity economy / NGOs / Community-based organisations

Citizens

Universities and educational institutes
	


Identify the stakeholders likely to become interesting partners for the local authority
	Questions
	Your answers

	Which local stakeholders are turning or will turn most easily towards digital technology?

What would they gain by developing digital tools: profit expectations, social cause or political reason, generation of new knowledge, enhanced efficiency or democracy?

What are the resources of each of these stakeholders that could be rallied for projects with the local authority: financial, technical, human, data?

What are the possible means of commitment to make them partners and conduct actions together: visibility and marketing, complementary partnerships, targeting of pilot actions?
	


Step 4/6 – Identify quick, easy pilot actions to test the approach
List pilot actions that are simple and fast to meet demand and uses
	Questions
	Your answers

	Support the production and use of data information
· Target a test action the municipality will take in charge either for production, collection, storage, processing, analysis or sharing

· Target a type of data to be digitalized to improve the targeted service

· Target the goal assigned to each test action: knowledge, forecast, control, and programming?

· Identify the users of each test action: internally, third party public authorities, private sector, population?

· Anticipate obstacles to each test action: storage capacity of an exponential quantity of data, harmonisation of data formats, etc.

Improve communication and exchanges between the stakeholders of the targeted service 
· Which stakeholders are the main beneficiaries of each test action: connected users, vulnerable population, the private sector, informal sector, NGOs?

· Which priorities should be given to each test action: connect stakeholders who are not in contact, foster the emergence of new stakeholders, encourage new ways of exchanging?

· What is the aim given to each test action: raise awareness, consult, open new markets, tax, inventory?

· In what format should the communication be targeted for each test action: information campaigns, forums, call centres, social networks, merchant services?
	


Step 4/6 (continued) – Identify quick, easy pilot actions to test the approach
Define the experimental scope of the actions
	Questions
	Your answers

	On each test action, which part of the territory is targeted?

On what user perimeter for each test action?

With what amplitude? Identify a specific problem, sector niche, pilot project, an action integrated into a zone.

Using a digital tool: a service application, sensors, the dematerialisation of a procedure?
	


Step 5/6 – Define the methods of action in the medium and long term to digitalize an urban service
Choose affordable digital tools the municipality can encourage or develop
	Possible answers
	Your answers

	Communication interfaces (exchanging and sharing data)

    Web portals, social networks, mobile applications

    Clouds and servers

    Social networks and forums

    Open Data / Platforms

Control and operating centres (data analysis and exploitation)

    Technology platforms and operations centres

    Dashboards and databases

    Software, applications, algorithms

    Geographic information systems and imagery

Sensors and other connected objects (data production and collection)

    Sensors, cameras, radar, drones, satellites

    Connected objects: mobile phones, ticketing, terminals, counters

    Statistics and management data (operational and financial)

    Crowdsourcing, social networks, citizen collection

Municipal connectivity infrastructure (support network and connectivity)

    Municipal telecommunication networks: fibre optics

    Connection of municipal buildings

    Firms for managing municipal ICT

    Public municipal internet terminals and Wi-Fi
	


Step 5/6 (continued) – Define the methods of action in the medium and long term to digitalize an urban service
Define positioning depending on technical, human and financial resources
	Possible answers
	Your answers

	Data availability: how can data be made accessible to the municipality, how can third party stakeholders be given access to data to develop new services? How can some data be made open?

Innovation agenda: how to target, depending on resources, actions supporting digital innovation? Towards which co-funders should we turn?

Presence of a municipal team or small in-house group, familiar with and interested in digital innovation?

Possibilities of releasing municipal funds to finance open innovation partnership events and subsidise start-ups for developing a prototype?

Possibilities of municipal financing to undertake investments in local infrastructure (Wi-Fi terminals, for example, GIS, servers to host production)?
	


Step 6/6 – Evaluate and communicate on digital change in urban services
Choose at least one indicator that is significant, measurable and adjustable
	Questions
	Your answers

	What existing data can be used to define the initial situation, and what data can be used to measure how it changes in terms of:
· Economic efficiency: income generation, gains in efficiency and avoided expenses?

· Technical optimisation and management: reduced corruption, reduced losses or errors, prevention and attenuation of crisis impacts (losses and damage avoided, etc.)?

· Social utility: increase the number of users, develop new services, enhance transparency and confidence, user satisfaction, etc.

· Environmental sustainability: reduction in natural resource consumption, pollution, improved public health, etc.
	


Define the first communication actions
	Possible answers
	Your answers

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

Feedback and information gathering: call centres, online surveys and questionnaires, claim and complaint management system, urban problem reporting tools.

Share to inform about decisions and create spaces for virtual dialogue: online forums, participatory mechanisms, making available of open data.
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